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[bookmark: _Toc127554875]Introduction
I interned in Guest Service Operations at the DoubleTree by Hilton Glasgow Central as part of my Level 6 International Hotel Management curriculum. Students were expected to apply and reflect on classroom content in a real-world setting while also gaining supervisory insights and developing individual guest service abilities (Crossman, 2022). My time spent at the DoubleTree by Hilton Glasgow's Central Guest Service Operations allowed me to acquire expertise in and refine a wide range of skills relevant to the hospitality industry. 
[bookmark: _Toc127548260][bookmark: _Toc127554876]Resulting Effects on Learning
The primary goal of this placement was to help me acquire the core talents and knowledge of guest service that I'd need to succeed in these roles. My communication skills improved, and I learned how to accommodate visitors with a wide range of requirements. With practice, I was able to better organise my time and set priorities, both of which contributed to the smooth running of the hotel.
Another goal was to work closely with my supervisor and observe their daily responsibilities in order to get insight into what it would be like to have a supervisory role in Guest Service Operations. Knowing how to rigorously evaluate management's effectiveness in the workplace and the significance of work-based core abilities were both enhanced by this.
[bookmark: _Toc127554877]Self-Development
I was able to take stock of my abilities and areas for development. I was able to evaluate my performance and make adjustments thanks to the suggestions made by my superiors and co-workers. I handled the guest list and made a few mistakes along the way, but I learnt from my mistakes and was able to do a better job the next time. I learned to be more organised via this process, which will serve me well in my future career.
[bookmark: _Toc127554878]Vocational Development
I was able to gain hands-on experience in various guest service operations and understand the day-to-day activities of each department. I was able to apply my academic knowledge in practical situations, such as dealing with guests and managing staff. Through my experience, I learned how to work collaboratively with colleagues and developed my problem-solving skills (Social, 2021).
[bookmark: _Toc127554879]Academic Development 
I was able to apply theoretical knowledge to practical situations and gain a better understanding of how management theories can be applied in a real-world setting. I was able to critically analyze management performance within the workplace environment and discuss issues related to Reception/Front Office, Housekeeping, and Meetings/Events. 
[bookmark: _Toc127554880]Management Issue
During my time at the DoubleTree by Hilton Glasgow Central, I saw a management problem with regard to the quality of the guests' experiences. There were several complaints about the hotel's service quality when I was there. Some visitors were unhappy with the service they received, citing lengthy lines at check-in and check-out, slow room service, and unhelpful staff as reasons for their dissatisfaction (Neilliere, 2022).
[bookmark: _Toc127554881]Analysis of the Problem
It turned out that the hotel wasn't properly staffed to deal with the influx of customers during the busiest periods of the day. There was also a lack of customer satisfaction since some hotel workers were unprepared to deal with guests' individual requests and concerns.
[bookmark: _Toc127554882]Proposed Solutions
I propose a few concrete measures to solve this problem. To begin, the hotel has to recruit extra people to work the front desk during busy periods so that guests can check in and depart quickly. Customers will have a better time and wait times will be cut down significantly. Second, the hotel should put money into teaching its staff how to deal with particular visitor demands and concerns (Roginsky, 2017). By doing so, we can better address guest problems and earn rave ratings.
By concentrating on these five characteristics of service quality, the SERVQUAL model may assist DoubleTree by Hilton Glasgow Central in effectively applying the solutions to the challenge of controlling guests' waiting time (Mulder, 2022). All of these factors include:
Tangibles:
The hotel's surroundings, amenities, and general look all have an impact on customers' impressions. Guests' perception of their wait time at a hotel may be improved by making the waiting room pleasant and well-decorated.
Reliability:
Capacity to provide the offered service in a consistent and correct manner. It is possible for DoubleTree by Hilton Glasgow Central to increase dependability by checking the accuracy of the anticipated wait time and keeping guests up to information on any delays in a timely manner (Eugene & Lee, 2017).
Responsiveness:
Availability to assist with any needs and speed of service. A hotel may increase its perceived responsiveness to customers by giving alternatives like entertainment and refreshments while waiting and by educating personnel to react quickly to visitor requests.
Assurance:
The staff's professionalism, friendliness, and ability to gain the patrons' trust. Trust in the DoubleTree by Hilton Glasgow Central may be fostered via honest communication and the establishment of reasonable expectations on the part of visitors (Heyes, 2017).
Empathy:
What makes this hotel stand out is the level of personal care and service it gives each visitor. The hotel might show compassion by recognising and appreciating its visitors' patience throughout the wait.
[bookmark: _Toc127554883]Evidence of Skill Development
Self-management and development:
My supervisor and I constantly examined my performance and discussed ways I might improve my skills. Further, I made advantage of visitor comments to learn more about their requirements and expectations and to fine-tune my service. Furthermore, I attended the hotel's training sessions and seminars to hone my abilities in customer service, collaboration, and time management (Hayter, 2019).
Task management:
During my internship with the guest service operations team, I was tasked with a wide range of responsibilities, including but not limited to: welcoming visitors, answering phones, taking bookings, and fulfilling special requests. In order to keep track of all I needed to do, I developed strategies for prioritizing my work based on urgency and significance and established lines of communication with my coworkers to ensure that our efforts were coordinated (Welch, 2019). For instance, I worked with my coworkers to guarantee that customers always got prompt and appropriate service, even at peak times.
Applying initiative in workplace problems:
During my internship, I had to solve a wide range of workplace issues, from dealing with rude customers to juggling many jobs at once. I took the initiative to solve these issues by consulting with superiors, working with coworkers, and using my expertise to develop novel approaches (Chen, 2018). When a visitor complained about their room, I immediately got to work with the cleaning staff to locate a better one, and I also gave them a free breakfast as a gesture of our gratitude for their understanding and tolerance.
Communication:
I've picked up the skills of active listening and empathic reaction that have helped me to better comprehend the requirements and anticipations of my visitors and to provide them with satisfactory resolutions. I was also able to organize my team's activities and provide uninterrupted service to our clients by keeping everyone informed and sharing information clearly and concisely (Bassot, 2016). 
Application of knowledge:
I informed visitors about the hotel's offerings and made suggestions based on their individual interests using the information I had gleaned from my studies of those offerings. I was able to anticipate visitor wants and give individualized care by drawing on my knowledge of common expectations. Moreover, I dealt with guest complaints, safety concerns, and service requests by using what I had learned about hotel policy and procedure.
[bookmark: _Toc127554884]Conclusion
My placement at DoubleTree by Hilton Glasgow Central was an incredibly valuable experience in terms of learning about guest service operations, the challenges faced by the hospitality industry, and the skills required to succeed in this field. I had the opportunity to observe and participate in the hotel's daily operations, work alongside experienced professionals, and develop key skills such as self-management, task management, initiative, communication, and application of knowledge.
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