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Premier Inn Leeds City (Elland Road) is about hospitality, with great guest service from Housekeeping, Maintenance, Front Desk, Food & Beverage, and Meetings & Events. My 10-week Level 6 placement was to get a flavour of guest service operations within a hotel setting, developing my work-based knowledge and technical insight.
Learning Objectives:
· Develop supervisory skills by observing senior staff operating in various departments.
· Get practical experience in front office reception, kitchen service, and housekeeping.
· Build customer service skills and problem-solving skills.
· Learn to appreciate the impact of operational issues on guest satisfaction.
· Assess work-based skills and technical competencies across different departments.
To structure my reflection, I shall use Gibbs' Reflective Cycle because it allows a comprehensive evaluation of experience, feelings, and implications of learning (Adeani, Febriani, and Syafryadin, 2020).


[bookmark: _Toc191289207]Section 1: Reflection on Experience and Personal Development
Description
The initial two weeks were devoted to assisting housekeeping supervisors with room cleaning, restocking, and reporting maintenance. Managing time was challenging because I had to balance guest requests with maintaining high standards of cleanliness. Weeks 3 and 4 were dedicated to the kitchen, assisting with food preparation and breakfast service. The rapid environment required multitasking, and I struggled initially to do more than one thing at a time. Over the last fortnight, I shadowed the front desk supervisor, conducting check-ins, responding to guest inquiries, and resolving complaints. Getting acquainted with the hotel management system and tactfully handling problems were the most difficult tasks (Clifton, 2023).
Feelings
I was initially bewildered by the depth and precision of pace required in housekeeping and kitchen work. I, however, became more confident over time and my competence enhanced. The front desk job was intimidating initially, especially handling guest complaints, but I improved over time in direct interaction with guests.
Evaluation
The experience was wonderful and challenging. Housekeeping instructed me in attention to detail and instructed me in speed also. Kitchen service instructed me in flexibility, and the front desk instructed me in problem-solving skills and communication skills. Multitasking tests and technical skills in resolving guest complaint issues eventually learned. Housekeeping improved cleanliness levels, the kitchen improved my stress-coping ability, and the front desk underscored guest service as one of the most important aspects of hospitality (Noah, 2022).
Conclusion
I gained a useful lesson on how hotels operate, appreciating the importance of each department in promoting guest satisfaction.
Action Plan
To develop my skills further, I will receive additional training in hotel management systems, enhance my skill of multitasking, and enhance my guest service style through role-play training.
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Work-Based Skills in Guest Service Meaning
Work-based skills are essential in ensuring high standards of guest service. Communication, time management, flexibility, teamwork, and problem-solving were key skills in delivering good service at my placement. Communication at the front desk was essential in professionally resolving guests' complaints and queries. Problem-solving an irate guest needed active listening as well as problem-solving capability for immediate solution, highlighting the strength of problem-solving and emotional intelligence in exceptional guest experience. Similarly, time management and detail attention were needed in housekeeping to provide cleanliness and maintain efficiency to ensure the rooms remained up to hotel standards within schedule (Chen, Wang, and Zhang, 2022).
Technical Knowledge and Guest Service Standards
On the housekeeping side, an understanding of hygiene procedures and stock management was essential in the provision of guest comfort and safety. Acquiring skills in the way of sanitising rooms correctly and turning rooms over effectively was essential in maintaining operating effectiveness. In the kitchen, an understanding of food hygiene procedures and stock rotation policies was essential in maintaining proper quality and health regulation compliance. An understanding of these technical fields not only increased the effectiveness of the service but also broadened my knowledge of back-of-house operations that provide satisfaction to the guests. 
Technical Competence and Use of Work-Based Skills
At the front desk, active listening and problem-solving were required in dealing with a guest complaint over a room issue to obtain an effective and acceptable solution. In the kitchen, stress working during peak breakfast hours required teamwork and flexibility to ensure smooth operations. These experiences further highlighted the need to combine technical knowledge and people skills to succeed in guest service operations. Technical skills and job-related competencies are the foundation for the delivery of high standards of guest services (Lin, Lin, and Chen, 2017).  

[bookmark: _Toc191289209]Section 3: Reflection on Organisational Issues
Description
Having an experience at the reception counter, one customer came late in the evening and was informed that they could not check into their room because of an overbooking error. The customer was visibly agitated, and I had to handle their frustration as I negotiated with the duty manager on how to approach a peaceful settlement.
Feelings
To start with, I was tense and stressed since I had never encountered a case of this nature previously. However, I remained composed and tried soothing the visitor and consulted with my supervisor about what to do. Over time, the more experience I earned, the greater confidence I possessed in handling rude encounters since I realised professionalism and empathy were the solutions to diffusing tensions.
Evaluation
The incident impacted the department's productivity and the guests' happiness negatively. The guest's experience was disrupted, and the staff members at the front desk took additional time to adjust thus disrupting service to the other guests who were checking in. Nevertheless, the experience taught us the values of teamwork, resolution, and anticipation in communication with customers. On the good side, I learned how to handle a stressful situation, but on the bad side was tension and business disturbance due to overbooking (Sheep, Fairhurst, and Khazanchi, 2017).
Analysis
Overbooking the hotel is then followed to achieve maximum occupancy, but without coordination, the guest would be dissatisfied. The problem could have been prevented by more accurate real-time tracking of room availability and open communication between the front desk and the reservation department. 
Conclusion 
Applying service recovery techniques such as compensation or alternative offers could enhance guest satisfaction. This experience reinforced the functions of crisis management, communication, and problem-solving in guest service. 
Action Plan
Future suggestions would be automated real-time room monitoring and additional staff training to maximise response times and service efficiency.
[bookmark: _Toc191289210]

Conclusion and Action Plan
Shadowing experience through my hotel internship gave me indispensable insight into operations of guest services and work-based competence and technical competence in achieving service standards. Learning about the housekeeping, kitchen, and front desk departments where I accommodated, I gained significant competencies in managing time, collaboration, communication, and problem-solving. The competencies were major contributors to guaranteeing effective functioning and improving the guest experience. 
Most importantly, the experience taught me to be flexible in working in a dynamic environment. From shifting from guest expectations at the front desk, juggling tasks in the kitchen, or keeping up with organisation in housekeeping, I learned flexibility and swift decision-making to be vital in achieving. The exercise also called for teamwork and collaboration since each department depends on coordination so that it can be able to deliver quality service. At the professional and personal growth level, this experience has cemented my belief in managing guest interactions and service problem-solving. It has also given me a better understanding of my professional career path in the hospitality sector, i.e., guest relations and operations management. For further skill acquisition, I will learn more customer care and hospitality management skills so that I can enhance my leadership potential. I will look for means of acquiring crisis management skills through conducting workshops or direct experience of the problem of guest service.
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