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[bookmark: _Toc159178882]1.0 Introduction 
This study comprises the details of managing guest service operations at the Cardiff Marriott Hotel. I gained vast knowledge and experience a supervisory insight which will help coordinate constant guest experiences through effective operations in reception/front office, leisure club, meetings/events and housekeeping. I applied Gibb’s reflective learning cycle to explain my journey in guest service operations management (Robson, 2022). The fast-paced hospitality industry influences more in achieving excellence in guest service. I got the opportunity to comprehensively learn how to manage guest services and refine my excellence to succeed in hospitality management by performing different responsibilities. 
[bookmark: _Toc159178883]2.0 Brief Overview of the Department
Cardiff Marriott Hotel’s housekeeping department is very proactive in ensuring hygiene, orderliness and delivery of quality services to guest room facilities, and public areas. It includes different types of hospitality operations like cleaning, and tidying so that guests can visit the hotel comfortably by ensuring a hygienic stay (Vallen and Vallen, 2014). The guest service operations include the reception or front office, housekeeping, leisure club or meetings and event management. 
[bookmark: _Toc159178884]3.0 Model of Reflection Used: Gibbs Reflective Cycle
[bookmark: _Toc159178885]3.1. Description
By shadowing my learning experience gained from the Cardiff Marriott Hotel, I noticed that different types of knowledge were experienced such as room inspections, linen management and coordination with other departments to ensure effective guest services (Johnston et al, 2012). While starting to handle the check-in and check-out process I found that the team were not cooperative and I could gather the health and safety legislative issues (Tavitiyaman et al, 2022). However, some of my colleagues supported me a lot. The manager of the guest service department assigned me various range of responsibilities to improve services offered to attract more customers.
[bookmark: _Toc159178886]3.2. Feelings
Primarily, I felt nervous about dealing with a wide range of responsibilities but I also had a sense of curiosity about work which influenced me to participate. After performing different categories of functions related to the Front Desk, Engineering, Kitchen, housekeeping conference and banqueting, I experienced surprising moments at every stage. However, proper coordination was the priority in maintaining the hotel’s standards and was challenging for me (Hayes et al, 2017). There were some challenges at the very beginning in communicating properly with the departments that failed to segregate hotel operations. However, some of the employees suggested I follow Belbin and Myers Briggs which was very optimistic. To increase our teamwork in guest service operations management, we participated in training sessions. 

[bookmark: _Toc159178887]3.3 Evaluation
I have mixed experience managing guest service operations and know how significant it is in improving work-based and technical knowledge in hotel management. I had to pay more attention, particularly in the areas of time management and communication to ensure a seamless guest experience. Reflecting my knowledge and experience gained from Cardiff Marriott Hotel, I have identified diverse types of organizational issues in several departments like front desk, engineering, housekeeping, conference and banqueting. A significant circumstance that I faced was a miscommunication between the front desk and housekeeping departments. During a busy weekend, a few guests complained about service delays in room cleaning and unsatisfied service quality (Robbins et al, 2021). After investigating the issue, I found that the front desk failed to communicate accurate room updates to the housekeeping department which resulted in poor service delivery to guests. On the other hand, the housekeeping department was not focused on cleaning rooms which led to guest dissatisfaction and had a negative impact on the entire guest service operation department. It affected the overall department’s performance and guests had to wait for a long time for effective service. Furthermore, ineffective room facilities and resources were another reason causing that unexpected situation. 

[bookmark: _Toc159178888]3.4. Analysis
The work-based skills are very important and I had to pay more attention during room inspections (Tewari, 2009). I meticulously focused on every corner and surface of the guest rooms to ensure a higher standard of hygiene and fulfil the guest's demands. Having technical knowledge of cleaning products and equipment helped me a lot to tackle issues during room services.  Addressing the issue of failure to communicate effectively between the Front Desk and Housekeeping departments, I implemented a robust communication system as per the instructions of the management. I used technology like real-time room status to track the overall systems and get updates accurately about the guest requirements (Mejia et al, 2021). Moreover, establishing clear protocols and regular meetings were helpful between the departments for facilitating better communication and problem-solving. Additionally, to improve communication systems, the Sender-Message-Channel-Receiver framework has been applied at Cardiff Marriott Hotel (Morgan and Pritchard, 2019). It will help them to optimize departmental performance, and guest service quality flawlessly. 

[bookmark: _Toc159178889]3.5. Conclusion
My experience in hospitality and guest service management underlined comprehensive knowledge and competencies for managing guest service efficiently. Without proper communication within a team and all departments, it is impossible to meet guest demands. So, I always kept connected to all departments and worked together to seamlessly manage operations and guest satisfaction. I have gained from my involvement in hotel operations and can use the knowledge more effectively to develop better strategies for managing guests in the future. So, I can confidently say that I can play a vital role to contribute on guest service operations management for Cardiff Marriott Hotel. Moreover, the technical and practical knowledge also help me in the future to deal with guests more efficiently. 
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I have made a plan to further improve my attention to time management skills after experiencing hotel management operations. I focused on my acknowledgement regarding cleaning techniques and products, how to resolve customer complaints and coordinating with housekeeping, sales managers and support with guest service operations. By applying the Sender-Message-Channel-Receiver framework and Belbin’s team theories, the competitive hospitality industry scenario can be evaluated. There are critical issues in ensuring quality guest service. So, I have learned how to handle these challenges and their impact on the business extremely. 
[bookmark: _Toc159178891]4.0 My Placement Learning Objectives within the Department
I have set some learning objectives within the guest service department. These are discussed below: - 
· To achieve practical experience in Front Desk, Engineering, Kitchen, housekeeping conference and banqueting operations. 
· To improve my skills in room inspection and cleanliness standards.
· To develop my communication and teamwork abilities within the guest service department.
· To gain efficacy in applying hotel management software for reservations, room assignments and guest profiles. 
· To outline the relevance of paying attention to sustaining hygiene and quality service. 
· To improve capabilities in scheduling appointments for spa treatments, training and fitness operations. 
· To expand competencies in developing event proposals, banquet event orders (BEOs) etc.
·  To identify logistical aspects of event setups where room layouts, catering demands and audiovisual equipment management are included. 
[bookmark: _Toc159178892]5.0 Future Action Plan Based on Experience in the Department
I would attend further training programs and workshops on how to manage the Front Desk, Engineering, Kitchen, housekeeping conference and banqueting operations (Wood, 2013). I would also seek more opportunities to perform duties within the guest service department after improving my skills where lack. I would prioritize reflecting on experiences and evaluating feedback from supervisors and understand where I had to improve. 
[bookmark: _Toc159178893]6.0 Conclusion
In this study, I have encountered several issues and opportunities related to Cardiff Marriott Hotel’s operations. It gives me a practical knowledge about the hotel management operations. I have gained enough knowledge by involving check-in processes to control memorable events. In every sphere of guest service operations, I had to pay more attention to ensure the best guest experience.  With the blend of practical knowledge gained and Gibb’s reflective model, I can navigate the complex guest service operations at the Cardiff Marriott Hotel. 
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