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Introduction
I worked in Ibis Northampton Center which is a budget-friendly hotel known for its high-quality services. It can be stated that the hotel guest operations within this hotel comprise various departments such as housekeeping, frontline office, food and beverages departments back office, meetings and leisure. Each department has its own vital role in the organisation to ensure it delivers superior service quality. In hospitality, there is a need for smooth coordination among the different departments to ensure the guests are satisfied from check-in to check-out (Fagyas and Datta, 2023). In my placement in the hotel's back-office department, this experience seeks to obtain various objectives. 
Learning objectives
· To boost work-based skills regarding handling guest service operations within the hotel.
· To develop my understanding of the role of supervisor in the delivery of guest service operations.
· To learn how to improve guest satisfaction while reflecting on my professional development within this industry.
· Develop technical knowledge to be able to manage guest service operations.
Section 1: Reflection on Experience and Personal Development
Reflection in Action 
To shadow a supervisory role at the back-office department, I noted the importance of task coordination such as addressing issues from a specific department like the front office and resolving the issues before the customer escalated. This experience allowed me to develop a deeper understanding of technical knowledge such as effective communication protocol, management systems, and attention to detail. I also learned the importance of cross-department coordination to ensure the guests are satisfied. As stated by Li et al. (2022), in a high-competition market, hotels are required to quickly respond to the customer's changing and complex demands. This proposes the need for effective cross-functional coordination to facilitate the contribution of all departments to satisfy the customer's needs (van den Adel et al. 2023). It was found that it promotes the hotel's information processing capabilities and thus requires great attention to detail and resource allocation.
Reflection on Action 
Reflecting on my experience, I noted that my teamwork skills have significantly improved as I worked with diverse colleagues. In a supervisory role, I learned how to lead a cross-functional team, which involved managing back-office and front-office departments highlighting the significance of teamwork and resource allocation. Furthermore, my vocational development has significantly improved from level 4 to 6 as my coursework allowed me to gain theoretical knowledge and helped me foster real-world experience through placements. This enabled us to understand the different levels of customer satisfaction. One task that I was specifically involved in was stock management for food and beverage management. I focused on connecting with the suppliers to understand the stock level, ensuring the company has adequate supplies to meet customer demand. Logistical management is the main aspect of the hospitality industry, particularly in Ibis hotels (Nelwan, 2020).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
In this place, work-based skills such as staff coordination, inventory control and resource allocation in the food and beverage department. This has allowed me to ensure the operation runs effectively with the support of the back office, allowing front-line staff to deliver superior guest service.  As stated by Nduta (2021), hotels by extension of the hospitality industry are prone to cyclic fluctuation in supply and demand affecting the stock level of the company. This as a result affects guest relationships affective the standard services. Thus, I was actively engaged in regular inventory checks and emphasised on maintaining good relations with the suppliers of the hotel. I also assisted in maintaining or tracking the make, ingredients, and other relevant stocks while ensuring quality food and beverages were offered to the guests. Additionally, I contributed to effective staff management and allocated them to their shifts and job roles based on the operational demands and skills. As opined by Jahmani et al. (2023), staff management is one of the vital strategies used by hotels to enhance overall performance as hotels are heavily dependent on the ability of employees. Analysing my journey, I realized that I have improved my adaptability skills and agility. One example is when the popular snack Ibis was out of stock due to a supply chain issue, in my observation I learned how to handle the situation by booking for alternative solutions and ensuring the guests were informed beforehand by the frontline staff. As stated by Huang et al. (2021), it found that employees with agility and adaptability skills positively contribute to the organisation, and enable lifelong learning, as a result boosting resilience, reflectiveness and reciprocity. This is considered relevant to guest service standards as it helps in adapting to a new and effective approach to cater to guest satisfaction.
Section 3: Reflection on Organisational Issues
Reflection in Action 
One glaring issue that evolved during my placement was a miscalculation in the stock level of hotel beverages, resulting in drink shortages during peak events. This issue was noted when one of the guests started to order, and as a result, led to dissatisfaction among the guests and stress on the frontline staff and kitchen staff. As stated by Sukhu and Bilgihan (2023), inconsistent service flow can the customer interest towards the brand which can lead to negative word of mouth and customer turnover. This issue had laid immediate effect on the department and posed a threat to the reputation of the hotel. 
Reflection on Action 
To reduce and prevent such discrepancies in stock, I suggested integrating a real-time management system with the help of the Internet of Things (IoT) to track the stock supply, and timely notify the staff in charge when the stock level is approaching low. IoT-integrated inventory management allows the organisation to monitor their stocks, foster visibility of the overall supply chain, and real-time tracking of the supply and boost agility (Mashayekhy et al. 2022). The team appreciated my approach to the issues. Additionally, I also suggested a Just-in-time strategy within the supply chain. As stated by Teplická and Čulková (2020), the JIT approach in inventory management can coordinate tasks and help in decision-making. It helps with receiving the exact number of stocks and ensures the stocks are fulfilled for the current situation. I suggest this as this could help in reducing stock shortage or overstocking. As per the SERVQUAL model, it is assumed that customer's perception of the firm's service quality is a primary valid factor and thus requires the brands to address the gaps to meet customer expectations (NGUYEN, 2021). In this aspect effective and reliable service by managing the stock maintenance matches the expectations of guests and the opportunity to boost satisfaction. For the short-term resolution of the same issue, the guest was provided with complementary upgrade in-room services. As stated by NIKOLSKAYA et al. (2020), the quality of services as assumed by the customers requires a strict quality check to ensure the services meet their expectations.

Conclusion and Action Plan
The placement journey has not only provided me with invaluable insights into work-based skills but also technical skills that I can apply in my future career prospects to manage guest services. The vocational journey not only reinforced practical skills but also on-the-job learning opportunities in a reputable hotel. This journey has shaped my understanding of how leaders play a vital role in the effective management of cross-department coordination to deliver high-quality guest services.
About my action plan, I seek to strengthen my leadership skills and technical skills, especially in staff management and conflict resolution skills, especially in high-pressure circumstances. I plan to explore relevant opportunities in the hotels and work especially in a cross-functional department to improve my understanding of hotel operations.
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