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[bookmark: _Toc106628086]Executive Summary

The critical reflective report below is mainly focused on my experience of my placement in managing guest service at Swansea Marriott. I found that the management of the Swansea Marriott hotel had some severe lagging which is providing the opportunity for other staff members to rush through their routine jobs and thereby lagging in quality of services delivered. However, from my perspective, this was quite a fulfilling experience to boost my vocational expertise, such as teamwork. Furthermore, during the self-appraisal process, I realized that it was a daunting experience during the initial time that gradually changed into a rewarding experience with time. Helping team members and being honest at work paves the way for career advancement. Despite having witnessing some of the strengths in my placement, there were several challenges which I experienced during the placement. Some of these challenges included negligence from the staff in cleaning the rooms due to lack of control from the management that made my experience tiring and a bit bad for me. 
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[bookmark: _Toc106628087]Introduction

Consumers and hotel operations are governed by hospitality and guest service management. He guarantees proper task completion. This individual must increase client satisfaction and engagement. The success of the hotel is affected by the manager's responsibilities. The focus of this report is on Marriott. This American multinational corporation runs and franchises hotels and other lodging establishments. Marriott established this. This third-largest hotel chain comprises thirty brands and seven thousand properties. The focus of this paper is customer service. It examines how hotels respond to shifting consumer demands and how this impacts guest service management.
First, while defining outstanding guest service, be objective. Individuals have diverse service expectations. As clients, we require civility, attentiveness, knowledge of our needs, and assistance when necessary.

[bookmark: _Toc106628088]Service quality in Management Guest Services

In early studies, service quality was defined as the extent to which the service satisfied consumers' demands or expectations and their overall perception of the service's inadequacy or excellence. The quality of service is "what the client receives and is willing to pay for," not "what the provider puts in." Service quality is the difference between what was anticipated and what was delivered. In a highly competitive marketplace, service quality in the hotel industry becomes one of the most important criteria for gaining a lasting competitive advantage and client confidence. It can provide companies with a fantastic opportunity to differentiate themselves. It is a crucial concept in the hospitality industry. Quality of service is the lifeblood of a prosperous hotel.
[bookmark: _Toc106628089]Service quality advantages

[bookmark: _1qtaxlg4f6yz][bookmark: _Toc104842354]The guest service manager is responsible for meeting the demands and requirements of the clients. They must carry out a variety of techniques that will aid in the improvement of hotel amenities and, as a result, contribute to an increase in exceptional services. After assisting with the check-in procedure, it is ensured that clients are accompanied in their rooms and satisfied with the rooms received. To validate inventory suppliers and place orders in proportion to the demand. When organizations use total quality management, their overall effectiveness and efficiency will likely improve. Marriott International, for example, has used several overall quality management strategies to ensure a positive outcome. With the assistance of executive management, employees are instructed on providing high-quality services to consumers and clients. Leonard A. Schlesinger, W. Earl Sasser, Jr., and James L. Heskett (1997) Marriott International employ qualified personnel responsible for maintaining a positive attitude in various sensitive areas such as timely guest service and check-in refreshments, resolving customer complaints, and maintaining a polite demeanor.
Room cleanliness and good housekeeping services provide a pleasant experience for customers. This outweighs all the organization's flaws. One factor contributing to the company's positive reputation is cleanliness, mainly the appealing housekeeping services provided. Furthermore, to improve the effectiveness of their overall quality management systems, the Marriott organization hires many people regularly and provides extensive training to various area managers. If this organization lacks effective leadership, it may struggle to provide the best services to clients while still meeting organizational goals and objectives.
When managers are hired at Marriott, they are given a one-week training session to ensure they have the necessary information and skills to provide courteous customer service. They will be responsible for teaching other staff members how to provide excellent services to clients and consumers once they have completed this training.
A study of many scholars discovered that the consequences of poor-quality commercial services are pretty costly. Poor customer service results from employees who are unmotivated to provide excellent service to the organization. This is caused by employees who are unwilling to deliver relevant results. Negative customer and guest experiences within the organization are detrimental to the company because they reduce consumer satisfaction (Frank Hochsmann, 2014). Because it fails to recognize that everyone is held accountable for their actions, the organization's management is a source of poor service delivery.

