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Introduction
Kolb’s Experiential Learning Theory is used to reflect my 6-week hotel placement experience and how it has helped me in terms of professional development. According to Kolb’s model, effective learning is a cyclical process involving concrete experiences, reflective observations, abstract concepts and active experiments (Kolb: 2014). I chose this model since it focuses on transforming experience into knowledge through reflection which is also present in the experiential nature of hotel placements. While in this placement, I had the privilege to shadow supervisory positions of Conference & Banqueting (C&B) and witness management operations in the Front Desk and Food & Beverage (F&B) departments.
I had these objectives of learning – developing supervisory insights to manage guest service operations, understanding operational procedures across the departments and building work-based skills that would aid me in delivering extraordinary performance in guest experiences in the hospitality industry.
Concrete Experience - Shadowing Supervisory Roles
My first week (January 22 - January 24, 2025) was spent by shadowing the C&B supervisor during preparation and execution of a weekend wedding as well as some corporate events on the last day. I saw how a supervisor did assignments to staff, communicated with clients about certain requirements, and managed resources to bring you to successful event realisation. The supervisor showed the techniques of transforming client briefs into operational plans; designating responsibilities, and utilising quality control policies in performing activities throughout the event cycle.
Since January 29, 2025 (i.e. for the next two weeks), I was present at Front Desk management operations, learning supervisory responsibilities such as staff rota creation, mornings briefings, decisions on room allocation and monitoring operation performance. The system knowledge demonstrated by Front Desk Supervisor was how to verify room readiness, monitor price points and maintain service standards by the regular quality cheque.
It gave views into breakfast service supervision and control of quality during the final three weeks (February 12-28, 2025). Although not required in any of the requirements for the module, this experience really supported my understanding of guest service operations by demonstrating the interconnection of all the departments within a hotel.
Reflective Observation - Analysing Management Approaches
The C&B supervision provided for different management routes which had to be taken for the successful delivery of the event. The transformational leadership as used in Lashley (2016) from the supervisor, clear communication of event vision and keeping focus on the operational ball is their other regime. Watching wedding setup process revealed the importance of both strategic planning and tactical flexibility in an effective supervision. For example, the supervisor was able to reorganise the setup sequence when floral arrangements arrived after they were due to prevent staff from losing their focus and motivation.
For example, in Front Desk operations, supervisory responsibilities extend beyond what Bardi (2010) calls 'operative tasks' to what is referred to 'service culture maintenance'. The service standards were invariably reinforced through personal example, staff coaching and immediate correction of any deviations. Thus, this aligns with Kandampully et al’s (2014) research in which leadership consistency has a major influence of service quality perception.
Abstract Conceptualization - Evaluating Work-Based Skills
Many critical work-based skills and technical knowledge that were needed to successfully manage the guest service were identified during this supervisory shadowing experience. Communication turned out to be a first requisite, so much so that some of the best supervisors that Gardiner and Reefke (2019) refer to as mastery of 'multi directional communication skills' are able to share their expectations with the staff, receive guests’ feedback and report back to senior management. This is what the Front Desk supervisor did during morning meetings, translating occupancy data into steps that worked for the staff and that addressed each person’s performance issues.
Second, skills in resource management were important for operational efficiency. The C&B supervisor employed staff scheduling patterns which Casado (2011) claims are critical to optimal service delivery at different demand periods. The availability of this technical knowledge made it possible to match staffing levels with required service intensity precisely.
Third, effective supervisors had differing problem anticipation and problem resolution abilities. During my third week, I saw how the Front Desk supervisor used the arrival patterns data to identify potential cheque in bottlenecks and reassign staff as per the result. This shows what Wood (2013) says is preventative service management, that is, preventing guest experience from being negatively impacted by potential service failure.
Guest Service Situation Analysis
My Front Desk observation provided me with a big learning opportunity when a VIP client complained about the room allocated. In particular, the guest, a loyalty programme member, had requested a high floor room with certain amenities and system limitations prevented this preference to properly be recorded. When the guest found out during cheque-in that their status was not given any attention, their frustration took a turn for the worse.
It affected guest experience of a service expectation gap — what Ariffin and Maghzi (2011) define as the difference between expected recognition and actual service delivery. Operationally, the incident added to the administrative disruption created by spending resources on attempts to resolve the incident. Reputationally, the risk spread beyond the guest and extended to his loyalty programme membership through post trip formal reviews and word of mouth channels among the loyalty programme members.
By instantly changing the guest’s room, providing some amenities free of charge, and personally accompanying the guest to the new accommodation, the supervisor was able to eliminate the problematic situation. I think there are additional solutions that would heighten recovery efforts:
· Okumus et al. (2022) suggested that implementing a pre-arrival VIP review process to identify potential preference mismatch that would allow anticipating service recovery needs is an effective practise.
· Standardising recovery protocols that alleviate the need for supervisor intervention during the initial step, and therefore, reduce total resolution time.
· As Lugosi et al. (2009) argue, they should establish a formal procedure for rebuilding customer relationship strength after service failures, which is essential to keep the customer loyal after service disappointments.
These are suggestions of what I have learned in terms of service recovery principles and how to use these in ensuring guest satisfaction keeping a negative encounter from threatening the brand reputation.
Active Experimentation - Future Application
The placement experience has enabled me to gain insights to inform my future professional practise. I will improve my supervisory abilities by targeting three areas very notably.
Firstly, I will develop my technical competence in property management systems and event management software, as identified by QAA (2018) as important to contemporary work-based competence in hospitality settings. I am aware that supervisory effectiveness is being increasingly dependent on technological proficiency.
Secondly, creating a personal leadership approach which merges operational excellence with staff development. I observed that the successful supervisors found a middle ground and were happy to provide service standard while creating the capability within the team.
The third is to build the cross departmental knowledge to better coordinate operation. My placement has shown that seamless interaction of departments is necessary for such guest service delivery and that supervisors frequently trammel between departments as liaisons.
Conclusion
Such a placement has further enhanced my knowledge of supervisory role in hotel operations and the intricate interrelationship of skills needed for successful guest service management. By combining Kolb’s reflective cycle with my experiences, I have been able to change observations into actionable insights to inform my future professional development. Learning on the placement has only strengthened my belief that an excellent guest service delivery originates from the blending of technical knowledge, interpersonal skill, and strategic thinking in the supervisory level. For the next steps, I plan to sustain my learning on each of these competencies to increase my capacity in future professional roles to play a positive function in hospitality operations.
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Level 6 Hotel Placement – Weekly Progress Tracker

