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The guest service operation of DoubleTree by Hilton Stratford-upon-Avon has major operations based on delivering a superb guest experience in multiple departments out of hotel keeping and maintenance. The company expects to maintain clean rooms and common areas and to meet customers’ needs as expected while offering good guest satisfaction (Wood, 2024). My placement involved observing a supervisory role within the operation of guest services most especially in areas of housekeeping and maintenance. The first learning objectives involved gaining knowledge on how to better respond to the supervisory role in these departments, developing a system for evaluating management performance as well as learning about operational concerns including resource management, employee health and safety and organizational climate (Kimani and Scott, 2023). In this way, I wanted to gain important work-related skills and product-related knowledge necessary for meeting and exceeding guests’ expectations. This placement also helped me to understand how these aspects affect the guest experience was beneficial to me when growing as a professional in hospitality management.


[bookmark: _Toc179555231]Section 1
In this piece of work based on my observation of a supervisory position within the hotel keeping and maintenance department at DoubleTree by Hilton Stratford-upon-Avon, I will use the GIBBS reflective model. Gibbs is a reflective model used to examine experience, allowing individuals to learn and plan (Adeani, Febriani and Syafryadin, 2020).
       
Fig.1: GIBBS Reflective Model
Source: Created by learner
Description  
As part of my placement, I was supposed to monitor the operation of the hotel keeping and maintenance staff under the supervision of the supervisor (Wang, 2020). My duties included supervising cleanliness in the rooms and common areas, as housekeeping-specific rooms by inspecting and comparing them with certain quality standards and checking closeout of repair and maintenance tickets. Further, I noticed how the supervisor was dealing with the organizational resources and employees.


Feelings  
Initially, I was boosted with the responsibility of handling more than one team so as to satisfy all the guests. However, I realised a positive sense of teamwork and communication was necessary for the sake of the operation acting on during the operation weeks (Wang, 2020). The course provided me with an opportunity to build up my confidence, especially with regard to task execution and troubleshooting, as well as helped me understand the purpose of supervision.
Evaluation  
The assessment that was undertaken had its benefits as well as some difficulties. On the positive side, I realized the importance of supervisors communicating with their subordinates to ensure that tasks are accomplished on time and to the best of the team’s ability (Wang, 2020). Another area, where it was clear that precision particularly in cleanliness plays a part, is the ability to keep guests content. However, there were some difficulties in combining the assignment of tasks with time management, mainly in periods when guest requests or maintenance issues crashed.
Analysis  
From this, the subject stressed the credibility of learning work-related skills like leadership, communication and time management. I realized that the technical skills that one has when it comes to guest handling include the ability to allot resources and coordinate employees that you have in your organization efficiently (Liu and Hung, 2021). People realized that Communication is critical in making sure that housekeeping/maintenance staff are productive and that guests get their needs met in time. From the industry as well as my academic knowledge of courses in hotel management, I was able to measure what was required out of the position, such as teamwork, working out priorities and translating customer satisfaction into a noble corporate value.




Conclusion  
I decided that to improve my guest service I need to improve my communication and organizational skills. Acquiring these soft skills will be of great benefit when working in a supervisory position in future.
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Action Plan  
As for the future, I decided to work on enhancing my time management and leadership skills, thus, obtaining more important responsibilities and being able to supervise in positions in the future. This will help me in managing my time more effectively allowing me to prioritize my responsibilities accordingly. This will boost my productivity and will improve my efficiency.
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Section 2
Technical content knowledge and work-based skills are paramount in delivering the expected guest service standards mainly in hotel environments where the quality of guests’ experience is supreme (Papageorgiou, Marneros and Efstathiades, 2024). As a part of my shadowing role in the Hotel keeping and maintenance department, I came across the following important skills which are very important when it comes to enhancing guest service.
Communication Skills  
Interpersonal communication is an essential aspect that needs to be demonstrated in the hotel business. For instance, in Week 2, one of the tricky scenarios that I fell on was when the coffee maker developed a mechanical issue while preparing for breakfast. Reporting the problem to the maintenance immediately and guaranteeing that backup options were sought spoke volumes about the communication goals (nchm.gov, 2024). Failure in these two areas could have resulted in downtime and in essence, upset the guests. 
Task Management and Multitasking
During Week 3, there were few workers at the hotel, I had to clean the breakfast area while setting out the conference rooms for meetings. I learned how to schedule tasks in the right sequence to serve the guests alongside coordinating the need to set up conference facilities. Specialized information showed that multitasking pressure influenced the guest satisfaction level, and timely attention to detail would determine the overall satisfaction of such guests (Pramezwary, Lee and Oktalieyadi, 2021).






Technical Knowledge  
In week 5, in which I was assigned the section of breakfast service, I quickly appreciated the role of the stock checks as well as the probable equipment failure. Technical insight about how the equipment functioned including coffee machines and kitchen appliances was of great use in avoiding service hitches (Cobanoglu et al., 2021). In total, skills obtained in work and professional expertise define the key aspects of a smooth and efficient guest experience. 
[bookmark: _Toc179555233]Section 3
One particular situation at DoubleTree by Hilton Stratford-upon-Avon occurred in Week 4 wherein several conference attendees arrived for breakfast at the same time. Due to this rush, the restaurant staff was pressed and made the guests wait for their table and in turn to be served which had an effect on the department and the guests. The problem pointed to a concern on how best to assign and mobilize resources and what to do in the event of disaster. This suggests that contingency theory holds that organizations shall provide ways to adapt to these changes such as an increase in the number of guests (Fernández-Robin et al., 2019). 
Another practical decision is to enhance cooperative communication between departments, especially to provide information to the event planners regarding the expected number of guests. This would enable the restaurant to efficiently distribute the resources on offer and decrease the pressure on guests’ services during peak times (Mercan et al., 2021). Applying these approaches would improve the capacity of the department to deal with changing customer traffic, and still offer high-quality services.
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Conclusion and Action Plan
I was privileged to get involved in the shadowing activity at DoubleTree by Hilton Hotel, Stratford-upon-Avon. Thus, the activity helped me develop vital and appropriate work-related skills, product or technical expertise as well as culture and best practices in accommodating guests. During the duration of the placement, I discovered the essential communication, delegation and technical skills to enhance customer satisfaction. Such insights merely highlighted how crucial these skills 

are within the hospitality industry particularly wherever challenges including equipment breakdown or high guest traffic are being experienced.
I improved my personal development from this experience and strengthened my career choice in the hotel guest service industry. To broaden skills accordingly, certain measures will be taken, such as receiving special education in the sphere of hospitality management and customer-oriented activities. I will also self-nominate myself for leadership positions in my other jobs so that I may apply the leadership theories most learned during this placement. Besides, I hope to improve the technical aspect by learning about the management software used in hotels and the maintenance schedule. This way I will be better prepared in my future career to deliver even more the guest service expectations.
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