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In my internship at the hotel, I did my job at the reception desk and also at the help desk to support guests with their queries at the Holiday Inn Castle Marina. It allowed me to fetch appreciation for the broader opportunity of customer services. My core objectives were to enhance services for loyalty programme members, recognise issues of customer dissatisfaction, and implementation of SOPs during pressure situations. 
[bookmark: _Toc200484457]Section 1: Role Reflection
The hand on experience is being illustrated with the assistance of Kolb’s learning cycle which is an experiential learning model. The learning model has been described below with my experience.
Concrete experience – This stage provided me perception and sensing the situation. It is because, I helped the guests at the time of their check – ins and check – outs at the reception desk. I also assisted them with necessary tourism information and other itinerate plans that they could opt during their stay or holidays (Ford & Sturman, 2019). I mainly assisted premium guests or business guests who came to the hotel for their local conferences. 
Reflective observation – In this stage, I evaluated my feelings connected with the experiences. For instance, there were many guests who had queries about transportations and other travel options in the city. They were frustrated with the delays in getting information about their queries, as there were no brochures or pamphlets of local guide for the guests. Therefore, I felt that communication skills and problem - solving skills are utmost important to satisfy guests at the hotel. 
Abstract conceptualization – At this stage, I worked on my abstract concepts. In level 5 marketing unit, I learnt that proactive services could actively impact on brand loyalty. I found that with proper communication skills and awareness about local itinerates, I could satisfy guests with their small queries and develop rapport with them. Moreover, while managing delays in check – ins, I insisted the guests to have some food or snacks at the restaurant that engaged them for a while (Atasu et al., 2020). This problem solving skill assisted me to manage delays in check – ins or check – outs and likewise, prevented the guests being frustrated with it by engaging them in other tasks. 
Active experimentation – I drafted a local itinerate welcome pamphlet which provided all necessary information for the guests like travel directions, key attractions, taxi helpline, and others. My desk manager also accepted to give it a trail. 
Strengths – I found my strengths within guest interaction and communication, and empathy with guests. However, the areas that I need to improve are anticipating requirements of repeat guests and memorising SOPs. 
Action Plan:
I need to practice on frequent responses of customers related to service issues. Moreover, I need to evaluate loyalty database so as to customise greetings for customers (Shin et al., 2019). lastly, I need to go through loyalty programme training videos so as to improve my job performance. 
[bookmark: _Toc200484458]Section 2: Management Performance & Guest Service Analysis
The hotel management was apt in serving the guests and solving any kind of problems or issues that hindered quality of guest service operations. It would be clear upon focusing on different segments like – 
Management styles – The leaders in the respective management department used democratic approach along with decision making processes with the staffs. It helped in motivating the staffs and support them to perform better. For instance, when any guest is demanding for a customised serve or organise a party at the hotel premises, the managers calls for staff meeting and plans for the necessary event (Spring et al., 2022). Within this meeting, ideas and suggestions of all the staffs are noted so that a good experience and service is being provided to the guests at the hotel. 
Health and safety – The COSHH rules and regulations were strictly followed by the hotel. It assured safety storage and daily reminder to follow the norms. Control of Substances Hazardous to Health (COSHH) is a series of UK regulations framed to prevent workers from hazardous substances and ill health (Truong et al., 2020). The hotel extensively control, assess, and manage risks related with hazardous substances within the hotel workplace for the employees. 
Teamwork and culture – The multicultural environment of team is effective and respectful. This highlights the Cultural Awareness module as learned in the class. Staffs from different cultural background also helps in attending guests from varied countries and cultural background. It also reflects secular and harmony nurtured at the hotel by the guests that improves its brand identity at the market place (Secchi et al., 2019). 
Marketing and guest experience – Efficiency at reception desk helps in marketing. Therefore, the hotel managers at reception desk extensively locate issues and problems of the guests during their check – ins and check – outs. Delays in operations are managed with expertise problem solving skills of the staffs. For instance, guests are asked to spent time at the lounge and offered with welcome drink. Television set is also played with soccer match so that guests do not get frustrated with the delays but enjoy their time at the hotel. Washrooms and refreshments along with restaurant are also there so that guests could get fresh over there (Ali et al., 2021). Thus, satisfied and happy guests would directly review good feedback in the online forums about the hotel. It helps in bringing new potential guests at the hotel. 
[bookmark: _Toc200484459]Section 3: Guest Service Improvement Plan
The main issue at the reception desk of the hotel is that the loyalty programme guests are often not provided with necessary services during check – ins. The loyalty programme guests are premium members of the hotel; they are designated to get the best and additional service at the hotel. Their queries and demands at the hotel must be looked with foremost attention with supervision of the hotel managers. However, due to management issues, the loyalty programme members often complain that they do not get proper attention or required service at the reception desk during their check – ins (Papademetriou et al., 2023). 
As per Özdemir et al., (2019), loyalty programme guests need to have good services and constant recognition at the hotel so that their loyalty with the hotel could be nurtured. These guests are regular customers of the hotel and with their online and offline word of mouth promotion, new customers would opt for the services at the hotel. Hence, it is essential to provide special attention to loyalty programme guests. 
The solution to improve services for the loyalty programme guests is to organise additional set up at the reception desk for the check – ins for Accor Gold or Platinum members of the hotel. This special lane would differentiate the loyalty programme guests with other general guests. Hence, they will be obliged with quick check – ins and check – out services along with complimentary drinks and snacks at the reception counter (Moreno-Perdigon et al., 2021). The special check – in lane for the loyalty programme guests would reduce their delays during check – ins and they will feel valued by the hotel. 
The loyalty status notes should be printed within reservation slips. With subject to special services to the loyalty programme guests, other guests should also be approached to opt for the loyalty programme membership of the hotel, so that they could achieve special service by the hotel (Papademetriou et al., 2023). In this way, these loyalty programme could hold on potential business class customers for the hotel and assure its business flow all around the year. 
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I was able to evolve awareness of various factors related to quality services. I worked to improve services for loyalty programme customers and improved by communication and decision making skills. 
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