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Introduction
Particularly in the Reception and Housekeeping sections, my job at Maldron Hotel Newcastle gave a great chance for me to get practical knowledge in the hotel business. The placement sought to provide me real-world experience in the managerial and operational facets of guest service, so strengthening important skills such communication, time management, and problem-solving. Over many weeks, I shadowed supervisors in both departments, learning everything from Reception's client contact management to Housekeeping's cleaning policies. From this vantage point, I focus on the important lessons learnt, difficulties faced, and how these events affected my viewpoint of guest service operations and professional development.
 
Section 1: Description (Gibbs’ Stage 1)
During my placement at Maldron Hotel Newcastle, I was able to obtain practical experience in two important departments: housekeeping and reception (Hotel housekeeping duties: A day in the life 2018). These positions offered important insights into the operational and managerial sides of guest service operations.
Housekeeping
Working in the housekeeping division in weeks two and five, I was in responsibility of maintaining the rooms in high standards for the hotel. To give visitors nice and comfortable surroundings, my duties included washing guest rooms, changing bed linens, restocking amenities, and sanitising bathrooms. Along with cleaning debris and smells, I refilled the minibar and made sure trash bags were disposed of correctly. Particularly during peak hours, accuracy and time control were absolutely vital for finishing these jobs correctly. Keeping these standards immediately affected guest satisfaction and demonstrated the hotel's dedication to provide high-quality services.
Reception
I moved to the Reception department in weeks three and six, where my main duties were booking reservations, organising guest check-ins and outs, and guaranteeing flawless visitor interactions. Making great first impressions by courteous greeting visitors and quickly attending to their requirements was highly valued. Apart from keeping the reception area in good condition, I helped with operational tasks to enhance the guest experience generally. Especially when addressing reservation problems or guest concerns, managing these obligations called for extraordinary communication and problem-solving ability. 
These encounters gave a strong foundation in the cross-departmental cooperation required to fulfil and surpass client service criteria. Both fields underlined the need of consistency, efficiency, and guest-centric strategies to reach operational success and raise client happiness.

Section 2: Feelings (Gibbs’ Stage 2)
When I think back on my stay at the Maldron Hotel Newcastle, I get both excited and terrified. Beginning in the housekeeping division, I worried about satisfying the high requirements for cleanliness and efficiency of the hotel (C., 2016). Given time restrictions, the repetitious nature of tasks like room cleaning and linen changing first felt terrifying. But my confidence developed as I become more comfortable with the techniques and processes. Seeing the immediate effect on guest satisfaction and effectively completing tasks made one proud and satisfied (Woosley & Timm, 2023). 
Turning now to the Reception department presented several problems. Although meeting with guests excited me, my first concern was handling bookings and guest concerns. Positive guest comments and the effective settlement of problems, however, greatly raised my confidence. Warm welcomes and seeing a guest smile or show thanks renewed my motivation for working. 
There were some challenging occasions, particularly around busy check-in times or when balancing several duties. Dealing with reservation problems while running a crowded front desk, for instance, challenged my capacity for calm and clarity. In order to handle these situations, I set priorities, depending on team help, and kept honest communication. 

Section 3: Evaluation (Gibbs’ Stage 3)
My professional development was shaped by several worthwhile events and challenges I encountered during my internship at Maldron Hotel Newcastle. 
One main benefit in the Housekeeping area was the fun gained from doing chores including replenishing facilities, linen replacement, and room cleaning. Knowing that my efforts directly affected the guest experience, keeping rooms tidy and guest-ready gave me a real sense of accomplishment. Seeing the fast transformation of a room underlined the need of paying close attention to detail and following cleaning standards in ensuring guest happiness and the reputation of the hotel. 
The Reception department presented similarly fulfilling opportunities. Engaging visitors, building rapport, and fast answering their questions gave a friendly and good first impression (5 small actions you can take to help your tourists relax 2023). Accurately helping visitors and getting their thanks gave me job delight and direction. These exchanges improved my interpersonal skills and communication, which are critical in a customer-facing employment. 
Still, challenges were inevitable in the course of learning. large-stress housekeeping events challenge my time management skills especially in a large occupancy environment. I had to pick up fast the ability to balance thoroughness and efficiency. 
Managing unwelcome guests and handling challenging problems, such a reservation mix-up, was challenging at Reception. Dealing with a double-booking scenario was one particular instance when active listening, sympathetic communication, and fast decision-making were needed to lower guest discontent (Jeremy Sutton, 2024). These situations showed the need of keeping composure, professional behaviour, and solution-oriented approach. 
 
Section 4: Analysis (Gibbs’ Stage 4)
My time at Maldron Hotel Newcastle highlighted the critical need of operational excellence in both the Housekeeping and Reception departments. Each function offered unique perspectives on how guest service standards influence overall satisfaction and the hotel's reputation.
In housekeeping, cleanliness is critical to client satisfaction and has a direct impact on perceptions of quality and professionalism (Cobanoglu et al., 2020). Maintaining pristine rooms makes clients feel respected and comfortable, which is what they expect from a reputable hotel. This job taught me valuable skills such as attention to detail and time management. Efficient room turnover, particularly during peak periods, was important to operational success. For example, adhering to rigid schedules ensured that rooms were ready for new visitors on time, reducing delays and enhancing overall client satisfaction.
Communication was essential at Reception in order to develop strong bonds and efficiently fulfil visitor needs. I was able to handle obstacles like a reservation mix-up in Week 6 by honing my problem-solving and adaptability skills. In this situation, attentive listening, straightforward communication, and a solution-oriented approach ensured that the guest's problem was addressed promptly, protecting both their happiness and the hotel's reputation (Liz, 2021).
These sensations might be studied further through theoretical frameworks. The Service Quality Model (SERVQUAL) promotes reliability and responsiveness, all of which were demonstrated in my previous employment (Gofster, 2019). Consistent and rapid service increased guests' trust and enjoyment. Furthermore, Maslow's Hierarchy of wants shows how addressing basic wants like cleanliness and comfort (physiological) and creating a sense of belonging through pleasant interactions addresses guests' higher-level needs.
 

Section 5: Conclusion (Gibbs’ Stage 5)
The placement experience was revolutionary, yielding numerous significant insights. I gained a better grasp of guest service operations, such as the need of maintaining good housekeeping standards and providing exceptional customer service at reception. Personal development was also important; I improved my time management abilities, discovered how to effectively interact with guests and team members, and paid more attention to detail. These characteristics are critical for meeting guest expectations and maintaining smooth operations. Furthermore, the program stressed the need of cooperation, as working with colleagues was vital to overcoming obstacles and achieving departmental goals.
 
Section 6: Action Plan (Gibbs’ Stage 6)
To build on these experiences, I intend to pursue advanced training in guest relations and dispute resolution to better cope with difficult situations. Familiarising myself with hotel management systems will help me improve my technical skills, whereas creating personal goals to manage stress and multitask well would boost my professional resilience. In the future, I plan to use these experiences to prepare for leadership positions in the hotel sector. Furthermore, the skills and insights gained will be used to academic projects and future postings to ensure ongoing learning and professional development.
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