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New Steine Hotel, being a four-star hotel in Brighton offers services such as business services, offering rooms for accommodation, offering breakfast, dinner menus or setting up for a business meeting and business events. This enfolds management activities that facilitate the running of the hotel and delivering efficient and quality services to the guests. The general aim of this report is to focus on 10 week placement which I completed in the hotel, and conduct self-assessment based on Gibbs’ Reflective Cycle concerning personal learning, technical competencies achieved as well as organisational constraints faced.
Learning Objectives
· Acquire real-life experience in hotel management, especially in matters regarding guests’ service.
· Review and explain the necessary practical competencies in housekeeping and maintenance, the know-how concerning eventing.
· Learn how to apply critical communication, team work, and managing tasks while assuming authority in the team.
· Review the selected organisational issues and their influence on the services to the guests and the operations of the hotel.
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Description: While at the hotel, I followed a supervisor through several areas of operation, such as housekeeping, maintenance, meetings, and events. Assuming responsibilities including managing cleanliness of rooms, handling complaints from guests, managing the coordination of various arrangements of events and other organisational activities for corporate business groups. This gave me a broad perception of hotel administration as intended by Wood (2013).
Feelings: At first, I experienced stress due to high timeliness pressure and the inability to organise the wide array of tasks. The everyday requirement of answering guest needs was stringent and at the same time it was thrilling as well. Gradually, I became more assertive, especially when it comes to dealing with a dissatisfied customer or any unforeseen event in the operation of the facility. This is why I came to the conclusion that it is important to stay polite getting though with the guests and remaining as calm as possible.
Evaluation: I think that the placement was rather helpful in improving the skills of interpersonal communication and collaboration. This is because attention was drawn to the areas that require detailed exercise of cleanliness during the housekeeping inspectio and because priorities have to be assigned during busy hours (Johnston et al., 2012). Yet, some difficulties were observed with the control of the last-minute changes and the urgent complaints from the guests. Nevertheless, the experience can be beneficial towards one’s improvement in the development of problem-solving skills, versatility, and punctuality.
Analysis: Nevertheless, my experiences helped me to overcome these challenges based on my academic knowledge and previous endeavours in the industry. For instance, when it comes to stress, I was able to handle it well especially after having gotten information on the significance of operation efficiency from prior studies in hospitality management with Tewan (2009). Also, I realised that guest service is not simply the cumulative result of scheduled activities but is an integrated process in which all the departments involved as stated by Bardi (2010) and Vallen & Vallen (2014).
Conclusion: The placement was indeed beneficial to me as it presented an opportunity to gather technical know-how of the various operations that occur in a hotel and actual experience (ASET, 2017). I learned more about the roles I, as well as my colleagues, and other employees, have to play to ensure customers’ satisfaction. Additionally, I discovered that there is a need to consider how to avoid operational tasks that might hinder serviços from being delivered on time.
Action Plan: The specific area of weakness that I have identified therefore needed to be worked on is Time management especially during stress. I also want to enhance my areas of competency in the leadership area be assuming more responsibilities in the event management. Also, I will enhance my problem-solving skills owing to my understanding of the situation that was encountered during learning to solve similar problems in future (Hagg, 2013).



[bookmark: _Toc190877958]Critical Examination of Work-Based Abilities 
Due to the shadowing, I was able to gain various relevant professional essential working skills and professional knowledge in the area of hotel administration. This was in terms of the operational competencies, customer relations skills, and flexibility in dealing with multi-tasking and different bureaus.
Among the various skills that were inherent in practising the various tasks that were associated with housekeeping activities was the ability to remain detail-oriented. The next step that was crucial for the satisfaction of the guests was to ensure that the rooms were clean (Rughubalan, 2009). It made me understand that even the simplest of mistakes can put a lot of negative effects to the guest. For instance, during my task of helping to inspect the rooms concerning cleaning services, I noted the need to attend to the complaints made by the guests in order to ensure that cleanliness is maintained to highest level (Wood, 2013). This is in agreement with Fallon & Rutherford (2010) who reveal the fact that good administrative management is central in the timely organisation of a hotel to ensure operation of its various sub departments.
As one of the important discoveries of my learning, I included the following lesson regarding customer expectations management. From my work, I had an opportunity to handle guest complaints, in which I learned some effective ways of addressing clients’ concerns. Therefore, I discovered that active listening, as well as offering clear and polite solutions were efficient in resolving matters meeting the best practises in the management of service operations (Johnston et al., 2012).
The knowledge of the technology that comprises the various activities of the hotel’s operations, for instance, the online facility booking system, technological trappings of event arrangements and the relations between departments during several operations. This was helpful in the provision of appreciable support to the theoretical knowledge that I have learnt and applied in carrying out front office management tasks (Bardi, 2010) and event coordination tasks (Cousins & Weekes, 2020).
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One organisational issue that was evident in the corporation was the handling of change requests for corporate events at the last minute. I once noticed how changing guest demands could completely knock off the schedule much as cause tension within the employee and visitors too. This issue underlined the need of flexibility and adaptability of the hotel administration (Vallen, 2014).
The effects of such issues in the department have compelled the agency to experience some drawbacks in room arrangements and strain in coordinating with other offices. It also impacted the satisfaction of the guest as some of the corporate clients complained of being inconvenienced by the additional time taken. This is because it revealed the importance of cheque点 clear communication among the departments especially in responding to any last minute requests (Wood, 2013).
To deal with this problem, I recommend increasing the organisation of the last requests, for example, adopting a plan that can be used when sudden changes occur in the events. Also, the management should ensure that there is effective communication between the front desk, housekeeping, and the event staff so as to avoid situations where any of them are not aware that there is an event taking place (Hagg, 2013). All these solutions conform with Service Operations Management by Johnston et al. (2012) that has identified communication as a critical success factor and stresses the significance of effective planning of services.
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New Steine Hotel placement offered a rich scenario of how the hotel administration works and the role of working experience and technical knowledge as the key factors making the guests’ stay excellent. In different capacities as a housekeeper, a maintenance personnel and an event attendant, I gained important interpersonal, time management and organisational skills that are relevant in the hospitality industry.
In my opinion, from this experience, I had known areas of strength as well as areas of improvement like time management, leadership. In order to enhance these skills, I have outlined the following action plan for the subsequent months: get additional responsibilities in the organisation related to event management, thus helping me develop more problem-solving experience in stressful settings. This is important to help me be fit for the future job openings enlisting for hotel administration and define the long term career plan for this field.
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