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[bookmark: _Toc192682813]Introduction
The goal of my supervisory placement at Best Western Burlington Hotel in Folkestone is to build leadership abilities in essential service departments. Maintaining high cleanliness standards in housekeeping operations needs strong attention to detail, together with effective team coordination (Casado, 2019). Facility upkeep is the primary task of the Maintenance team, which requires immediate problem-solving and quick decision-making abilities. The Leisure Club improves the guest experience by concentrating on customer service interactions while maintaining high service quality standards. To deliver corporate and social functions, Meetings and Events need proper organisation and effective communication systems. The work placement will develop my capability to solve problems and work together with others, as well as deliver effective customer care. Beyond developing key skills that executives need for future leadership, I will acquire strong capabilities in budgeting and resource allocation.
[bookmark: _Toc192682814]Section 1: Reflection on Shadowing a Supervisory Position in the Maintenance Department
In my time observing the supervisory role at Best Western Burlington Hotel's Maintenance department, I obtained knowledge about proficiency and occupational techniques needed to satisfy customer needs. I shall examine my experience through Gibbs' reflective model to investigate the effects it had on my professional development.
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[bookmark: _Toc192682836]Figure 1: Gibbs Reflective Model
Source: (Gibbs and Hellenberg, 2020)
Description: The supervisor executed regular maintenance duties and resolved guest complaints, together with responding rapidly to technical breakdowns. The preventive maintenance checks and minor repairs formed part of my tasks in this position.
Feelings: My first sense was one of feeling overwhelmed due to the demanding technical information necessary for the task. I felt increasing confidence when I saw how well the team handled problem-solving and teamwork activities.
Evaluation: My experience proved how technical abilities are vital for achieving guest satisfaction in this field. Teams achieved better efficiency when maintenance personnel communicated well with other departments in the establishment (Batinic, 2021). The personnel demonstrated their capacity to handle multiple tasks while making repair priorities alongside performing their work under pressure.
Analysis: Following the supervisor during his shift proved the importance of outstanding leadership abilities and effective communication skills for achieving high service standards. Both my professional sector experience and my academic background combined to show me team collaboration and taught me the theories behind operations management with customer service practices (Bassot, 2020). The successful execution of tasks proved vital for managing sudden emergency requirements together with scheduled maintenance activities.
Conclusion: I learned that professional abilities which involve problem-solving alongside adaptability practices matter equally with technical proficiency. The experience taught me to manage my work duties professionally and maintain superior service quality for hotel guests.
Action Plan: Moving into new positions, I will work on advancing my technical abilities through additional training and utilize teamwork along with communication skills obtained in this experience (Bardi, 2018). I gained confidence during this experience to resolve maintenance problems which occur in hospitality facilities.
[bookmark: _Toc192682815]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge in Guest Service at Best Western Burlington Hotel
High guest service standards at Best Western Burlington Hotel depend fundamentally on work-based skills and technical knowledge. The Maintenance team at Best Western Burlington Hotel drives operational continuity while boosting guest contentment together with continuous service reliability. Through observation, I understood that quality service delivery depends on three essential elements: problem-solving abilities, effective communication and solid technical expertise (Fallon and Rutherford, 2020). The effective resolution of work-based problems proved to be a fundamental skill that I experienced during my observation period. The supervisor used quick intuition to solve technical problems by repairing air conditioning units and plumbing leaks, which prevented guest inconvenience. Every hotel relies on this capability to provide satisfied guests because maintenance issues left unresolved may produce unhappy guests who leave negative reviews. The supervisor depended on effective communication to work together with front desk staff and housekeeping personnel. The supervisor solved the heater issue by notifying housekeeping to provide a replacement heater during repair periods (Batinic, 2021). The supervisor showcased how guest service management strongly benefits from interdepartmental collaboration through advanced action planning.
Experts in electrical and plumbing fields, along with HVAC system expertise, were required elements of this professional position. The supervisor applied their knowledge of safety rules to equipment operation principles to deliver swift repairs that met all industry requirements (Bilgin, 2018). The supervisor showed how crucial it is for service efficiency to share knowledge with team members through junior staff training for basic troubleshooting. My experience proved the need for technicians to combine their expert skills with excellent relational abilities and efficient decision-making skills (Gibbs and Hellenberg, 2020). Guest satisfaction, operational efficiency and service excellence at the hotel become attainable when maintenance teams achieve mastery of these competencies.
[bookmark: _Toc192682816]Section 3: Reflection on Guest Service Experience and Solutions
My observation in the Maintenance department of Best Western Burlington Hotel revealed that a guest noticed a bathroom ceiling leak. The maintenance supervisor received the issue, after which he evaluated the leak origin as an upper-floor bathroom pipe malfunction. The hotel's operational efficiency and reputation suffered from the late response to fix the problem, which caused guest dissatisfaction (Yesiltas and Gunay, 2020). Department workloads increased right away when staff members needed to handle urgent repair projects instead of handling standard maintenance duties (Vallen and Vallen, 2018). Despite these conditions, room service interfered negatively since the hotel guest needed to move to another accommodation, thus creating additional problems. The hotel maintained room availability while avoiding disturbances to other hotel guests as maintenance procedures took place.
The problem requires preventive maintenance, as regular plumbing system checks would identify potential failures in advance. Total Quality Management principles advocate for proactive service management that pursues continual improvement to reduce guest-disrupting incidents (Fallon and Rutherford, 2020). The departments could resolve issues quickly through efficient communication channels. Housekeeping staff undergoing training to recognize leak warning signs would enable them to initiate reports that stop problems from worsening. Through the application of Herzberg's Two-Factor Theory, the hotel would achieve guest satisfaction by maintaining facilities well (motivators and preventing dissatisfaction by fixing problems rapidly (hygiene factors). The hotel's preventive strategies and improved departmental coordination will result in better guest service quality alongside operational enhancements (Casado, 2019).
[bookmark: _Toc192682817]Conclusion and Action Plan
The observation of Maintenance services at Best Western Burlington Hotel showcased the fundamental value of technical knowledge as well as work-based abilities and guest service protocols. The direct observation of how staff handled problems and communicated with colleagues strengthened the priority ty of efficient maintenance responses for better customer satisfaction (Haag, 2018). Technical competence in plumbing alongside the capability to handle HVAC systems and perform electrical repairs was necessary for maintaining operation efficiency.
The hands-on experience revealed how personal growth, together with vocational development, influenced my goals toward hotel guest services. My practical experience enhanced my comprehension of business obstacles as well as the essential nature of proactive service administration. I will take additional facility management training to complement my skills while solving problems with practical experiences and building better connections between departments (Yesiltas and Gunay, 2020). My preparedness for hotel operation leadership positions in guest service management will increase through preventive maintenance practices while learning from more experienced professionals.
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