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[bookmark: _Toc191296996]Introduction
The report will reflect a six-week placement at Holiday Inn Sunderland. The author has experienced several aspects of hotel management and customer services by working in several departments that include Housekeeping, Maintenance, Leisure Club, Meetings and Events, and Reception. The objectives of the placement are provided below:
· To develop practical work-based skills in hotel operations. 
· To enhance understanding of the guest service operations. 
· To develop supervisory competency in customer service operations (Aset, 2017).
In three sections, the report will provide the reflection on the learning logs from the placement. 
[bookmark: _Toc191296997]Section 1: Reflection on Experience and Personal Development Using Gibbs’ Cycle
Gibbs’ reflective cycle has six stages and reflections are made in these stages. These six stages are crucial in the reflective learning process (The University of Edinburgh, 2024). The stages are explained below:
Stage 1 – Description: In Holiday Inn Sunderland, I completed my six-week placement. During my placement, I have played a shadowing role as a supervisor across different departments. I worked as a supervisor in the housekeeping department. I had to clear the rooms and maintain hygiene and safety in the living areas and rooms. In the leisure department, I managed gym activities and took care of the regular maintenance of the equipment. In the event and meeting department, I took the responsibility to organise a large event that 150 guests attended. Moreover, in the reception of the hotel, I conducted regular frontline activities such as check-in and checkout of the guests. 
Stage 2 – Feelings: I have mixed feelings about completing my placement in the hotel. As I had to perform multiple shadowing roles in various departments, I continuously experienced new aspects of the hospitality industry. At first, I was anxious to undertake the responsibilities. I had self-doubt. But when I started performing my tasks, my supervisors as well as my teammates encouraged me. It motivated me to perform my work. I felt satisfied when guests left positive remarks on my endeavours. 
Stage 3 – Evaluation: There are various positive and negative experiences in my placement at the hotel. Previously, I had little practical knowledge about hotel management. The placement opportunity enhanced my supervisory skills. I observed that the hotel’s departments performed different tasks and they had different objectives to achieve. However, they needed continuous coordination and collaboration to ensure exceptional guest experience and maintain service standards (Bardi, 2011). The swift response from the supervisors to the guest issues resolved the organisational issues. For instance, a guest reported on a missing pillow. The problem-solving skills and effective communication of the supervisor handled the situation smoothly. On the other hand, I struggled in my role-playing because there were plenty of tasks to accomplish within due time. I recognised that I need to improve my time management skills and enhance my technical knowledge to increase my work speed during the high-demand situations. Moreover, the delay in the service delivery made the guests dissatisfied with the hotel’s service (Shams et al., 2021). It suggests that the hotel has an inefficient communication system across departments (O’fallon and Rutherford, 2020). 
Stage 4 – Analysis: My experiences highlight the importance of technical competencies and work-based skills in the hospitality industry. Employees in the housekeeping department should have attention to detail skills to ensure the safety and hygiene of the guests and maintain the service standards. They should also be able to operate the PMD of the hotel to inform the senior management about any issues and get information about the inventory levels. The supervisors in the hotel’s different departments must be able to allocate the resources optimally. When the hotel is experiencing a staff shortage, they should allocate staff in the most demanding areas (Wood, 2013). For instance, the hotel had a staff shortage in the F&B department. I allocated two housekeeping staff in the kitchen to speed up the F&B operations. I recognised the importance of continuous learning and development in the maintenance department because employees should have the competencies to troubleshoot any problems and offer viable solutions (O’fallon and Rutherford, 2020). Working in the event and meeting department, I enhanced my communication skills and cross-departmental coordination skills. 
Stage 5 – Conclusion: I achieved several work-based skills and technical knowledge working in various departments in the hotel. As I took on new responsibilities, I struggled due to a lack of understanding of my responsibilities.
Stage 6 – Action Plan: In the future, I will take training on technical aspects such as operating the hotel’s Opera PMS. I will also take mentorship from the senior management to understand my work responsibilities better. 
[bookmark: _Toc191296998]Section 2: Integrated Critical Analysis of Work-Based Skills and Technical Knowledge
The shadowing role at various departments of the hotel underscores the importance of integrating work-based skills and technical knowledge. Technical knowledge such as effective use of PMS is required in the housekeeping department (Nirmala, 2021). The missing pillow incident shows that the supervisor had both technical knowledge of the PMS and communication skills to handle the situation effectively. The supervisor made effective communication with the guest apologised for the inconvenience and then offered a complimentary snack. It also shows the service recovery capacity of the hotel employee. In the maintenance department, the technical knowledge that I gained was repairing thermostats, unclogging drainage systems, and identifying the issues in the equipment and facilities. Along with this technical knowledge, hospitality employees should have work-based skills such as continuous learning and development, adaptability, and attention to detail (Wood, 2013). The interplay of these skills and knowledge can provide a competitive advantage to the employees. In the leisure club and meetings and events department, employees need technical skills to set up AV protectors, and sound systems. The employees must have the organisational skills to delegate tasks among the staff, cross-departmental coordination, and collaboration (Vallen and Vallen, 2018). Previously, I had theoretical knowledge about work-based skills and organisational theories. The opportunities that I got from the hotel placement provided me with the scope to integrate these work-based skills and technical knowledge. Both of these skills and knowledge can ensure better performance in the hotel operations and the guests can have exceptional experience (Barr, 2024). 
[bookmark: _Toc191296999]Section 3: Reflection on Organisational Issues
One of the organisational issues that I encountered in my placement was the miscommunication between the event and meeting department and F&B departments which led to a delay in the service delivery. The guests who attended the event expected to get the food at their scheduled time but the catering team was not ready to provide the food on time because the dietary adjustments for some guests were not effectively communicated. Some guests had allergies to the seafood. Later, the event management team changed the menu for those guests. Such incidents can have negative impacts on the hotel's reputation. The guests become disappointed and dissatisfied if they do not get their desired services (Walker, 2020). Moreover, inefficiency in the communication process can disrupt the hotel operations and reduce the performance of the staff. To overcome the issue, the following solutions are proposed:
· A standardised communication protocol can be established. Through the software, departments can exchange real-time information. 
· A pre-event briefing can be conducted. It will ensure that all employees understand their roles and responsibilities properly. It will also facilitate the communication (Haag, 2013). 
[bookmark: _Toc191297000]Conclusion
The placement opportunity equipped me with work-based skills and technical knowledge in the service operations of the hospitality industry. I need to continuously reflect on my learning to achieve my personal and professional development. 
[bookmark: _Toc191297001] Action Plan
I plan for the following activities to enhance my career in service operations:
· I will emphasise both technical knowledge and work-based skills. 
· I will take workshops on customer service and leadership in the hospitality industry. 
· I will continuously take feedback and work on my flaws.
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