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The emergence and popularity of lifestyle hotels are one of the most significant trends in the hospitality sector due to the unique tastes and preferences of the visitors (Baek et al., 2020). New products and services in lifestyle hotels have given customers diverse and exceptional services. The main goal of any organisation especially hospitality providers to give a pleasant experience to the guests. It is not just the goal but to enhance the expectations it is a state of mind. In the food and beverage industry staff requires teamwork, training, standard operating procedures to provide exceptional services. Guest experiences have the ability to affect the guests, but the friends and so on. 

[bookmark: _Toc137220218]Placement organisation
Romford West Premier Inn is a short walk from St Chads Park and 1.9 miles from Romford town centre. The hotel offers comfortable beds in every room and onsite pub restaurant. The Premier Inn London Romford West is a hotel located in Romford, Greater London (Romford West Premier Inn, 2022). It is situated 6 miles from Junction 28 of the M25, on the A12 at the junction with the A1112, and is next to the Moby Dick. Premier Inn hotels are known for their great value and are an ideal base for weekend getaways, family trips, or business stays.it has free parking, free WI Fi, accessible lower bathroom, family rooms and so on. I have got placement in this hotel for managing the guest services. 
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Gibbs Reflective model is one of the significant reflective models which assists in  providing reflective writing (Adeaniet al., 2020). Guest services refers to effective service by listening to the tastes and preferences of the customers and catering to them. 
Description: I am currently studying Hotel administration in the college, learning how to provide guest services. During my placement at Romford West Premier Inn, I am assisting the guests who come to the hotel. During my placement in the early phases, I have been given training by the seniors about how to handle the guests in an effective manner. This hotel is failing to provide excellent quality services to customers. The customers have faced severe issues while they were trying to book through an online platform. I got to hear from one of the customers who lodged a complaint regarding hotel booking. I was given the charge to look after the problem and resolve the issues. I was nervous and was unable to articulate my first sentence to the customer correctly. I felt visibly nervous as there were senior staff in the hotel. The senior colleagues of Romford West Premier Inn were more cooperative, but the operating officer was not gentle and polite. 
Feelings: I felt so despondent during that time as I was not sure what to do. I began to fumble during that time as the customer was furious and agitated. I was also angry with the operating officer of Romford West Premier Inn who did not feel so happy with me out of this situation. I did not have enough time to compose myself and being at the top management he should have helped me out. Later on, the placement officer made me realise it was natural to feel nervous while facing complex situations (Yaacob et al., 2021). It helped me to feel less embarrassed and I felt a little relaxed. I have communicated with the furious customer and made him understand the server issues which would be resolved soon. There will be staff who would be responsible for giving help to the problems. 
Evaluation: I did not feel that the problem could be resolved in a short span of time. I communicated with the other trainee workers and said they also faced certain challenges (Casado, 2012). I communicated with the placement officer who gave me hope to move on. I realised that feeling nervous is not a sin and I have to overcome this fear. One of the trainees of Romford West Premier Inn also shared his experience and told me to have patience. It is necessary to have the patience to handle those awkward situations (Nielsen et al., 2022). I worked with the other team members and gradually it felt a little bit easier. This is incredibly daunting where the seniors do not offer help at first and you must make your own way. Most of the staff have faced this type of circumstance while they were new. I remained professional after that and learned the significance of making any kind of negative assumptions. I have a much better understanding of the roles and the significance of developing effective communication, and self-management skills. I should have the ability to handle the task of my own work properly. 
Analysis: Professionalism is very necessary in hospitality jobs. Customer friendliness is also a key skill for handling the guests' services (Hagg, 2013). Developing effective communication skills and inter professional collaboration and ensuring the guests receive proper quality and customer centred service is very necessary. Positive role models are dedicated to developing effective professional relationships and deliver high standard services that respects individual preferences and heterogeneity. I spoke with my placement officer and understood how to develop effective communication skills and time management skills. I thought my approach of communication with the customer would help him find a solution and save time.  The roles and attitudes of a professional include language and cultural barriers, and poor communication and lack of particulate skills are barriers to customer- centerded care (Bardi, 2010). It can affect the planning and delivery of the guests' services. I have attended certain training sessions on guests services and found that two things would assist me in comprehending the situation: effective communication skills and teamwork skills. The management should be accountable for effective vocational training and development to understand the needs of the guests. I felt that during placement there must be opportunities to engage in collaborative working. The staff must be made aware of the management structure and professional language for handling the issues of the customers. 
Conclusion: The episode of guest services at Romford West Premier Inn had a positive result for the furious customer and it provided an effective learning opportunity to inform my own experience. I developed my knowledge of guest service and the various tastes and preferences of the customers. I had the opportunity to obtain my communication and team working skills (Masa'deh et al., 2019). The result would have been different if I behaved on my initial assumptions and not worked with others. 
Action Plan : I will use what I have gained from the experience to set myself SMART. As a student of hotel administration, I will attain the relevant proficiencies by the end of session. I will aim to become a role model for others and will gain the ability to understand the unique needs and preferences. I will build an effective relationship with the other colleagues. 
Throughout my career I will develop various interpersonal skills and understand the various challenges to communication and team working. I will gain the knowledge, skills and experience of proper inter professional collaboration inclusive of understanding the unique roles and responsibilities of other guests. 
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The role of guest service operation is central in the hospitality sectors. Gibbs Reflective cycle has delivered 6 stages to work effectively and reflect on my own experiences of coordinating with guests and creating action plans based on what I have gained from the experience. The three issues have been identified such as effective communication, interpersonal and customer centric roles are very necessary for managing the guests service operations. 
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