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Lakes Hotel & Spa, Bowness on Windermere, is a luxury hotel that specialises in outstanding guest service. As a matter of fact, guest check-ins, guest check-outs and dealing with guest concerns are all rolled up in the reception department’s receptor function. Nevertheless, a recurring trend during my placement was that of the excessively noisy time in the mornings when the staff prepared a breakfast buffet. Guests were disturbed by this noise during early checkout and inquiries which were complaints and frustration.
This was part of my Level 6 placement (27th January – 24th March, Monday and Tuesday), where I wanted to build up my key skills in guest service management, problem-solving, teamwork and communication. It was a rather big learning experience when it comes to addressing the morning noise problem: they’re all about proactive problem solving, and interdepartmental coordination is something that is close to the heart of the police.
Learning objectives for the placement 
1. To develop guest service management skills, including problem-solving and communication.
2. To enhance multitasking and time management while handling guest interactions.
3. To improve cross-departmental coordination for seamless service delivery.
4. To apply theoretical models to real-world guest service challenges.
5. To implement effective service recovery strategies to enhance guest satisfaction.
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Figure: Kolb’s Experiential Learning Cycle (Kolb’s, 2014)
Through the application of Kolb’s (1984) Experiential Learning Cycle, I reflected on how the problem of excess morning noise in the reception area caused me to understand guest service operations. This experience was an amazing experience that imparted my encounter with the significance of environmental factors on guest perception and the significance of inter-departmental communication and proactive problem-solving to a better guest experience.
Concrete Experience:
While I used to work at the reception desk, I often had to hear the guest complaints concerning the guest noise caused by the F&B staff preparing breakfast buffets. Morning check-out and guest inquiries were interrupted by the movement of trolleys, as they, as well as setting up plates, were noisy and within reach of sound to disrupt communication. Some were upset because they had been supposed to have a calm and professional environment at reception (Elsevier, 2025). Even some guests had trouble understanding receptionists when the background noise was too overwhelming. I was responsible for these complaints, reassuring guests, whilst here trying to minimise dissatisfaction and also liaising with the F & B department to research potential solutions.
Reflective Observation:
After gauging reception desk interactions through repeated interactions, I learnt that the reception desk is an important point of interaction regarding guests. Any negative experience, even just noise, could have a big impact on guest satisfaction and, therefore, on brand perception. At first, I thought that noise complaints were something rare, but listening to the guests’ looks, their body language, and their tone of voice, it crossed my mind that it was serious. The many complaints pushed me to handle many at once until the unavailability of immediate solutions. This experience reinforced the emotional factor in service recovery, said McClain, noting that how a staff member handles a guest’s complaint can have the guest feeling positively or negatively about the entire experience of staying with the company (SAGE Publications, 2025).
Abstract Conceptualisation:
My experience here aligns with Grönroos’ (1988) Service Quality Model, which recognises technical quality (service that is delivered) versus functional quality (service delivery process). Reception services exhibited operational efficiency, but the disruptive noise levels disturbed functional quality, reducing pleasure. Just as Parasuraman et al. (1988) SERVQUAL model identifies reliability and responsiveness as key dimensions of perceived service quality, so too does Hickenbottom (1998) view capital reliability and capital responsiveness as dimensions of perceived RDQ. Where environmental disruptions undermined the reception desk’s reliability, this was in this case, as proactive service management is needed to maintain guest satisfaction.
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Task Management:
Multitasking and prioritising skills were needed to handle guest complaints while performing regular reception duties. The challenge was particularly difficult during the morning period when there was a multitude of guest checkouts, inquiries, and noise complaints all at the same time. Due to this overlapping nature, these tasks were focused on and efficient time management was necessary to run all guest interactions professionally with no excessive delays at all (Bardi, 2010). Adaptability proved crucial in guest service roles since the workload demanded alternating between real-time problem-solving and administration.
