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[bookmark: _Toc192252875]INTRODUCTION
This reflective report is designed to capture my work experience over the course of ten weeks within several departments of a hotel. Based on my experience in Food and Beverage, Front Desk, Housekeeping, Maintenance, and Meetings and Events Departments, I emphasize some elements connected with guest experience management and work-based skills. I will use reflection to understand and learn from my experience (Brown et al., 2020). The reflection model employed in this reflection exercise is called Kolb’s Experiential Learning Cycle.
[bookmark: _Toc192252876]Section 1: Reflection on Experience and Personal Development
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[bookmark: _Toc192175535]Figure 1 Kolb’s Reflective cycle
Source- Brown (2022)
Concrete Experience:
Through my hotel placement, I was privileged to work in various sectors in the reception, housekeeping, maintenance, F&B, and M&E. The most enlightening exercise was helping in taking guests through check-ins and checking them out of the hotel. As an assistant of the supervisor, I followed front line team and see how they deal with guest request, room distribution and their interaction with other operational teams. I equally assisted in handling special guest concerns, for instance complaints on room cleanliness or repair, through providing the information to the right department they require. Also, I was assigned to help with preparations of the rooms and the corresponding fulfilment of the guests’ requirements promptly. 
Reflective Observation:
This made me appreciate the importance of communication and organization in delivering quality service to a guest. I noticed that the lack of proper correspondence between departments including the Front Desk, Housekeeping, and Maintenance is a tactical mistake since it will be hard to satisfy the guests. In some cases, if there was a misunderstanding /lack of communication this led to some delay in such service and hence would have been deemed to have affected the guest in one way or the other. It was observed also that I had to multitask in handling the guests’ needs since at times there were different guests’ requests at the same time such as checking in, while conversing with the housekeeping department about clients’ requests for different rooms. According to Tuckman (1965), the clear assignment of roles always enhances group performance, which was evident during the events when they were divided into teams, which had different tasks to perform (Woods, 2020).
Abstract Conceptualization:
This prompted me to realize that to successfully manage guests’ needs it is not enough to attend to each of them individually but there has to be a structured manner of completing different tasks at the same time and also being able to assess the needs of the guests before they are voiced. Further, I realized that courtesy is very important especially when dealing with a complaint to offer value to the guests. It also gave me an appreciation of how useful teamwork and leadership were in an environment that consisted of a hospitality organization because employees from various departments needed to work together to improve the experience of their clients (Hsu and Huang, 2018). 
Active Experimentation:
In the future, I shall enhance my ability to manage time and respond to guests’ requests systematically and effectively, especially in multitasking and communicating with other departments. I will discuss the guest needs that should be considered for proactive service and the ways of serving those.
[bookmark: _Toc192252877]Section 2 Critical Analysis of Work-Based Skills and Technical Knowledge 
Communication and Teamwork:
Effective verbal and written communication, as well as teamwork with people from diverse departments, is crucial when working in a hotel environment. Effective communication is also important in ensuring that all the teams are on the same track to work towards the achievement of the intended goal particularly when dealing with large events (Woods, 2002). I was impressed to see the system used by the hotel to keep everyone informed about the guests needs. They had a system that informed the front desk and the housekeeping department of the individual needs of each room. This helped employees save time on checking rooms that perhaps did not need to be checked and use that time to focus on other tasks. This system increased efficiency and cooperation between departments. In my opinion, it also facilitates teamwork, because everyone knows what needs to be done, where, and when. Teamwork is very important in the hospitality sector because leads to improved operational effectiveness, and enhanced guest experience and it can also motivate employees (Bronotte, 2023). 
Task Management and Technology Utilization:
While working at the front desk, I noticed that I needed to improve my digital skills. The front desk was working with many systems simultaneously and at a very fast-paced rate. It took me a while to understand what they were doing and what systems they were using for each task. I also noticed that the staff pays great attention to data protection and guest security. At the beginning of my shift in the front-desk department they did not allow me to act, but only to observe because of security reasons. I appreciated that as it reminded me how important is to follow this principle in a place that handles sometimes hundreds or thousands of people daily. 
Adaptability and Problem-Solving:
I noticed that theory applies to practice when it comes to solving problems in the hotel, as the guest is the main priority of all the staff. Using digital tools to communicate with each other helps the staff to keep problems very low (Duarte, 2024). The supervisor also double checks on a daily basis the work of others to ensure the data in the system matches with the real status of rooms, guests, kitchen, resources, and any other elements that can impact guest satisfaction. When a situation arises, the staff communicates with each other or other departments before making a decision to ensure disruption of service or disappointment of customers (Duarte, 2024). 
[bookmark: _Toc192252878]Section 3: Reflection on Organisational Issues
Organizational Issue Encountered:
In my placement, I came across a major organizational issue of miscommunication that was between the front office and the food and service section. The problem arose when a guest bought a package that entailed accommodation services together with food services. However, there was a lack of integration of what was included in the package whereby there was poor communication between the departments of the hotel and especially in this case between the guest, the front desk staff the external restaurant provider. The guest had a misinformation that all his meal costs would be catered for in form of the package he was offered. This made the outside restaurant provider demand for extra charges to cater for the ordered food items as they were not included in the arranged food package. This caused uneasiness, because the guest was not told earlier about the restrictions concerning the catering menu. 
Impact on Operations:
This breakdown of communication has a great effect on the hotel business as it will be seen later. The implication of this was poor customer experience since the guest was frustrated as a result felt cheated thus reducing customer satisfaction. Other employees such as the front desk staff were also burdened with additional work in the shift, owing to the random occurrence that was not expected to happen. This created confusion because the guests anticipated seamless services since they booked for a fancy package from the hotel. The problem arose from the website itself, as since the selling point the client should have been made aware of what the package includes in terms of food (Lewis, 2016).
Proposed Solutions:
In my opinion, this problem should be avoided by marketing a clear food and accommodation package where the client is informed of what he can and cannot receive. The package the client bought was expensive, created high expectations for the customer, and in place led to great disappointment. It is more efficient to maintain honesty with the client and to ensure that the packages offered provide value for money (Sayin, 2019). 

[bookmark: _Toc192252879]CONCLUSION 
Reflecting on my overall experience, I can see how this placement helped me to understand the theories and knowledge that I have acquired during my years of study. This placement has prepared me to become a manager in this industry and acknowledge the skills that I need to develop to ensure I can raise up to guest expectations in the hospitality sector. 
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