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Summary of Guest Service Operations

At Rossington Hall, a heritage hotel, guest service operations are vital to ensure a
smooth and fulfilling experience for every visitor. These services encompass front
desk operations, reservations, concierge tasks, and overall guest interactions.
Reflection Model
This reflection utilizes Schön’s model, which underscores the importance of reflecting
on experiences to foster learning and professional growth (Schön, 1983).
Learning Objectives
• To understand the challenges and best practices involved in managing
guest service operations.
• To develop skills in communication, teamwork, and task coordination.
• To gain proficiency in using technology to enhance guest service
efficiency.
• To learn about the decision-making processes integral to guest service.
Experience Reflection and Personal Growth
During my internship in the front office at Rossington Hall, I had the opportunity to observe and learn from supervisory roles, which deepened my understanding of
guest service management. This experience highlighted the importance of
collaboration, effective communication, and technological tools in ensuring guest
satisfaction. 
Key insights include:
• Operational Skills: Effective communication is crucial for smooth operations and teamwork. Regular team meetings were essential for addressing
issues and finding solutions, ensuring that operations ran smoothly (Rahayuning
Safitri et al., 2023). Additionally, cross-training and collaborative initiatives helped
staff handle multiple tasks, boosting flexibility and service quality (Özdemir et al.,
2019).
• Technical Knowledge: Leveraging digital tools for task and schedule
management greatly improved efficiency. Tools like Trello and Asana allowed for
centralized task tracking and facilitated team collaboration (Negoita &amp; Borangiu,
2023).
• Customer Service Standards: To exceed guest expectations, it is vital to
understand personalized service and maintain high efficiency. Implementing
automated systems for reservations and billing enhanced guest satisfaction and
streamlined administrative processes (Bagchi et al., 2021).
These reflections illustrate how communication, teamwork, and technology are essential to improving guest service operations and ensuring guest satisfaction.

Analysis of Skills and Technical Knowledge
In managing guest services at Rossington Hall, I encountered challenges such as
outdated systems and a need for more effective staff training. Key areas of expertise
needed included:
• Inventory Management: Effective inventory control reduces costs and
minimizes the risk of stockouts. Using economic order quantity (EOQ) models can
improve efficiency and optimize inventory levels (Gundersen et al., 1996).
• Sustainable Practices: Embracing sustainable practices, like
biodegradable materials and energy efficiency, can positively impact both operations
and environmental responsibility (Karadakova, 2020).
• Cost Management: Implementing cost-control methods is essential for
financial success. Regular audits and cost-control practices are linked to better
overall performance (Enz &amp; Siguaw, 2000).
Acquiring these competencies is crucial to overcoming operational challenges and
supporting the sustainability of guest service operations.
Organizational Issues and Solutions:
During my internship, I faced challenges including inadequate staff training and
outdated systems, which impacted operational efficiency and guest satisfaction.
Potential solutions include:
• Staff Training: Regular and focused training sessions on guest service
and administrative processes can improve performance and maintain high standards
(Shawky et al., 2015).
• System Upgrades: Investing in modern and energy-efficient
administrative systems can boost efficiency and reduce environmental impact,
streamlining processes (Vasadze et al., 2018).
• Sustainability Initiatives: Implementing waste reduction and energy
optimization strategies can increase operational efficiency and appeal to
environmentally conscious guests (Yan, 2011).
These strategies, informed by practical experience and research, offer a robust
approach to enhancing Rossington Hall’s guest service operations.
Strategic Action Plan
Based on insights from Rossington Hall, I propose the following actions to further
improve efficiency and guest satisfaction:
• Strengthening Communication: Establishing a regular schedule of team
meetings can help resolve operational challenges and foster team unity (Rahayuning
Safitri et al., 2023).
• Enhancing Teamwork: Supporting collaboration and providing cross-
training allows employees to handle diverse tasks, increasing flexibility during peak
periods (Özdemir et al., 2019).
• Optimizing Task Management: Integrating digital tools like Trello and
Asana can improve task coordination and efficiency by centralizing task management
and ensuring deadlines are met (Negoita &amp; Borangiu, 2023).
• Pursuing Continuous Professional Development: Regular training on
contemporary management strategies ensures that staff stay updated with industry
trends, enhancing service quality and operational performance (Abdien, 2017).
Learning Outcome
My internship experience at Rossington Hall has been invaluable in understanding
the complexities of managing guest service in a historic hotel setting. Key learning
outcomes include:
• A deeper understanding of inventory management and cost-control
strategies.
• An appreciation for how sustainability influences operational processes.
• Development of communication, teamwork, and task management skills. 
This experience has enriched my understanding of hospitality management,
equipping me with the skills to tackle future challenges effectively.

Conclusion

The hands-on experience at Rossington Hall provided valuable insights into guest
service management in a heritage hotel context. Communication, teamwork, and
technology are essential to delivering exceptional guest experiences. Addressing
outdated systems, enhancing staff training, and adopting sustainable practices can
significantly improve operations. The skills and knowledge I gained will be
instrumental as I pursue a career in the hospitality industry.
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