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[bookmark: _Toc193101003]Introduction 
At Hatherley Manor Hotel and Spa in Gloucester, the staff provides outstanding guest services through department-wide excellence in both operational performance and guest satisfaction (Mendeleev, 2020). Guest management including reservations and check-ins and check-outs functions as the main responsibility of the Front Office Department. The report implements Gibbs’ Reflective Model to assess both new abilities and individual growth.
Learning Objectives:
· Acquire necessary work-based competencies together with technical subject knowledge.
· Understand supervisory responsibilities
· Improve personal and vocational development of employees.
[bookmark: _Toc193076869][bookmark: _Toc193101004]Section 1: Gibbs's reflection on experiences and personal development
Gibbs’ Reflective Cycle (1988) model requires the completion of six sequential steps including Description, Feelings, Evaluation, Analysis, Conclusion and Action Plan (Adeani et al., 2020). The model suits my needs because it establishes a structured process to study experiences and discover learning effects before creating methods for professional development growth.
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[bookmark: _Toc193076874][bookmark: _Toc193101022]Figure 1: Gibbs’ Reflective Cycle
  Source: (Adeani et al., 2020)
Description- The Meetings & Events department under observation allowed me to assist the Events Manager in coordinating corporate events and weddings. My duties at work involved both client communication and event space preparation and delivering uninterrupted service performance. The management of sudden wedding layout adjustments brought about an immediate need to synchronize activities between different departments. Again, my experience included observing supervisory duties in Housekeeping, Maintenance and Leisure Club which helped me understand operational challenges within different departments while improving my knowledge of hotel management.
Feelings- My first experience was characterized by intense pressure from the swift environment and demanding guest expectations. My understanding of event management decision-making procedures helped me build confidence alongside my increased awareness of departmental performance under time constraints.
Evaluation - The experience demonstrated why essential work-based competencies including communication and teamwork as well as adaptiveness are critical (Watson, 2021). The most crucial thing I learned during guest request interactions was to maintain proactive methods of solving problems. The competencies demonstrated equal significance across all departments I observed from Housekeeping to Maintenance.
Analysis- Scheduling programs and room inspection software during the internship confirmed their substantial practical usage. The Service Quality Model shows how organizations must find operational gaps to enhance guest satisfaction and maintain service consistency (Santos, 2022). Consistent service levels alongside reduced interruptions result from the combination of tools and preventive methods that Housekeeping and Maintenance personnel employ.
Conclusion- My experience developed my team capabilities as well as my problem-solving and communication skills. Experiencing multiple departments revealed their complete impact on the satisfaction of hotel visitors.
Action Plan- I intend to develop effective leadership competencies while deepening my knowledge of event management software and working extensively in Housekeeping and Maintenance and Leisure Club areas to build comprehensive hotel management abilities.
[bookmark: _Toc193076870][bookmark: _Toc193101005]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Meeting guest service requirements within hotel premises demands fundamental work-based skills together with technical knowledge. The hotel needs strong communication and problem-solving skills and time management abilities to create operational harmony between departments. Supervisors and staff at Hatherley Manor Hotel and Spa Housekeeping department needed to work together efficiently to achieve their room turnover deadlines. For example, a standardized cleaning procedure enabled housekeeping staff to complete their tasks more quickly while decreasing the number of room complaints from guests. A hotel operator needs technical competencies to run software programs and execute operational protocols because these skills help to improve service delivery standards (Ruetzler et al., 2020). A PMS tracked guest preferences together with room availability allowing the delivery of individualized hotel service. The Leisure Club benefited from the employee's knowledge of equipment maintenance timetables which eliminated unpredictable service interruptions (Shang et al., 2025). The way guests perceive services depends on how well staff solve problems ahead of time. The guest complained about delayed housekeeping service which was resolved after the team received effective communication from our side while we prioritized the tasks. Service recovery progressed faster after managers shifted work tasks which stopped customer discontent from worsening. The hotel experiences highlighted how operational management that merges work-based skills with technical abilities delivers exceptional service standards which leads to guest fulfillment and hotel achievement.
[bookmark: _Toc193076871][bookmark: _Toc193101006]Section 3: Reflection on Organizational Issues 
Hatherley Manor Hotel and Spa encountered a dissatisfied guest who complained about receiving an unclean room because of housekeeping quality control breakdowns that negatively impacted both hotel operations and guest satisfaction together with hotel reputation standards. Systematic hotel processes required major improvements after this incident because better inspections and clearer communication methods should be put in place.
Description- An unsatisfactory cleaning job in a hotel room caused an immediate complaint from the assigned guest. The staff at the front desk took responsibility for the situation and managed to secure a different room for the guest. A substandard housekeeping service during the first visit generates a lasting negative impression that damages the hotel's reputation and reduces booking potential for future guests (Ramanujan, 2020).
Feelings- The guest remained unhappy but staff members experienced a sense of urgency in addressing the problem thus exposing communication and service quality problems between these parties.
Evaluation- Providing a room switch to the guest solved their immediate issue yet this reactive approach failed to stop the initial problem from happening again. The lack of check-in verification procedures led to a service error happening right from the start. The protection of hotel reputation stands vital in hospitality since only a single unhappy interaction could affect visitor commitment and influence digital ratings.
Analysis- A dual-check room inspection procedure should become operational to verify room readiness through supervisor oversight before check-ins. TQM (Total Quality Management) practices will support quality enhancement across departments by creating an organizational quality culture (Luthra et al., 2020). 
[image: ]
[bookmark: _Toc193076875][bookmark: _Toc193101023]Figure 2: Total Quality Management 
Source: (Luthra et al., 2020)
Real-time guest feedback services activated during check-outs would enable the hotel to find solutions for recurring problems as well as prevent them from happening again.
Conclusion- Quality control and communication breakdowns became evident after the issue emerged but reactive solutions proved insufficient for addressing them (Landsteiner, 2024). Precise preventive systems need implementation to stop service failures from happening.
Action Plan- The hotel needs to start dual-checking housekeeping areas train staff about service recovery and communication and implement real-time guest feedback for preventing and resolving service problems.
[bookmark: _Toc193076872][bookmark: _Toc193101007]Conclusion and Action Plan 
My shadowing experience at Hatherley Manor Hotel and Spa delivered essential comprehension regarding work-based skills along with technical knowledge and service standards for an effective guest experience. The experience demonstrated that well-structured operational procedures together with quick service recovery strategies create the conditions for excellent guest satisfaction. My personal and professional growth process enabled me to comprehend hotel operations complexity while developing competencies that will support my career progress in the hospitality sector.
Action plan 
· The implementation of dual-check room inspections by housekeeping teams lowers room readiness problems while guaranteeing rooms reach cleanliness standards ahead of guest arrivals (Jayanti, 2023).  
· The staff must receive improved training for better communication and service recovery practices to manage guest complaints more effectively.
· Real-time guest feedback tools should become operational so service issues can be solved right away.
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