Communication & Teamwork:
The success in resolving the issue came from effective communication and teamwork. We liaised with the F&B team and applied minor changes in the preparation of breakfast to decrease noise without impeding breakfast service. The collaboration showed how the value of cross-department coordination in hotel management (Johnston & Clark, 2018). Moreover, you find out their housekeeping department used to work with the housekeeping department, so they are moving the rooms close to reception ahead to be cleaned quicker to ‘absent’ sum noise consciousness visitors in the meeting. It took a proactive approach and helped to further complaints and to improve guest satisfaction.
Customer Service Skills:
The concept of guest service includes not only settling but also foretelling the future (Verma et al., 2017). We improved the guest experience without significant change to our operations by providing earplugs as needed and offering an early morning coffee service in a quieter lounge. This is an instance of guest-centric service innovation, where a small nudge can transform the level of satisfaction.
Theoretical Link:
According to Carlson’s (1987) Moments of Truth theory, it is true that each and every interaction with the guest also affects their perception of the hotel. In addition, the Service Recovery Paradox (Hart et al., 1990) indicates that well-managed dissatisfied guests may become loyal customers. Proactively addressing noise issues took a negative experience and made it an opportunity for service excellence and retention.
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Concrete Experience:
Morning reception noise disrupted guests to the extent that it produced numerous complaints, leading to unwanted reviews that further reduced staff performance levels. The disturbance between guests and staff led to the establishment of an unprofessional setting.
Impact Analysis:
· Annoyed early check-out guests struggled to find peace because of the loud ambience in the reception area. The hotel received negative online reviews from dissatisfied guests, which affected its reputation, according to Wirtz & Lovelock (2016).
· The operational challenges caused by receptionist hearing problems led to missed communications between receptionists and guests, which created slow-downs. Receiving complaints changed the attention of front-desk employees from performing their fundamental reception responsibilities.
· Without attention to these problems, a hotel's reputation may face negative consequences because of bad word-of-mouth spread in addition to substandard online reviews (Brady & Cronin, 2011).
Abstract Conceptualisation:
A discrepancy between what guests anticipated from the hotel service and what they actually received emerged because of conditions in the environment, according to Parasuraman et al.'s (1985) Service Quality Gap Model. According to Oliver’s (1980) Expectancy-Disconfirmation Theory, guests become dissatisfied when their experienced reality proves inferior to what they expected based on their feedback records.
Suggested Solutions:
· The restaurant staff should prepare breakfast at different times to distribute the peak noise periods.
· Installation of acoustic insulation throughout reception is recommended for the mid-term, while F&B personnel will receive instruction on noise control practices.
· Strategic relocation of buffet preparation operations to a distance from the reception area, together with acoustic barriers, should be considered as part of a long-term solution (Anuar et al., 2024).
Active Experimentation:
I plan to notify guests ahead about potential noise during early check-outs and provide suitable quiet areas for them. Close collaboration between staff and management will help develop permanent solutions which prevent new episodes of guest dissatisfaction from occurring.
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Guest service management demonstrates its essential need for both problem-resolution techniques and divisional collaboration through my experienced example. The morning noise at reception proved that guests fulfilled their satisfaction through both active issue resolution and proactive management of their expectations. Creating a system for effective information sharing between departments will create better guest satisfaction while stopping new problems from occurring.
Future Development Plan
	Development Area
	Planned Action
	Expected Outcome

	Problem-Solving Under Pressure
	Attend service recovery workshops to improve decision-making in real-time guest issues.
	Enhanced ability to manage guest complaints effectively and resolve issues promptly.

	Guest Complaint Handling
	Enrol in guest service training programs to refine communication and conflict-resolution skills.
	Improved customer interactions and better guest satisfaction.

	Cross-Departmental Knowledge
	Shadow F&B and housekeeping teams to understand their workflows and anticipate operational challenges.
	Increased ability to collaborate across departments and proactively address guest concerns.
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