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Placement in Maldron Hotel
Maldron Hotel in Newcastle is comparatively a newer hotel which is not worked for a very long time (Maldron Hotel, 2022). Maldron Hotel Newcastle is located at 17 Newgate St, Newcastle upon Tyne NE1 5RE, UK. This business was founded in 2018 and is very near the central station. This is a public company and this business is running under the travel arrangements industry.  An opportunity also came for me to gain direct experience through working there. The study incorporated the business in a brief. Then the study introduced the guest service operations where I have worked and gained some experience working in that field. Four sections have been discussed under guest service operations. The work responsibilities were different in each section and gained experience was also very different from one another. After that to analyze the performance Gibbs's model for reflection has been incorporated. Finally, the observed management and operational problems have been incorporated after that the study concluded by suggesting some solutions.
[bookmark: _Toc129091828]A reflection according to Gibbs's model
[bookmark: _Toc129091829]Description
At the very beginning of my work at Maldron hotel, I worked as an accommodation assistant. When started working on that post, I barely had any idea how to conduct with customers and how to serve them. There had a limited time to get positive feedback from the visitors. While working at Maldron hotel in Newcastle, it has been observed that the front office of the hotel provides service 24 hours a day. Apart from this, the staff working in reception is well-trained and also very courteous with their guests. This is a 4-star hotel and a place of preference for tourists as the location is very comfortable for them. This hotel is located in the heart of the bustling city centre beside a host of bars, restaurants and retail are also very close to the hotel (Parker, 2018). During work, I have learnt how to welcome warmly any guest upon their arrival. How to assist with any of their questions and learnt a lot about the responsibilities to fulfil their requisites while staying in the hotel. So, in the beginning, the duties under the post were quite challenging. Gradual practice and guidelines from the supervisor helped me to learn the duties better. 
[bookmark: _Toc129091830]Step-2: Feelings
[bookmark: _Toc129091831]At first, the experience of working totally in a new field was not flexible and I felt more effort is required. For example, during working for housekeeping at the hotel, I have learnt that all the activities conducted under this section are to report to the accommodation supervisor and all the works under this section are to execute by the accommodation assistant (Bardi, 2010). While I was working in this section, I was instructed on how to prepare rooms for guests and I was responsible to ensure and maintain the highest standard. Working in this section I have learnt how to prepare rooms and other areas, maintain items, following directions and policies. At the very beginning, the feedback of working was not good but gradually I have learnt the work and got the feedback for being friendly and helpful, customers also provided feedback like the room was clean and comfortable.  Later the guidelines of the supervisor helped to develop an idea that it would not be much tough to perform better. Finally, after a couple of months, I received positive feedback regarding my work.
Step-3: Evaluation
Only the hardworking or the proper guidelines alone did not improve the performance (Casado, 2012). Combined they provided a better result. During the job encountering guests from a different cultures was challenging. At that time experience was required along with guidelines. For example, Maldron Hotel Newcastle provides services for both meetings and events. As the hotel has three beautiful and decorated rooms for meetings, during working I have experienced the arrangements of both size business meetings and events. While working in this section I had learnt to prepare layout, and flexible seating arrangements, check technical connections and ensure facilities, and accessibility including wheelchairs according to the requirements of the customers. Finally, especially in event management, I have learnt how to ensure enough friendly staff to arrange a successful event.
[bookmark: _Toc129091832]Step-4: Analysis
Both positive and negative situations were experienced while working at Maldron hotel. The experience was positive as I learnt different new things and also had opportunities to consult and carry out studies associated with my work. The negative situation also arose from some visitors as a different culture created situations of confusion and pushed me to learn a new language. Besides, there have been observed management issues during work. Though most of the guests have put positive feedback, it is also true that all the guests did not find the place comfortable enough. The suggestion from them was a matter of consideration. According to the reviews of the guests, staff are involved in heavy physical work so a shortage of staff has been observed. In some cases, operational disagreement also arose which can be solved by trust developed among colleagues and they feel a sense of belonging. This thing may ensure hundred per cent customer satisfaction. Another management issue has been noticed which is under the stuffing section during work. The wages of staff are extremely low which should be improved for better accommodation assistance. besides the management of the hotel need to modify (Parker, 2018).
[bookmark: _Toc129091833]Step-5: Conclusion
Working here, I have learnt a lot of things like arranging events, scheduling, preparing budgets, arranging plans, decorating, managing staff, communicating with guests and so on. As I had to work as an assistant manager at Maldron hotel, I had to work in different sections. This hotel provides a large number of amenities to ensure customer satisfaction. Some of those amenities such as free wifi, breakfast, bar, laundry, room service, housekeeping, a front desk 24/7, a free crib, luggage facilities, business facilities, eco-friendly products, smoking-free properties, air conditioning, restaurant, among all are very popular among all. During working in a leisure club I had to learn about the divergent requirements of customers while using divergent services like health clubs, indoor pools, children's pools, saunas, steam rooms, tv common areas, and in-room babysitting. I learnt how to arrange a timetable for leisure activities, arrange staff, prepare the budget and control it, monitor performance, ensuring the health and safety of customers. In future, this knowledge will support me in other fields of work also.
[bookmark: _Toc129091834]Step-6: Action plan
The acquired experience and knowledge from working here were effective. I think I can use this knowledge in a more furnished way if I undergo courses like hotel management and learn a new language.
Moreover, the place requires scope for progression for staff. Benefits and scope of training can support to ensure progress. Apart from staffing some operational imbalances have also been observed such as communication problem has been noticed, most of the employees being Irish rising a sense of biases, an imbalanced schedule in the kitchen, shortage of resources have been experienced, and poor management. All these issues have created a disorganized situation for the working environment and a bad working environment can not ensure customer satisfaction. To resolve the above-mentioned management problems and unsystematic operational environment Maldron hotel can take the following steps.
· Curtailing overtime through recruiting more staff
· Cooperating the management steps
· Creating scope for professional progress
· Following diversity during the recruitment
· Rescheduling operations where disarrangement is strongly visible (O’fallon and Rutherford, 2019)
· Bringing change in management policy
· Developing a work-friendly environment for staff
[bookmark: _Toc129091835]Conclusion
Maldron hotel in Newcastle has overall positive feedback regarding customer satisfaction. The hotel is situated in an area which is very flexible and comfortable for visitors, especially foreigners. The available services were satisfactory for customers and as an employee one has many chances to develop his skills and experience but in some cases, the work environment is not very friendly and management is sometimes poor. So, this business can grow further if works on those issues. 
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