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[bookmark: _Toc168274235]Introduction:
This essay has been prepared on managing guest service operations. As a student of international hotel management, I should know about the guest service operation, and how I would serve the guests practically when they enter the field. The possibility of staying in the tourism field or hotel management industry is very high for a student of hotel management (Chakravarti, 2018). In this essay, I performed a managing position at Delta Hotel by Marriott situated at Bexleyheath across the departments. It is mandatory to provide them with knowledge about the hotel management industry and more specifically about guest service operations. 
[bookmark: _Toc168274236]Section 1: Reflection on Experience and Personal Development
Guest service operation helps to develop a long-term customer relationship in Delta Hotel by Marriott, which is the long-term goal of organizations in the hotel management industry. Ensuring a pleasant experience for the customer is the main goal of the guest service operation team. There are several types of guest service operations which are discussed below. 
Reception: This is the first stage of providing guest services. When a guest enters the Delta Hotel by Marriott, the receptionist has to ensure a warm welcome, which guests will remember for the rest of their lives (Bardi, 2010). When they talk about the hotel, they will mention their first gesture or welcoming vibe with others. 
Housekeeping: Guests are very sensitive to maintaining hygiene and the hotel management team has to ensure that by keeping the housekeeping team available whenever need the support (Casado, 2012).  
Meeting and Events: Sometimes, many guests visit distant places for office purposes along with entertainment. In that case, the hotel management team has to arrange a meeting or event for the guest. They have to keep the set-up ready for this kind of situation if guests become satisfied with the hotel management team. It will help in the long run to establish the business. 
Leisure Club: The team can ensure different physical and entertainment activities to make the leisure period of guests enjoyable. The leisure club should be enjoyable for the guests if they do not feel bored or irritated as they choose this place for enjoyment. 

[bookmark: _Toc168274237]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The experience of preparing this essay and working on the Delta Hotel by Marriott has been described below by following a reflective model. For analyzing the reflective experience Kolb's learning cycle has been described. 
[image: Kolb's experiential learning cycle. Source: Adapted from Kolb (1984) |  Download Scientific Diagram]
Figure 1:Kolb's Learning Cycle 1984
Source: (Kolb and Kolb, 2009)


In this essay, concrete experience would work on the present situation of the students by preparing the essay. The student has a tangible experience. This might be a new circumstance or experience, or it could be a reanalysis of a previously encountered event in the context of Delta Hotel by Marriott novel ideas (Fallon, & Rutherford, 2010). For example, the students who are working on this essay have concrete experience in the Delta Hotel by Marriott of hotel management specifically in guest service operations. After that, comes the stage of observation. In this phase, the student has to observe the situation in an organization, to serve the services to the customers. In a hotel, there are many types of services and an employee cannot offer any type of service to the guest. Before offering the services, they have to understand the needs and demands of the customers. The student considers the novel event in the context of their prior learning (Kolb and Lindberg, 1984). Any discrepancies between knowledge and experience are especially crucial. New possibilities for action can be derived from the assimilation and distillation of reflections into abstract conceptions. To assist students, master the application of information and skills to achieve performance objectives, teachers serve as both standard-setters and evaluators. Experimentation results from newly developed or altered notions in Delta Hotel by Marriott. The student observes what occurs when they apply their concept to the environment (Whishaw and Kolb, 1984). This serves as the default starting point for the next cycle as some of them will work and others won't. The new "concrete experiences" are formed by the experiences gained during the active experimental stage.
[bookmark: _Toc168274238]Section 3: Reflection on Organizational Issues:
The project's main goal is to automate hotel administration tasks such as bill production, client check-in and check-out, and room management. Administrators can maintain hotel records and change information, and internet users can examine information as well (Wodak, 2017). Hotel management aims to attract and retain a steady stream of visitors and customers all year round, while simultaneously exhibiting a diverse range of offerings. At the period of working in Delta Hotel by Marriott, I have to face issues like communication inefficiency, lack of knowledge about customers, effective way of decision making etc. These things are included in the future action to solve the issues by taking necessary steps. 
[bookmark: _Toc168274239]Section 4: Future Action Plan
The future action plan of an individual has been developed from the reflective part of the essay.
	Skills
	Current Situation
	Goals
	Resources
	Time Limit

	The skill of hiring a skilled employee
	I am a beginner in this field of hotel management. I still lack practical knowledge about what kind of skills and abilities are necessary for the period of hiring employees for the team based on the position. 
	I want to be a good team leader and for that, I need a dynamic and skilled team (Bicer, 2022). To develop a dynamic team, I have to hire skilled employees before and I have to work on that.  
	· Doing employee research based on the position  
	3 Months 

	Decision Making
	As I am new in the field, I'm not an effective decision-maker. I should know the tactics for making effective decisions (Anderson, 2019). 
	Want to be a decision-maker in the organization based on the situation and analyzing the market condition. 
	· Keeping an eye on the experts who have market experiences
· Observation skill  
	6 months 

	Effective Communication Skill
	I am not an efficient communicator. I am not good at making communication. 
	I want to be a good communicator in both formal and informal ways. I should know how to start a conversation by reading the minds of the customers. 
	· Self-assessment by staying in the practical field 
· Taking online courses 
	1 Year 

	Customers analyzing skill
	As I would work in the hotel management industry, I have to work with customers mostly (Teece, 2019). I need to research customers continuously to understand the movement but I'm not good at that. 
	Have to be updated on customers' trend, their needs and demands from the industry and bring change according to that. 
	· Practical knowledge 
· Making effective communication with market experts. 
	8 Months 



[bookmark: _Toc168274240]

Conclusion:
This essay is a reflection on the operation of hotel management's guest service department. The hotel management sector is active in the nation's tourism destinations, where businesses must provide top-notch services since visitors come there to have a good time. The team's duties include greeting clients with courtesy and making sure they receive quality service. To ensure sustainability in the hotel management industry, an organization needs to build a good customer relationship. Because customers will bring another customer and for that organization needs to provide quality services. 
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