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1.0 Introduction
1.1 Hotel Overview 
Newport, Wales, is home to the esteemed Coldra Court Hotel by Celtic Manor, which stands out due to its contemporary comforts, pleasant environment, and well-established reputation for excellent hospitality. The hotel provides premium services to both business and leisure guests through its organisation of four departments: Housekeeping Management and Maintenance, Leisure Club, and Meetings/Events (Beauloye, 2024). The exceptional standards upheld by the hotel ensure that guests experience both relaxation and sophistication without sacrificing a personal touch.
1.2 Placement Learning Objectives 
The workplace placement integrates a comprehensive study of luxury hotel management, prioritising the development of guest service team management proficiency, team communication, and addressing operational challenges. The students will shadow senior staff members in Housekeeping and Meetings/Events to develop skills focused on teamwork, task management, and excellence in guest service delivery. The first-hand experience of managing guest expectations during this placement will build essential vocational and personal skills required for a successful career in hospitality management.
2.0 Reflection on Experience and Personal Development
2.1 Supervisory Experience As part of my placement, I observed a supervisory position within the housekeeping department. Housekeeping supervisors are required to perform multiple tasks, including managing team personnel, inspecting cleaning requirements, and resolving guest-related issues. The hotel's luxury status highlights the recurring need for strict cleanliness standards, which I learned to prioritise. Any guest complaints were directed to the supervisor, who swiftly implemented solutions to ensure guest comfort and satisfaction. According to my experience, operational excellence is dependent on strong leadership and meticulous attention to detail.

2.2 Vocational Development 
This experience significantly contributed to my personal and vocational development. My ability to manage tasks improved through training in prioritisation techniques for urgent situations, ensuring the hotel maintained high levels of cleanliness while meeting guest expectations. Through my work, I enhanced my teamwork and communication skills while facilitating team collaboration. The importance of customer service became clear when the supervisor demonstrated timely, high-quality, and personalised service to guests, setting key benchmarks for luxury hospitality (Johnson et al., 2008).
2.3 Impact of Previous Experience 
Applying the theoretical knowledge acquired during my academic studies became evident throughout this placement, as explained by scholars Bowie and Buttle (2020). My academic education from Level 4-6 hospitality operations and customer relations modules provided me with essential skills for assessing real-world hotel management challenges. My understanding deepened through hands-on experience of how leadership approaches, resource management, and effective communication contribute to guest service excellence (Fiala and Thirumaran, 2021). Through interactive work experience, I developed stronger capabilities to lead premium hotel guest service operations that deliver exceptional quality.

3.0 Critical Analysis of Work-Based Skills and Technical Knowledge
3.1 Skills and Knowledge 
My training at Coldra Court Hotel provided me with critical operational competencies, including teamwork, communication skills, and system maintenance knowledge essential for luxury hotel management. Housekeeping, maintenance, and guest relations teams worked cohesively to provide outstanding guest service. Staff used real-time verbal and non-verbal communication to ensure smooth operations, effectively meeting guest needs (Dalton & Yoo, 2021). The hotel's internal monitoring systems facilitated tracking of guest interactions and service requests, ensuring rapid response times. My observations confirmed that excellence in hospitality relies on well-coordinated teams with strong communication skills and effective technological systems to deliver high-end service.
3.2 Practical Examples
 A significant opportunity arose when a guest urgently required additional room items before a special event. The request prompted immediate collaboration between housekeeping and meetings/events personnel, resulting in accurate and timely delivery. The seamless communication between teams ensured the guest's satisfaction, demonstrating the hotel's commitment to exceptional service delivery. The efficient operation of management systems reinforced the importance of record-keeping in maintaining effortless service provision.
Tannenbaum and Schmidt’s Leadership Continuum (2017) suggests that leadership effectiveness evolves through varying levels of collective participation. Department managers at Coldra Court employed a participative leadership approach, fostering joint work efforts and group decision-making. This leadership style aligns with the principles of flexible leadership introduced by Raelin (2016). My hands-on experience confirmed my belief that a collaborative leadership approach enhances operational excellence when addressing the complexities of the hospitality industry.

4.0 Reflection on Organisational Issues
4.1 Guest Service Issue 
A guest at Coldra Court Hotel lodged a complaint regarding the cleanliness of their room. Although they were granted early check-in, they expressed dissatisfaction with the substandard condition of the room. This issue highlighted operational challenges within the housekeeping department, leading to a decline in service quality and overall departmental efficiency (Wirtz and Lovelock, 2021). The guest relations team promptly responded to the complaint, and management took necessary action to resolve the matter. However, this disruption impacted on the internal department performance and lowered guest satisfaction levels. Luxury hotel operations must ensure seamless integration between internal processes and guest expectations to avoid such issues (Urban, 2013). A flawless guest experience and the high service standards upheld by The Dorchester depend on strong communication and coordination between the Housekeeping and Front Office departments.
4.2 Solutions 
Future incidents can be prevented by strengthening communication systems across all departments. Special guest requests, particularly early check-ins, should be communicated to Housekeeping in advance so that these rooms can be prioritised. Implementing a comprehensive tracking system within internal hotel management would help prevent such errors. Enhanced communication between Housekeeping and the Front Desk can improve response times for special requests.
Cordell (2018) recommends the application of conflict resolution strategies, including collaboration and compromise, to effectively resolve disputes. The guest complaint could have been managed by offering a complimentary product, an apology, or a room upgrade to address their dissatisfaction. This approach would help restore guest trust while maintaining high satisfaction levels. According to Davidow (2003), hospitality management theories such as the Service Recovery Paradox suggest that effectively resolving complaints can lead to increased guest loyalty. Implementing this theory would not only resolve the current issue but also enhance long-term guest satisfaction.

5.0 Conclusion and Action Plan 
My placement at Coldra Court Hotel provided me with an in-depth understanding of the processes involved in managing luxury hotel guest services. I gained valuable insights into how the Housekeeping, Maintenance, and Meetings/Events departments collaborate to provide seamless service to guests. Observing staff supervision allowed me to understand effective staff management, the maintenance of high standards, and immediate guest issue resolution. Additionally, I developed advanced communication and teamwork skills, which are essential for maintaining guest satisfaction and ensuring smooth daily operations.
My future educational goals will focus on mastering guest service software programmes, as these systems enhance operational efficiency and streamline guest interactions. Learning property management software (PMS) will be a priority to improve my ability to handle reservations, manage guest preferences, and assign room locations effectively. Moving forward, I plan to invest in confidence-building training in leadership, problem-solving, and staff management, particularly in high-pressure situations. Additionally, I will study progressive guest service models that enable staff to anticipate guest expectations and create memorable experiences. By achieving these goals, I aim to build a strong foundation in the industry and develop the skills necessary to lead teams in delivering exceptional service standards.
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