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[bookmark: _Toc190031886]Introduction
I have learnt that guest service operations are the foundation of the hotel's ability to deliver good customer solutions to their guests. At Delta Hotels Newcastle Gateshead, these operations encompass key departments such as Housekeeping, Maintenance, Leisure Club, and Meetings and Events (Casado, 2012). Every part of the hotel is involved in providing the guests with a pleasant and comfortable stay by providing a clean and well-organized environment, comfortable furniture and equipment, proper functioning, and quality services. To achieve these goals and objectives, the hotel works hard to ensure that everyone in the organization is in close communication to provide guests with value-adding services that would ensure satisfaction and repeat patronage (Johnston, Clark and Shulver, 2012).
[bookmark: _Toc190031887]Learning Objectives
As part of my learning plan, the following outcomes were developed to focus my learning needs in the management of the guest operations services area:
· The objectives align with the need to build up work-based skills such as teamwork, communication skills, and problem-solving skills.
· Obtain vast information on the manager’s job by following managers around in daily work and decision-making processes.
· Acquire skills that are associated with the different operational activities and performance indicators.
· Consider guest relations to bring about awareness when dealing with their expectations of the services offered.

[bookmark: _Toc190031888]Section 1: Reflection on Experience and Personal Development 
Gibbs' reflective cycle:
Description: During my practical experience at the facility I followed a supervisor in the Housekeeping department, observing how tasks are assigned, rooms’ cleanliness inspection, and communication with other departments regarding rooms’ status (ASET, 2017). Among my activities, I observed the cleaning schedule, inspected the cleanliness level of rooms, and helped in handling guests’ requirements. I also attended stand-up meetings which are held daily.
Feelings: At the onset, I had expectations of how the operation would pan out and a little pressure and apprehension about how I would be able to handle the operations (Bardi, 2010). This made me encouraged as I worked under pressure and also as I received positive comments from my patients. Later on, I was content merely because I realized that I was becoming more and more confident to handle tasks on a daily basis.
Evaluation: Thus, the work experience was considered to be both beneficial and problematic at the same time. Some of the knowledge acquired in this class was touched on issues to do with the prioritization of tasks and communication. Nevertheless, I noticed that managing time during traffic hours was another challenge that I faced and found myself slowed down several times (Inc, 2022). However, analyzing how supervisors dealt with such circumstances was useful for lesson drawing.
Analysis: Through this, I was able to understand the application of teamwork and communication in operations concerning guest service management. Organization of tasks and quick decision-making became the keys to providing the necessary level of services (Wood, 2013). I also came to the understanding that interaction between departments should be done in advance to address the general difficulties and enhance the outcomes of tasks. I realized that being able to see how one’s tasks are dependent on other’s tasks within other departments, increases one’s level of sensitivity to cross-functional work within an organization.
Conclusion: Some of them include multitasking, decision-making, and communication as the company communicates new information to the employees (Casado, 2012). I was able to improve on how supervisors carry out their duties based on my own experiences through increased concentration in prioritizing tasks and delivering the best quality work within the expected time. For the web-based component, I gained experience in working in a group and I also realized my areas of strengths and weaknesses.
Action Plan: I will focus on scheduling and management of time by setting a time to complete a given task and attending a training session on operational plans to better supervise.
[bookmark: _Toc190031889]Section 3: Reflection on Organisational Issues
When I was on placement, I experienced a complaint from a guest who complained of late delivery of room services and used products in the bathroom. The cause of the problem was uncovered to be a communication failure between the housekeeping and the front office as to the status of the room. This prolonged some guests and made them inform the management of the same.
This had an unfavourable effect on the guests since the reliability of services offered by the hotel was shaken. It also affected housekeeping activities because supervisors had to rearrange the work of their subordinates in order to eliminate the deficiency immediately (Haag, 2013). Also, the complaint was reputational in nature as any negative feedback could have a toll on the hotel’s rating by the guests.
Thus, to avoid such problems, I am planning to implement an automatic tracking of the tasks that allow the departments’ information to be updated instantly. According to Dominik Patafta and Milohnić's, (2023) service operations framework, it can be stated that real-time communication also mitigates coordination errors. Meetings between various departments can also be scheduled and held regularly since it is important for departments to always plan for the times of the year that are likely to be most hectic. It is recommended that there should be training of the staff in prioritization of tasks and communication to avoid such a delay in future.
As a result, I think that the hotel could minimize the problems related to service delays and increase guest satisfaction through effective communication and lean thinking (Inc, 2022). This reflection has enhanced my knowledge of the organizational matters affecting service delivery, making it easier for me to come up with realistic solutions from the theory learnt.