[bookmark: _Toc106628090]How the hotel responds to shifting consumer tastes

There are various ways to improve customer service. Marriott International has successfully developed 18 housing brands, ranging from limited service to full-service hotels, with various amenities to meet any guest's demands. Marriott's hospitality division owns and operates several hotels and resorts. Customers are increasing globally as a result of this progress. Marriott has enough evidence of growth for the era, and the company's financial basis is solid.
Marriott International is one of the major hotel chains in the world. It is known for providing high-quality services. As a result, a formal complete quality management system has been established. This strategy strives to broaden consumer coverage while maintaining high-quality services. Extra responsibilities fall to the guest service manager. To ensure success, excellent organizational and time management abilities are essential. These managers must be capable of providing effective leadership and successfully overseeing and training employees and staff.
[bookmark: _Toc106628091]Personal vocational development

	I was fortunate to be a part of this team as I got the opportunities to learn many things that otherwise would not be possible for me to even imagine in hotel business operations. As per the statement of Sluss (2020), the overall leadership approach is about providing information on competence, experience, and expectations. Hence, this role of being a housekeeping team member will help me develop the supervisory insights necessary to manage guest service operations as a manager in the later stage of my career. I would be able to recognize and value all the work-based skills of my team members as well because of the earlier exposure in this field at the ground level.
Apart from this, the other aspect of my personal vocational development is related to developing my guest service skills. I now quite aptly understand guests' requirements, which they might sometimes tend not to be vocal about. Moreover, I now understand the role and importance of good housekeeping staff to the overall business sustainability. Therefore, I consider that this exposure to be a part of a housekeeping team in the hotel is undoubtedly helpful to my vocation developmental side.    
Marriott International makes consumers happy by providing employees with positive workplace experiences. Customers' responses determine the reputation and image of a brand. Quality management facilitates consumer satisfaction. Guests predominantly complain about two areas due to Marriott International's long-term management. Check-ins and rooms necessitate superior front desk services. Marriott International has qualified personnel in the aforementioned fields. In the service industry, the first impression and touch with a customer are vital, as they may never return. Although questioned, Marriott International's quality management is beneficial. Quality concerns are functional and should not be addressed independently.
[bookmark: _Toc106628092]Management of guest service and evolving preferences

As technology and humanity evolve, so do people's desires and preferences. To retain clients, it became vital for businesses to respond to these changes as effectively as possible. In the hotel industry, people's needs vary frequently. Consequently, improvements must be made to guest service management. In the past, travelers preferred hotels with comfortable accommodations and great food to travel comfortably. Nevertheless, the situation has changed. People today expect standardized, high-quality hospitality.
For a relaxing vacation, shoppers prefer themed rooms above a comfortable bed. The management of guest services at Marriott has evolved in response to changing customer needs and preferences. (2014) In Marriott hotels, guest services are the amenities and services provided to clients. Laundry, room service, concierge, etc. People are now so intelligent that they cannot tolerate a single service error. Changing consumer tastes and expectations have multiple effects on guest service management. The housekeeping manager must modernize the equipment used to wash and press garments since guests require clean clothes rapidly. This expedites the cleaning of hotel guests' laundry.
People used to make hotel reservations and bookings at the front desk, but today they do so online. (Valerie A. Zeithamal, A. Parasuraman,) In this context, the front desk at Marriott has expanded its social media presence to interact and communicate digitally with customers. Guests did not require themed or appealing rooms in the past. They are currently choosy regarding accommodations. Consequently, Marriott hotels provide themed rooms. In order to provide additional pleasure, the hotel will also feature custom-designed rooms.
The hotel's ability to maintain a strong market position will be aided by the hotel's ability to generate high revenues and profits due to changing client needs. This will also maintain client satisfaction for as long as possible.
[bookmark: _l80a16hm8khe][bookmark: _Toc104842355][bookmark: _Toc106628093]Key skills

[bookmark: _Toc106628094]Self-management and development

	Self-management is about learning to develop oneself from the stages of self-awareness to the stage of self-improvement. In this context, Porter (2019) commented that self-awareness, including personal strengths, weaknesses, and values, is of no use without the skill of self-management. I learned that the entire process of self-management is categorized into a few subdivisions, such as - being at places in time rather than being there on time and being an active listener. Apart from these skills, I also learned the value of choosing a more productive behavior in the workplace.

