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Student Learning Log

Introduction 
Working in the Housekeeping Department at the Ibis London Barking Hotel gave me a unique opportunity to observe and be involved in the details of guest service operations and the hotel, known for its commitment to ensuring guest satisfaction, provided the setting for my investigation into the practical applications of hospitality theories. The primary goal was to understand the intricate balance between operational efficiency and personalised visitor experiences as when I started this placement, I had clear goals in mind: understanding the importance of housekeeping in guest satisfaction, enhancing my interpersonal skills in a dynamic environment, and applying my academic knowledge in practical situations. This placement had a strong emphasis on immersing oneself in the core values and dedication of Ibis London Barking, with a focus on delivering exceptional guest care rather than just acquiring basic knowledge and skills. (Lockwood & Medlik, 2013)

Gibbs Reflective Cycle
 Description
During my internship, I actively participated in the daily operations of the housekeeping team at the Ibis Hotel as every day presented an opportunity to closely observe and assist the housekeeping supervisor. I participated in morning briefings where we received our daily assignments and discussed strategies for upholding the hotel's cleanliness standards and during my time, I was responsible for various tasks such as preparing rooms for guests, keeping track of inventory, and fulfilling special requests for additional amenities. During my time in this position, I was able to witness firsthand the meticulous attention to detail required in the hospitality industry to maintain the exceptional cleanliness standards that are synonymous with Ibis Hotels. (Buhalis & Crotts, 2013)


Feelings
The start of the internship was quite overwhelming as the fast pace, combined with the attention to detail required for each task and the constant awareness of time constraints, created a challenging environment. However, as I became more acquainted with the process and the tasks became more standardised, my confidence grew while at a crucial moment, a guest took the time to express their sincere appreciation for the outstanding cleanliness and remarkable comfort of their accommodation. The recognition was highly satisfying and filled me with a strong sense of accomplishment. It was a clear indication of how our efforts directly impacted guest satisfaction and emphasised the importance of our daily work. (Lew et al., 2014)

Evaluation
The department's feedback method was a crucial tool for learning as the praise we receive from guests regarding the cleanliness and readiness of their rooms is a testament to the hard work and dedication of our team, and it greatly boosts our morale. On the other hand, constructive feedback was welcomed because it provided clear guidance for improvement and learning and the ability to adapt and respond to feedback was crucial in maintaining exceptional levels of service. The difficulties of effectively managing time to meet daily goals were significant, but they offered valuable insights into prioritisation and productivity. (Bungay Stainer, 2016)

Analysis

After carefully considering this event through the lens of my academic studies, I noticed a connection between the practical tasks and the theoretical principles found in the fields of organisational behaviour and team dynamics. Effective communication is essential for coordinating team efforts and exceeding guest expectations as through my previous experience in customer service, I gained a deep understanding of the importance of teamwork. However, this internship in the hospitality sector has further solidified my comprehension of its crucial role. I have found that a workforce that is well-coordinated can significantly enhance operational efficiency and guest satisfaction while in addition, this experience showcased the practical application of theoretical concepts like leadership, motivation, and the impact of organisational culture on employee productivity. (Legrand et al., 2016)

Conclusion & Action Plan
Through careful analysis, it becomes clear that reflecting on this process highlights the significance of experiential learning in bridging the gap between theoretical knowledge and practical application so, in the future, I plan to apply the knowledge gained from this experience to enhance my professional skills. I am focused on improving my communication and leadership skills, as they are essential for a successful career in hospitality management and in addition, I will actively seek opportunities to gain more knowledge in different aspects of the hotel industry, with the goal of broadening my understanding of the sector and improving my ability to adapt and solve problems. (Cantoni & Xiang, 2013)



Assessment of Work-Based Skills and Technical Knowledge
The hands-on experience highlighted the importance of specific job skills and technical knowledge and a prime illustration of this is the correct utilisation of cleaning products, which not only ensures cleanliness but also prolongs the durability of furniture, showcasing the sustainable principles emphasised in environmental management courses. In addition, the quick adaptation to the various needs of guests showcased the importance of personalisation, a key principle in contemporary theories of hospitality management. (Goldsmith, 2015)

A situation arose that underscored the significance of meticulousness: a patron inadvertently left behind a valuable possession, and the housekeeping staff promptly ensured its safekeeping and returned it, showcasing the necessary dependability in hotel procedures and this incident highlighted the importance of integrity and attention to detail, and it also related to the discussions on ethics in hospitality in my homework. (Catmull& Wallace, 2014)

Organisational Challenges 
Effectively handling customer complaints is essential in the hospitality industry to maintain a positive reputation and ensure customer satisfaction and one particular task that remains vivid in my memory involved addressing a guest's complaint regarding issues arising from an excessive level of noise during their stay. This situation presented a critical assessment of our problem-solving skills and our capacity to quickly and efficiently overcome unexpected challenges as the guest, clearly bothered by the noise, was close to having their entire experience spoiled by this irritation. (Go & Pime, 2015)

We utilised a thorough and varied response strategy. We quickly suggested moving the client to a quieter room, far away from the source of the disturbance, to ensure a peaceful and calm rest of their stay So also, we offered extra complimentary services to help ease their initial unease and to show our genuine care for their welfare. This approach not only addressed the immediate issue but also demonstrated our commitment to ensuring customer satisfaction. (Lockwood & Medlik, 2015)

The guest's praise for our timely and considerate response highlighted the effectiveness of our approach as by transforming a potentially negative experience into a positive one, we emphasised the importance of empathy, understanding, and adaptability in the field of customer service. This episode showcases the basics of customer relationship management, emphasising the importance of actively listening to and understanding customer needs, and adjusting service strategies accordingly to foster positive relationships and ensure memorable experiences for all customers and the overall experience underscored the significance of embracing a proactive and empathetic approach in every customer interaction, highlighting the crucial role of these skills in the broader realm of hospitality management. (Legrand et al., 2016)

Plan of Action

In the future, my goal is to enhance my leadership skills and broaden my understanding of hospitality technologies and engaging in additional training sessions that prioritise the latest hospitality software will improve my capacity to contribute more effectively to operational efficiencies. Participating in leadership seminars will further prepare me for future supervisory roles, aligning with my career goals. (Lew et al., 2014)

Conclusion 
Reflecting on my time working at the Ibis London Barking Hotel has been a significant and transformative experience in my career progression within the hospitality sector as it has significantly improved my understanding of the intricate aspects of hotel management, while also emphasising the value of continuous learning and adaptation. The insights gained, encompassing the importance of collaboration and the impact of personal development on customer satisfaction, will greatly influence my future endeavours in the field and using Gibbs' Reflective Cycle, this experience has been a valuable bridge between theoretical knowledge and practical application, laying the foundation for my future in the hospitality industry.
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