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[bookmark: _Toc191663178]Introduction
Guest service operations in the hospitality industry are vital since they provide a way for the guests and hotel departments to communicate normally (Ali et al., 2021). From January 20, 2025, I have been placed at Holiday Inn Sunderland, where I have gained valuable experience in handling guest interactions, problem-solving, and supervisory experience in Housekeeping and Meetings and Events. I have actively participated in key guest service functions completing 16 hours per week. This reflective analysis is based on the reflective cycle of Gibbs (1988) and it assesses my ‘learning journey’ through the development of skills and the operational challenges (Adeani et al., 2020).
Student’s Placement Learning Objectives:
· To improve communication and teamwork for effective interdepartmental coordination.
· To get practical exposure to Property Management Systems (PMS) for efficiency.
· To develop leadership and supervisory skills for better interdepartmental coordination. 
· To learn about guest service strategy and the impact it has on hotel reputation and overall customer satisfaction.


[bookmark: _Toc191663179]Section 1: Reflection on Experience and Personal Development
Description: At Holiday Inn Sunderland, I was based in Housekeeping and in Meetings and Events where I shadowed supervisors in guest service operations. In Housekeeping, I was in charge of room inspection, stock management, maintaining cleanliness standards and all other jobs, except for putting plates on tables. Housekeeping tasks, including room inspection, stock management, and cleanliness standards, fit with Tavitiyaman et al. (2021), who believe in the need for established procedures for retaining visitor satisfaction. During peak occupancy, the department also faced a high volume of guest requests as a key challenge. Additionally, in Meetings and Events, there are both meetings with the team and meetings in the bigger picture, like events, where the events need to be coordinated between teams as well, with good communication. 
Feelings: Housekeeping operations were fast-paced and at first it was overwhelming because of the hectic hours of work especially during peak hours. It was daunting pressure to produce work quickly while maintaining a good service. Yet, under the vision of supervisors, I felt my capacity to properly control tasks. In Meetings and Events, this miscommunication made me nervous because if it was not addressed, then it would be a guest dissatisfaction thing for sure. However, helping to solve real problem solving in real time, made me feel more capable and active.
Evaluation: I gained both of these experiences to further develop my problem-solving skills. Housekeeping has taught me to prioritize work, work under pressure, and work with other departments to prevent service delays. At Meetings and Events, I found the aptitude to have clear communication and contingency planning to avoid operational setbacks.
Analysis: The incidents confirmed the significance of teamwork and anticipatory management in a hospitality setting. Efficient interdepartmental coordination and timely responsiveness in the face of demand are critical to providing these standards (Kabangire and Korir, 2023). From the perspective of hospitality management theories, which prioritize operational efficiency and customer satisfaction, these experiences parallel information.
Conclusion and Action Plan: In my career now, it has become clear that I should work on improving my communication and crisis management skills. In the coming I will pursue more training for operational planning and guest service approaches to strengthen my professional abilities.
[bookmark: _Toc191663180]Section 2: The Importance of Work-Based Skills and Technical Knowledge
Both technical and interpersonal skills must be combined to effectively meet guest expectations in guest service operations, which calls for supervise roles (Bharwani and Talib, 2017). At Holiday Inn Sunderland I have been able to place theoretical concepts in a practical setting with a placement impacting the industry standards. 
Efficient Time Management: Using time effectively is essential to ensure smooth hotel operations (Narendratama and Wijoyo, 2025). During my placement, I learnt how to organise chores, ensuring that urgent cleaning needs were met promptly while balancing scheduled responsibilities. For example, during peak occupancy periods, I had to continuously alter room cleaning schedules to accommodate early check-ins, guaranteeing a consistent guest experience.
Operational disruptions: Without the existence of clear communication between interdepartmental coordination there will be large operational disruptions. I was conducting daily briefings with housekeeping and my front office teams to cut down our workflows and have room turnovers and guest satisfaction as soon as possible. For example, effective communication with the front desk enabled me to forward last-minute guest requests to housekeeping, reducing delays and assuring timely service (Wu et al., 2021).
Crisis Management: Service discrepancy is not tolerated and must be addressed quickly. I once had to report an overbooked meeting room to the event team and they were able to relocate people and offered an alternative space if necessary. Gibbs’ Reflective Cycle was used to identify how the application of quick decision-making. For example, I proposed delivering complementary refreshments to affected guests, which helped maintain satisfaction even after the first inconvenience.
Technical Knowledge: Exposure to Property Management Systems (PMS), notably Opera PMS, helped me comprehend data-driven decision-making. I used PMS to update room statuses, manage guest preferences, and track service requests, demonstrating the importance of technology in increasing hotel productivity. For example, by analysing booking trends in PMS, I was able to identify peak check-in periods, allowing for more efficient staffing at the front desk (Anwar, Deliana and Suyamto, 2024).
Looking back at my placement experience as a whole, I can see how important it is to combine knowledge of the technical side with the interpersonal angle to run guest service operations successfully. 
[bookmark: _Toc191663181]Section 3: Reflection on Organizational Issues
Inefficient Inventory Management in Housekeeping
An unstructured inventory tracking system was also a large problem as this caused their critical supplies such as linens, toiletries, and cleaning materials to run out often (Das, 2023). Delays in preparing rooms due to last-minute procurement, both increased operational costs and decreased guest satisfaction. Thus, housekeeping staff had to make quick solutions and this increased stress and inefficiencies.
Proposed Solution: The implementation of a digital inventory management system, linked to the hotel’s Property Management System (PMS), would enable the inventory to be updated in real-time rather than missing at the end (Ristova and Dimitrov, 2019). The reordering thresholds of the essential items will be automated and there shall be sufficient stock levels of these items all the time, subsequently, the monthly stock audit will improve supply chain efficiency and reduce wastage.
Communication Gaps in Meetings and Events
Often the operational disruptions occurred due to miscommunication between the Sales and Events teams. For example, failure to pass on a last-minute booking change with an event to the setup team deferred event preps and annoyed guests.
Proposed solution: The best way to share information between departments is to adopt digital task management tools. To align with the client’s expectations, regular pre-event briefings should be scheduled. If more misalignment is reduced and guest experiences are improved, communication protocols will become strengthened and more efficient (Casado, 2012).
[bookmark: _Toc191663182]Conclusion and Action Plan
My placement experience at the Holiday Inn Sunderland continues to help me advance professionally. I have gained a greater grasp of guest service operations, improved my problem-solving skills, and learnt how to deal with operational issues successfully.
Future Action Plan
	Future Aspirations
	Steps to Achieve
	Timeline
	Expected Outcome

	Enhance leadership and decision-making skills.
	Take on more responsibility in guest service operations and analyze real-world cases in hospitality.
	1-6 months
	Develop the ability to make quick, confident, and effective decisions.

	Strengthen crisis management capabilities.
	Observe and evaluate crisis management scenarios, participate in training sessions, and apply problem-solving techniques.
	1-3 months
	Improve my ability to handle guest-related issues efficiently.

	Improve operational efficiency
	Learn and apply digital tools, such as Property Management Systems (PMS), and adopt strategic staff management techniques.
	Ongoing
	Enhance efficiency in hotel operations and better manage time-sensitive tasks.

	Develop advanced communication skills.
	Engage in more interdepartmental coordination and refine conflict-resolution strategies.
	1-4 months
	Improve professional communication, ensuring seamless teamwork and guest satisfaction.
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