[bookmark: _Toc190031890]Section 4: Action Plan
To enhance my performance as well as my skill in guest service operations in future, I have developed the following action plan for professional development (Johnston, Clark and Shulver, 2012). First of all, I will enrol for higher-level hospitality training courses like leadership, operational management and service enhancement. These programs will enable me to gain more understanding concerning the positions of supervision, organizational functioning, and performance management.
Consequently, besides developing my professional Qualifications nowadays, I have aspirations to continue my academics in the form of acquiring professional certifications in hotel management that will over time expose me to the major trends in the industry. To achieve that, I plan to attend industry conferences and workshops, to benefit from networking and learning about new technologies and trends related to guest service (Ali et al., 2021).
To enhance my practical skills, I will shadow experienced managers who can help me address complications involving guests, make decisions and implement them, and interact with personnel from other departments. I will also write a personal learning journal and work with Gibbs’ reflective cycle to evaluate, analyze and establish achievable objectives for my performance (Wood, 2013).
In the end, I will enhance my time management and conflict-solving aptitude by enrolling in relevant workshops and seminars and applying them to internships or job openings. Such a plan will keep me solution-oriented, flexible, and ready for future difficulties in the field of hospitality (QAA, 2018).

[bookmark: _Toc190031891]Conclusion
From this placement, I gained a profound understanding of the working and managerial side of guest service involving particular focus and tasks such as delegation of responsibilities, communication, and approaching the guests’ issues and concerns. This has enabled me to develop my capacity to perform duties under pressure, cooperate with other departments, and use self-reflection to pinpoint units that I require help with. The exposure has made me learn more about problem-solving and management of services to meet customer needs proficiently. These lessons will help me apply flexibility, constant development, and initiative to solve operations-related issues in guest service organizations and help increase the effectiveness of hospitality organizations.
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[bookmark: _Toc190031893]Appendix
[bookmark: _Hlk190010640]Acknowledgement of the Use of AI


	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, and using tools to summarise, compare and
interrogate materials.
	Yes ☐

No ☐✔

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts
and headings, etc.
	Yes ☐

No ☐✔

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your
own work within specific standards.
	Yes ☐

No ☐✔

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	Yes ☐

No ☐✔

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	Yes ☐

No ☐✔

	PROGRAMING
	For this assessment, you can use Generative AI to create and check code.
	Yes ☐

No ☐✔

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading
support and creative support.
	Yes ☐✔

No ☐




[bookmark: Basic_Acknowledgement_format_of_AI_tool_][bookmark: _Toc190039704]Basic Acknowledgement format of AI tool use
I acknowledge the use of Grammarly (https://www.grammarly.com/) on 25 February 2025 to check my work using the prompt(s):
· Please check the following text for readability, grammar and syntax.
I confirm that I have not presented any AI generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.


Level 6 Hotel Placement – Weekly Progress Tracker
Task: Document weekly progress through a tracker system which includes your experiences combined with performed tasks and encountered challenges and gained learning points. Bullet points format is welcome. The document must be sent through Turnitin to the designated link by [Friday 7th March 2025] at 23:59.
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Level 6 Hotel Placement — Weekly Progress Tracker

Task: Maintain a weekly progress tracker documenting your experiences, tasks performed, challenges faced, and lessons learned.
Bullet points format is welcome. You must submit this document to the designated Tumitin link by [Friday 7* March 2025] at 23:59pm.
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