[bookmark: _Toc106628095]Task Management

	This skill that I developed during my exposure as a part of a housekeeping team in Swansea Marriott hotel is all about being able to manage time for work that matters the most during any specific time of the day. As per the opinion of Birkinshaw & Cohen (2022), unimportant tasks need to be eliminated or delegated to favor tasks that add value. This is quite valuable learning from the perspective of my next career move in being a supervisor of such a housekeeping team in the future. Hence, I understood that delegating tasks not only saves time but also reduces workload from a person and helps him to do his work in a better way.  
[bookmark: _Toc106628096]Initiative skills at operational issues

I observed that quite a few issues occasionally crop up in the day-to-day business operations and require managers' immediate intervention. I developed my skill of taking the initiative in such operational issues, which include - allocation of resources, work culture, and workplace safety measures. These are the areas that impact the guest service directly; for example - I found that one of the housekeeping staff members did not have his duster with him, as he misplaced it somewhere else and is now afraid of telling the same to the manager. Hence, I took the initiative to bring the matter to the manager and got him another one. Otherwise, table counters would not be that clean, and guests might have a wrong impression of the hotel.

[bookmark: _Toc106628097]Communication skills

	I learned and developed the skill through analyzing the management performance in situations where operational issues arise. I found that discussing issues knowledgeably in a team meeting in the workplace environment helps employees understand the grimness of a situation and encourages them to act productively. Schoemaker, Krupp & Howland (2022) stated that being able to remain vigilant in scanning surroundings for any change signal is the identity of a strategic leader. So, I learned to improve my communication skills to become an effective leader in the later stages of my career as a manager of housekeeping teams.
	


[bookmark: _Toc106628098]Application of teamwork knowledge

	The exposure further helped me develop and implement the knowledge of teamwork in the workplace. In this context, Craddock (2022) opined that when individual advancement is concerned, group work can accomplish what an individual effort cannot. Hence, I understand that to get any hard work done, and I must join forces with peers to get that done. The other aspect of this that I noticed is related to the expertise and transferable skills that helped me learn a lot from my colleagues in the housekeeping team.

[bookmark: _n08fop1cffay][bookmark: _Toc106628099]The Gibbs Reflective Cycle Analysis

The Gibbs Reflective Cycle is applied to proceed with this part of my task, and it is as below – 

[bookmark: _Toc106628100]Description

To begin the self-appraisal process, I need to describe that it was challenging experience for me. I never saw myself as a housekeeping staff member. Hence, this was quite a daunting task, with many new things to learn. However, I find this a cheerful experience as the spirit of the team of the housekeeping staff members of Swansea Marriott hotel is simply enjoyable.




Feelings
       Despite a few deficiencies in management procedures, the overall management activities are what I liked the most. The prime reason for this is related to the proactiveness of managers in sending housekeeping staff members to assist one another. This I found to be quite helpful for my situation, as I was a complete newcomer in this domain; hence, I felt that I needed the most support from the rest of my peers in acquitting my job role.

[bookmark: _Toc106628101]Evaluation
I often found managers standing by my side and providing me with their valuable insights and often calling my peers, experts in this field, to demonstrate tasks I could not somehow manage. Hence, the cooperation from the manager and support from my peers helped me grow and gather knowledge in this field.

[bookmark: _Toc106628102]Analysis
Mutual respect and good treatment from the guests are the other things that I experienced. However, this only comes, as I realized, through providing excellent guest service efforts. Being honest and credible is the key to success in this field of business operation, as my work allows me to enter any hotel area without any barrier.

[bookmark: _Toc106628103]Summary
So, acquiring the faith of other support staff members and subsequent positive feedback is what I observed to be the key to getting career advancement opportunities. Overall, this critical reflective analysis allowed me to identify my strengths and weaknesses. Moreover, I could also determine what I could have done if I were once again in a similar experience.

[bookmark: _Toc106628104]Action Plan 
[bookmark: _gb6cj7gz4v64]	Therefore, the overall self-appraisal process for my experience was quite fulfilling as it gave me the required exposure to planning for appropriate actions suitable to housekeeping operations from the ground-level view. I aim to improve my teamwork skills because, reflecting on my placement, I perceived it to be a daunting experience. However, I liked the spirit of coordinating and collaborating as a team to pursue the same goal. As I identified housekeeping as teamwork, I aim to improve this essential employability skill based on my critical reflection.

[bookmark: _Toc106628105]Conclusion

Considering the preceding, it is apparent that guest service management is crucial in providing exceptional customer service. This is necessary considering the fierce rivalry in the hospitality business market. The sector is undergoing remarkable growth in the number of hotels. For a hotel to keep its guests and clients, it must deliver exceptional services. Consequently, the application of this is helpful for all firms. This technique works well when the management team and all levels of employers collaborate. If staff adhere to this technique, the hotel's higher management must provide substantial assistance.
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