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Novotel Birmingham Centre works as a complete hotel property that serves travellers for both business and leisure needs through its accommodations alongside dining facilities and event and leisure service options (O'Fallon and Rutherford, 2010). The 10-week placement involved observing supervisory work across Housekeeping, Maintenance, Leisure Club, and Meetings and Events at Novotel Birmingham Centre. As my primary educational target, I aimed to master guest service operations properly while improving my practical competencies and conducting an in-depth analysis of management procedures.
[bookmark: _Toc190637568]Section 1: Reflection on Experience and Personal Development
[image: Gibbs' Reflective Cycle | Reflection Toolkit]
Figure 1: Gibbs’ Reflective Cycle
Source: (Adeani et al., 2020)
Description: I observed supervisors in different departments at Novotel Birmingham Centre throughout my placement days. The observation at Novotel Birmingham Centre gave me an understanding of the everyday obstacles and duties which supervisors manage in active hospitality settings (ASET, 2017). I performed tasks that included restaurant customer service support together with front office guest inquiry management alongside housekeeping assistance for maintaining service quality. The departments offered distinct educational aspects throughout my training time. I carried out tasks that included food service while handling customer inquiries (Adeani et al., 2020). The front office tasks required my assistance with guest check-ins and check-outs and handling inquiries. Housekeeping provided me with valuable insight into how to maintain high standards of efficiency.
Feelings: I experienced overwhelming feelings during my initial start because of the rapid speed expected in hospitality businesses (Casado, 2012). The restaurant and front office operations demanded both rapid decision-making and the ability to perform numerous tasks simultaneously since I found them difficult at first. Running the restaurant became challenging because of the demanding combination of handling multiple orders along with maintaining high service quality standards when customer numbers peaked (Bardi, 2010). I gained self-confidence through continued practice with the operational procedures of different departments. My supervisors proved essential for learning effectively because they provided continuous guidance throughout my development. 
Evaluation: Multiple beneficial elements emerged from my shadowing opportunity. My daily exchanges with guests and colleagues along with supervisors allowed me to enhance my verbal communication abilities (Hagg, 2013). Shadowing enabled me to enhance my critical communication skills which are vital for providing professional services of the highest standard. I developed my ability to handle multiple tasks especially while working in the restaurant to process many orders with guest needs. Several obstacles existed alongside the other achievements. Time management became my top challenge particularly when the restaurant reached peak customer volume. Providing high-quality restaurant service alongside managing numerous tasks proved to be extremely difficult within the restaurant setting (Johnston et al., 2012). As a staff member at the front office, I experienced challenges when answering guest inquiries adequately during administrative duty shifts. The most demanding aspect of my work was handling unplanned guest requests. The encountered difficulties demonstrated how important fast problem-solving abilities and quick-thinking competencies become in hotel industry operations. 
Analysis: I learned the central role that work-based skills play in professional environments because of this opportunity which demonstrated the need for adaptability along with attention to detail and teamwork abilities (Hagg, 2013). Theoretical knowledge from my hospitality management studies did not reveal the intricacies of working with guests and performing service recovery until I gained practical experience. Real live guest complaints revealed to me the specific methods needed to properly address dissatisfied customers even though I already knew about their importance (Vallen and Vallen, 2014). I witnessed how supervisors managed the dual requirements of operational effectiveness and guest contentment at the Front of the hotel (Walker, 2021). The success of maintaining excellent service standards rested heavily on their leadership skills to distribute responsibilities and control their team members together with their customer relationship competencies (Casado, 2012).  During my placement period, I learned how emotional intelligence proved essential for guest service. 
Conclusion: Through the experience, I was able to implement classroom learning in practical situations while recognising specific improvement opportunities. Throughout the shadowing experience my ability to interact with guests strengthened along with my ability to multitask and I gained knowledge about leadership requirements in hospitality services. I understood the necessity to build my ability to handle time better and exceptional situations while keeping a calm disposition. 
Action Plan: The improvement of my time management skills involves better task prioritisation methods. The process of shift planning should include dividing tasks within different peak and off-peak periods for staff allocation (Hagg, 2013). My goal includes learning scenario-based approaches for problem-solving through training because this method will boost my capability to serve guests more effectively. I will pursue more training in resolving conflicts with guests to enhance my professional skills in addressing service problems.
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High-quality guest service delivery in the hospitality industry depends heavily on both work-based skills and technical knowledge (Casado, 2012). Observations at Novotel Birmingham Centre showed communication along with teamwork time management and adaptability act as essential factors for achieving guest satisfaction among multiple departments. The front office required excellent communication between staff members to correctly handle reservations and check-ins while addressing guest complaints (Wood, 2013). Successful property management system operation became essential for efficient hotel operations and reducing mistakes. The knowledge about food safety rules along with allergen information and a complete understanding of menus made service delivery possible. Observing the combined speed and organised actions of the team produced efficient group management which reduced wait times while retaining guest contentment.
The housekeeping department reached superior quality results through employee technical proficiency in hygiene standards and cleaning regulations (Tewari, 2009). The front-line staff received training about the importance of precise efforts together with inventory maintenance as well as speedy room transition to conform with hotel standards. I gained crucial experience when I handled a front desk room change request by applying problem-solving and PMS system knowledge which allowed me to resolve the situation efficiently (Hagg, 2013). The restaurant's unexpected surge demanded employees to work together and make speedy decisions for managing the situation.
[bookmark: _Toc190637570]Section 3: Reflection on Organisational Issues
While working at Novotel Birmingham Centre I faced the main guest service problem which stemmed from insufficient communication between housekeeping staff and the front office team resulting in delayed room preparation (Raghubalan and Raghubalan, 2009). The delayed readiness of the room irritated a guest who had recently finished a flight and provoked an official complaint along with dissatisfaction.
The problem resulted in higher pressure being put on housekeeping staff which reduced operational effectiveness throughout the hotel (QAA, 2018). Guest service suffered because the front office team had to quiet the disappointed customer while providing another accommodation option. The hotel faces potential harm to its reputation together with weakened guest loyalty due to such operational delays.
A time-efficient remedy involves introducing immediate correspondence between housekeepers and front-desk staff to deliver instant room status updates. Improving coordination between team members and their communication helps Tuckman’s team development model achieve higher efficiency through error reduction (Gopalan et al., 2017). Staff performance improvements along with reduced service failures can be achieved by applying Herzberg’s motivation theory together with staff support and value-based practices (Gopalan et al., 2017).
[bookmark: _Toc190637571]Conclusion and Action Plan
The experience of working at guest service operations allowed me to enhance my work-based skills and technical knowledge as well as service standards understanding. My interactions with supervisory staff from different departments enhanced my recognition of how well-executed teamwork aligns with communication excellence in such a high-speed hospitality setting. The experience made me value adaptability and improved my ability to deliver detailed service recovery which leads to maintaining high guest satisfaction levels.
My next step in hotel industry development includes:
· I will pursue extra training on resolving guest conflicts successfully when customers file complaints.
· My career progress depends on both an increased level of responsibility and learning new leadership skills directly from senior staff members.
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