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In the case of Holiday Inn, all organs of the establishment take great consideration in ensuring that the guests are always satisfied. During my 10-week placement, I worked in various guest contact areas in Reception Office, Housekeeping Maintenance, Leisure Club, and Meetings and Events teams.
[bookmark: _Toc181929440]REFLECTION ON EXPERIENCE AND PERSONAL DEVELOPMENT
For this reflection, I applied Gibbs’ Reflective Cycle to evaluate my own development throughout the placement. This was very helpful in structuring my reflection and learning as it contains the following stages: description, feelings, evaluation, analysis, action (Akel and Noyan, 2024). 
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Gibbs’ Reflective Cycle (Keller, 2018)
1. Description
In Reception I always talked with the guests especially in case with guest’s concern or complaint. In Housekeeping, I worked with front desk and maintenance staff in order maintain rooms in order and readiness.
2. Feelings
Initially, I would feel stressed handling guest complaints although with time this feeling changed due to gaining confidence. People’s engagement provided increased satisfaction when one made a positive input towards efficient operation such as having the rooms well prepared for events.
3. Evaluation
Closeness of interaction with the guests indicated that effective communication was crucial in delivering guest satisfaction. Even though I had a problem dealing with complaints at the beginning, I gained much regarding being able to listen and answer. Interdisciplinary cooperation strengthened the value of cooperation in the logistics of the hospitality industry. Organization emphasized the importance of teamwork regarding the cooperation with housekeeping and maintenance divisions (Gido, Clements and Baker, 2018).
4. Analysis
One of the most important of them, at least in my opinion, is civility of communication, let alone when people are experiencing stress. From my experience, I realized that misunderstanding was enough to cause guests’ worries and could reduce their comfort level. There was also the need to prioritize and manage tasks where there were other responsibilities to undertake and particularly when these times were busy. The ability to prioritize and call for flexibility proved helpful in the practical working environment. One had to be technically inclined to appreciate the grounding in applied knowledge so inherent in the programme (Keller, 2018).
5. Conclusion and Action Plan
I also deem this as applicable since communication matters concerning complaints will be honed since it is an important aspect that affects the perceptions that the guest has about the business. In the next ones I plan on continuing to enhance the inter-disciplinary cooperation and tasks organization by applying for positions which involve cooperation with different departments.
[bookmark: _Toc181929441]CRITICAL ANALYSIS OF WORK-BASED SKILLS AND TECHNICAL KNOWLEDGE
The placement let me observe the real-life application of applied work experience skills all helpful in delivering and bargaining guest service expectations.
1. Communication and Problem-Solving: In one instance, I handled a miscommunication regarding room availability for a guest. I was short of certain but quickly regained my bearings and put my training into practice and I was able to resolve the situation by explaining to the housekeeping that I made a mistake about the details I told the guest and informed him immediately. I realized how there is always a need for interaction among the departments because minor misunderstandings can greatly affect services. Solving this issue made me understand that for any organization addressing its customers’ expectations starts with good communication and trouble shooting skills.
2. Technological Competency and Service Delivery Quality: Through interactions I got to the understanding of the importance of the PMS in ensuring compliance to certain standards within the hotel. For example, errors such as those that emanate from efficient data entry would be discouraging to the guests and hence lead to customer complaints. The technical skills acquired let me effectively support the front-office functioning, which is an important part. It also made me realize that my understanding of various technical systems helped to make me work faster and leave more time for such essential guest interactions like greeting a guest with a friendly smile and attending to his or her requests promptly.
3. Example from Learning Log: At week 3, I managed relations with the housekeeping department when checking guests into their rooms: this was quite tasking since time was tight, and guests many. By organizing my tasks and involving my colleagues in the housekeeping, as well as the guest services department, I was able to fulfill all their requirements. These were very useful lessons that skills in management of time and in collaboration with other people are essential skills that are reflected on the standards of the services delivered.
4. Significance of Skill Development: Experience learned that skill development is always essential when it comes to guest service. I learned how to become more flexible by watching how work-experienced personnel dealt with difficult circumstances. The points in spot on service included recognizing potential guest needs and addressing potential problems were features I desire to implement going forward.
[bookmark: _Toc181929442]REFLECTION ON ORGANIZATIONAL ISSUES
An example of a guest service problem I did report was when a guest complained of foul smell in the leisure club. The guest complained, and this made them have a perception that the hotel does not maintain a good standard. This only showed how hygiene is significant but also demonstrated that service problems can impact on the hotel businesses. Dealing with this complaint involved action and involving the housekeeping team to correct and inform them about procedures to avoid such occurrences.
Analysis and Suggested Solutions
It showed that prevention is better than cure and that guests’ feedback is very valuable. Thus, through a system of plausible checks and open reporting of the findings to departments in charge of actual services, a hotel could solve the problem and provide its customers with better quality services. Applying Herzberg’s Motivation Theory enabled me to realize that meeting the hygiene and maintenance factors of guests can eliminate dissatisfaction and create great guest experience.
Chalking through the situation, I think pragmatic measures aimed at daily maintenance check-ups and staff sensitivity enhancement regarding the reception and management of complaints would help to achieve higher organizational stability in terms of service consistency.
[bookmark: _Toc181929443]CONCLUSION AND ACTION PLAN
Key Takeaways
In Holiday Inn, my placement was very helpful in fostering useful guest service skills, establishing technical knowledge, and improving my knowledge of hotels. Looking back at these interactions has helped me increase my awareness of why each team member is so vital to sustain attention to service standards and guest satisfaction.
Future Goals in Hospitality
This experience has reassured my desire to becoming a hotel manager with an emphasis on guest service mastery. Understanding it is appropriate to be flexible and work professionally has given me impetus to believe I could further enhance the area of professionalism in order to offer the best services that would elicit positive responses from the end consumers, the guests.
Action Plan for Skill Development
To further develop my skills, I plan to:
1. Increase my training in the different aspects of property management systems, including other aspects of hotel technology available to me.
2. Cultivate skills in dealing with conflict through workshops in conflict solving and mastering customer relations.
3. Turn to fellow experienced professionals for advice and guidance on what practices pay off best in the hospitality management.
4. By being a hardworking and a diligent individual going after these goals, I am positive that I shall continue improving the foundation I acquired during my placement and make a perfect industry to pursue a rewarding career in hospitality.
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