	Week 1

	Experiences/Tasks/Challenges/Lessons
(outline hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	I was helping C&B (Conference & Banqueting) with setting up and arranging the hall for a weekend wedding. I also assisted with conference meetings for different companies.
	22-24 January 2025

16 hours
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	Week 2

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	I was at the Front Desk where I learned how to process check-ins and check-outs. I also refilled the display cabinet with snacks and drinks for clients.
	29-31 January 2025

16 hours
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	Week 3

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	I continued at the Front Desk where I learned how to create staff rotas. I attended the 10am meeting with the duty manager and completed the morning checklist with all objectives: verifying if rooms were clean for check-in, checking price range/room for the day, and ensuring the front desk area was clean and organised.
	5-7 February 2025

16 hours
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	Week 4

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	I was helping F&B (Food and Beverage) with breakfast service. I set tables for lunch when we had bookings and prepared hot drinks when needed at the Zest bar. I also polished cutlery and checked hotel room corridors for glasses, bottles or plates left by guests to collect them.
	12-14 February 2025

16 hours
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	Week 5

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	I continued in F&B (Food and Beverage) assisting with breakfast service and setting up tables for lunch bookings. I made hot beverages when needed in the Zest bar and polished cutlery. I also checked hotel corridors for any items left by guests to ensure everything was kept tidy.
	19-21 February 2025

16 hours
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	Week 6

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	
I was in F&B (Food and Beverage) helping with all necessary tasks to ensure the best impression for hotel guests. This included breakfast service, preparing tables for lunch when there were bookings, making hot drinks in the Zest bar, polishing cutlery, and collecting any dishes or glassware left in corridors.
	26-28 February 2025

16 hours
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