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[bookmark: _Toc191988290]Introduction
[bookmark: _Hlk191982129]Guest service operations are the activities that provide support and assistance to guests or clients. The goal of guest service operations is to enhance the guest experience and increase customer satisfaction. Its responsibilities include greeting which is welcoming guests and making them feel welcome along with information which providing information about the business's services, amenities, and offerings. It also provides assistance with check-in and check-out and accommodating their needs during their stay and resolution: Resolving guest queries, concerns, and complaints (Hudson & Hudson, 2025). 
Ibis hotels prioritise customer service and hospitality, with front desk staff assisting guests efficiently and professionally. They also use technology to improve the guests’ experience at the front desk, which includes providing efficient, courteous, and professional service at the highest standards. Ibis hotel aims to maintain its position in the hotel industry by offering excellent customer service along with aiming to attract new customers and maintain loyalty (Accor, 2025).

[bookmark: _Toc189752069][bookmark: _Toc191988291]Section 1:
Supervisory position in the hotel management department has been an insightful experience that gave me an experience in the work skills and the technical knowledge played an important role in the hotel service (Hu et al., 2022). Gibb’s reflective cycle will be used to provide a structured framework to reflect on the experiences. It encouraged a detailed process by focusing on six key elements- description, feelings, evaluation, analysis and conclusion and action plan (Adeani et al., 2020).
Description
During my days in the maintenance department, I was shown how the team was taking care of the day-to-day maintenance of the hotel, of the gadgets, furniture, electronic appliances which were used in there. The various duties in the maintenance department included regular inspections, repairing, plumbing, electrical and building structures. They also had to manage the supplies for the work and schedule the check-up process. I learnt how to handle the complaints of the guests in the maintenance department. It gave me experience in repairing and maintaining rooms where I worked closely with the technicians. 

Feelings
Initially, I felt overwhelmed by the responsibilities as maintenance supervisor. There was a lot to manage for taking care of the expectations of the guests, operational tasks and co-ordination with the team for providing seamless service. As the day’s passes, I started feeling more confident about the task given to me. The calm and organised approach of the supervisor made me impressed. This made me handle the issues of the last limit to deal with care and sincerity. 
Evaluation
The experience provided me with valuable insights from both the departments. Attention and strong communication were very essential to work in a maintenance department. It ensured that the rooms had proper functioning appliances and there were no flaws of any furniture goods. I understood how effective planning and delegation were to maintain smooth maintenance and repair when required.  However, in the maintenance department, technical knowledge and problem-solving ability were required to solve issues. It led to maintaining the guest satisfaction and solving problems quickly without disrupting the guest’s experience. The ability of a maintenance personal links between vocational development and prior experience in industry could help in shaping the career. Ability to understand and communicate, task management and other skills are the duties of maintenance personal. Experience in industries enhances the practical knowledge and foster an effective foundation for repair works in the hotel industry. Teamwork, cross functional departmental operations, streamlining of task through organisational skills help to boost the personal attributes of the maintenance person working in the hotel. Hence it helps in developing the skills to ensure seamless guests service and well-maintained infrastructure for guests (Levitt, 2020). 
Analysis
The experiences made me understand the importance of balancing technical skills with customer service. Being proactive in managing schedules and addressing issues from staff were learnt in my maintenance experience. Moreover, I understood the significance of deep technical knowledge to solve the repair works in the maintenance department. Both the departments require technical skills to excel in the career as well as bring reputation to the hotel.


Conclusion
The importance of managing the guest service requires both technical and interpersonal skills. Knowing about the maintenance processes and ability to repair parts during unexpected issues are the key for ensuring high guest expectations. 
Action Plan
[bookmark: _Toc189752073]I plan to improve my technical knowledge in areas such as hotel maintenance systems for developing my career further. I will also align myself to improve my communication and leadership skills, especially in collaborating teams and delegating tasks effectively. I will enhance my technical knowledge to help me resolve and repair issues on urgent basis.
[bookmark: _Toc191988292]SMART Action Plan
	Specific
	Measureable
	Achievable
	Relevance
	Time bound

	To reflect on the insights gained during my placement.
	Identify at least three areas for improvement which includes communication, leadership and technical skills.
	Set monthly goals to achieve them. 
	Can contribute to enhance the ability to meet the guest expectations and manage team efficiently.
	3 months 









[bookmark: _Toc189752070][bookmark: _Toc191988293]Section 2:
According to Tavitiyaman et al. (2023), work-based skills and technical knowledge are crucial in providing the guest service expectations, and it directly affects the quality and efficiency of services provided in the hotel industry. Possessing the right and required skills and knowledge can help to serve the guests issues in a systematic and effective way. During my experience in the Maintenance department in the Hotel Industry, I gained insights in the essential competencies for maintaining a good guest’s experience. As per Kuhzady & Ghasemi (2019) attention to detail, patience to listen to guest complaints, time management and leadership skills were considered very vital for meeting high standards. This requires understanding and maintaining the protocols of smooth running of all the appliances and good team management to handle any issues if raised.  Lack of attention by the concerned staff can lead to guest dissatisfaction and generate negative feedback. Maintenance is the topmost priority in the hotel business and needs to maintain for its brand and reputation. 
Longart (2019) shows that strong technical knowledge is the important role in providing high customer service in the hotel business. The ability to quickly diagnose the issue and repair it for causing malfunctioning of a radiator or a broken door lock can influence the perception of the guest. Moreover, it should be kept in mind that the maintenance work does not create any disturbance to the residing guests. Hence, combined skills were necessary to meet the guest service expectations. These combined skills are essential to meeting guest service expectations and ensuring an exceptional experience. Mutlu Öztürk & Öztürk (2019) stated that without proper knowledge on technical skills for repair works in the hotel, the maintenance department might bring bad name and negative feedback for the hotel. Thu loss of trust will be there for the reputed hotel which will lead to losses in revenue as well as it might lead to loss of the job position. 




[bookmark: _Toc189752071][bookmark: _Toc191988294]Section 3:
During my experience as a staff in the hotel industry, one situation that got focus was a maintenance issue in a guest room. A malfunctioning issue of a radiator was reported by guest, and it was winter season. It was critical issue, and the supervisor sent a technician in a short span of time to find the cause of the issue. It consumed a longer amount of time than expected and it caused disruption in the guest’s experience which brought discomfort. Hence, the impact of this issue cause negative feedback for the maintenance department. Thus, a loss of trust was there where the hotel failed to meet the expectations of the guests. 
To solve such problems, a proactive team of maintenance must be present in the hotel attributed by the goal setting theory. This would include regular checks of the radiators to find faults rather than waiting for the arrival of the guests and discovering the issue. Hence ensuring reliability in the guest’s service is the key to success in the hotel industry. Regularly maintaining the gadgets used in the hotels can avoid disruptions and contribute to a smoother departmental performance along with a good guest experience (Buhalis et al., 2024).

[bookmark: _Toc189752072][bookmark: _Toc191988295]Conclusion
In conclusion, it has been observed that to effectively manage the guest expectation, a supervisor must have the combination of skills in technical and interpersonal skills. Knowledge in operational processes of the hotel and the ability to handle situations which is unexpected can ensure high guest satisfaction. 
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