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Managing Guest Service
Introduction
Managing guest service is a vital component of the hospitality sector, necessitating a fine balance between serving the demands of visitors and guaranteeing the establishment's efficiency (Deirmentzoglou et al., 2022). As one of the fastest-growing industries in the world, the hospitality sector is not only a major source of income but also employment (Meladze et al., 2022). This assignment delves into the experiences and perspectives received while working at the Premier Inn Leeds/Bradford Airport Hotel. It caters mostly to tourists being the nearest hotel to the airport, with an average stay of one night. The hotel has 76 rooms, including standard, triple, quad, twin, and accessible rooms for people with disabilities. The housekeeping sector, which includes public spaces, meeting rooms, and accommodations, is critical to the hotel's requirements. The shift starts at 9 a.m., with an emphasis on efficiency and precision.
The hotel rooms have a TV, free Wi-Fi, and coffee/tea-making facilities. The accessible rooms are designed not just to satisfy the requirements of disabled visitors, but also to comply with fire safety regulations. Furthermore, the technical section contributes to room functioning through maintenance and installations, assuring the proper operation of sanitary, electrical, heating, and air conditioning systems. This introduction gives a look into the hotel's distinctive qualities, laying the groundwork for a thorough examination of the placement experience and its influence on vocational, personal, and academic development.
Placement Overview
During the internship at the hotel, the primary objectives were to get hands-on experience in guest service management, develop an understanding of the intricacies of housekeeping operations, and foster practical skills that are relevant to the hospitality sector. The personal learning objectives covered the enhancement of communication skills, mastery in task management, and the pragmatic application of theoretical information in a real-life environment.
The whole experience proved to be quite helpful, as it offered significant insights into the dynamic and fast-paced operational setting of an airport hotel. The learning experience was enriched through active interaction with a diverse array of visitors and acquiring knowledge in all facets of housekeeping and technical operations. However, the absence of a dedicated manager within the housekeeping department may have led to lost opportunities, since it might have hindered the ability to provide structured advice and valuable input.
The attainment of the objectives outlined in the action plan and learning agreement is shown by the effective execution of room cleaning duties, adherence to front desk protocols, and timely resolution of maintenance concerns. The internship offered a significant chance to acquire practical information pertaining to the hotel business, hence facilitating personal development and professional progression.
Management Issue
The lack of a designated manager in the cleaning department is a serious management problem for the hotel. This issue makes it difficult to provide systematic instruction, monitoring, and feedback to the cleaning crew. This problem has an influence on the efficiency and quality of housekeeping operations, which directly affects guest service (Nain, 2018). Without a dedicated manager, there can be a lack of clear communication on particular room cleaning needs, perhaps leading to variances in fulfilling standards (Umasuthan and Park, 2018). Because there is no central authority monitoring housekeeping tasks, the lack of a management figure creates a vacuum in addressing and resolving concerns quickly. The Situational Leadership Theory can be used to study this problem, highlighting the significance of modifying leadership methods dependent on the maturity level of the team. In this situation, a more hands-on and demanding leadership approach may be required at first to deliver clear instructions and expectations until the cleaning crew gains proficiency (Arman and Organ, 2022).
Possible alternatives include assigning a temporary supervisor from inside the team or rotating current employees into managing roles. Furthermore, frequent training sessions may be organized to provide team members with the skills and information they need to accomplish their responsibilities efficiently. This proactive strategy may help to lessen the effect of the management gap while also improving overall cleaning operations and favorably impacting guest service (Dhoundiyal and Mathur, 2022).
Self-Development
During the placement, there was substantial development in a number of crucial areas of expertise. The experience improved my self-management abilities by requiring outstanding planning and organisation to meet daily cleaning goals. One of the things I learned was that task management should be adaptive in order to deal with unexpected scenarios or delays. Furthermore, I learned how to prioritise and manage my own time effectively resulting in the efficient completion of duties. For example, during a full-day room cleaning shift, I would prioritise critical activities such as serving new customers or fixing maintenance concerns to guarantee the hotel's smooth operation. This skill is transferrable and may be used in a variety of settings and professional situations.
Applying initiative to workplace challenges was also an essential skill that I learned throughout the placement. As the cleaning department worked without a management, any difficulties or complaints had to be resolved autonomously or through team cooperation. Because of this, I am better able to make decisions and am more confident in my ability to successfully overcome obstacles. In the past, for instance, a change in room layout necessitated additional housekeeping services to guarantee complete visitor pleasure.
According to Shen et al. (2020), effective communication plays a crucial role in the hospitality sector, and my internship provided me with a valuable opportunity to refine this skill. This necessitated engaging in communication with visitors, colleagues in other departments, and superiors. This experience has underscored the need of attentively observing individuals and adapting my communication abilities appropriately. The hotel saw improvements in both operational efficiency and service quality as a result of the staff's consistent communication practises across all departments. 
Vocational Development
The internship facilitated an in-depth understanding of guest service management, which plays a pivotal role in ensuring the hotel's smooth functioning. The experience provided me with knowledge and understanding of different aspects of guest service, including check-in procedures, housekeeping operations, and handling guest complaints. The hotel's strategic positioning and focus on providing excellent service have emphasised the significance of customer satisfaction, which is crucial for attracting returning guests and receiving favourable feedback.
The housekeeping sector offers many prospects for skill development, including the cultivation of an in-depth focus to detail, the mastery of effective time management techniques, and adherence to established cleaning and safety regulations (Chirmulay, 2016). Furthermore, the engagement in the responsibilities of the technical department, including the upkeep of room functioning, underscored the need for a cohesive and well-coordinated team collaborating to provide exceptional service. The internship has also bolstered my capacity to adapt and exhibit versatility in executing various jobs and comprehending diverse functions within the realm of the hospitality sector.
Academic Development
The implementation of academic ideas in a practical situation was one of the most important parts of the placement. This experience has emphasised the significance and applicability of theoretical knowledge in the hospitality sector. For example, according to the Situational Leadership Theory presented in class, the success of any organisation is reliant on the leadership and management style used. A practical illustration of how this affected housekeeping operations was the absence of a designated manager in the cleaning department.
I also learnt that the hospitality industry needs a speedy decision-making process in order to solve problems. This is consistent with the contingency theory, according to which various circumstances need different leadership approaches. This is critical in the fast-paced setting of an airport hotel for providing effective and efficient service. The necessity of communication, coordination, and cooperation among team members to accomplish shared objectives was also emphasised throughout the placement.
Conclusion
The internship at the hotel provided a valuable opportunity to apply theoretical knowledge in a practical setting. Effectively managing guest service, especially in the housekeeping industry, necessitates a considerable degree of organisation, adaptability, and collaboration. The problem of not having a designated manager in the cleaning department was examined through the application of relevant theories, and practical solutions were suggested. The placement also offered valuable opportunities for personal, vocational, and academic growth. This experience has provided me with the essential skills and knowledge required to pursue a prosperous career in the field of hospitality management.
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