[image: ]

BMIH6003
Managing Guest Service Operations
Hotel Placement



Student Name: Aiga Bordasa
Student ID: 2238996
Date: 


Table of Contents
Introduction	3
Main Body	3
Gibbs Stage 1: Description	3
Gibbs Stage 2: Feelings	4
Gibbs Stage 3: Evaluation	4
Gibbs Stage 4: Analysis	4
Gibbs Stage 5: Conclusion	5
Gibbs Stage 6: Action Plan	5
Conclusion and Development Plan	6
References	6



[bookmark: _Toc212228627]Introduction
During my ten-week placement at the Mercure Doncaster Centre Danum Hotel, a three-star hotel, I was able to observe real-life experiences in all departments (Housekeeping and Laundry, Reception, Maintenance and Restaurant). From all departments, I was able to gain a greater understanding of how a hotel operates as a business. However, to reflect in more detail, I will reflect in more detail on the reception department. The reception department performed several duties and responsibilities related to the front office of the hotel, including checking guests in and out, booking guest rooms, processing guests' requests and complaints, and overall being part of a positive experience for guests during their stay. My observations and involvement in these duties and responsibilities helped me see how the reception department endeavoured as an operational unit to aid guest experiences and how the hotel operates as a business. My reflection will incorporate critical reflection on my own learning in relation to my observations of the reception department, including the use of Gibbs' Reflective Cycle, and linking this reflection back to relevant theories related to Management and Organisational Behaviour in relation to aspects of leadership, motivation, and service management we were learning at Level 5.
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[bookmark: _Toc212228629]Gibbs Stage 1: Description
I spent my second week (October 13-17, 2019) in the reception area, where I mainly assisted with guest check-ins and check-outs, managed phone calls and emails, worked with the reservations system, and provided support for the overall office team, along with filing and relevant paperwork (Koh and Hassim, 2021). I sat in on the front desk staff while learning how they properly resolved guest complaints quickly and efficiently. An example occurred when a guest arrived with a complaint regarding their reservation due to a lack of communication between the front office manager and the receptionist, who had the front desk experience stop the guest's check-in. I quickly stepped in and double checked the reservation system, preparing for any updates going forward for the guest and, most importantly, ensuring the guest was comfortable and taken care of while they waited. I was rather impressed as it was a clear example of how someone in charge can delegate to other staff members based on their own individual work goals, staff and guest satisfaction and allowed the front office manager and front desk staff to effectively work together while boosting morale and productivity. 
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As a guest experiencing booking issues during a busy check, I was feeling extremely nervous and pressured, with Matt's providing some contradictory instructions only adding to the pressure of the situation. I was not sure how far I could go as to remain professional, while still making it feel for the guest like we were concentrating only on them, and this was all going to take from my comfort of being able to stay under some pressure, as they say in customer service. But then, as I began to engage more and check the booking system, and feed guesses back updates, I began to feel more at ease and excited about the work (Bjurman, 2024). I learnt about what I did well when I took active control of my situation and moved through a problem, and about where I could be stronger on resilience and flexibility while working in a fast-paced environment. 
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On this occasion, there were positive occurrences in the situation. All staff that we worked with were supportive of addressing the booking concern rather quickly, and my presence acted as further assurance to the guest's comfort. The guest appeared to stay informed and to feel valued. There were negative aspects to the situation, specifically poor communication and unclear directions provided by the front office manager, which resulted in initial confusion and the delayed check-in process (Clarah, Anggraini and Permana, 2023). Spoiler alert - the inconsistent application of direction creates a tough working environment for morale. Staff experienced stress and some doubt during the process, in regards to what they were meant to do or not do. From a theoretical perspective, this would relate to McGregor's Theory X and Y and mouldering staff experience, verbatim, if there was more of a Y approach (trusting the employee, providing guidance, and allowing autonomy), motivation, and chances of being efficient are going to generally be higher. In a related way, Herzberg's Motivation Theory would identify the lack of communication.
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The situation stemmed from ineffective communication and an authoritarian previous managerial leader, where the office manager just gave instructions to the staff instead of supporting them at a busy and stressful time. Goleman stated that an emotionally intelligent leader, someone who shows empathy and communicates clearly, helps to build trust and motivation. However, the manager’s approach was a good example of McGregor's. Theory X, which means that employees require constant supervision. Therefore, the employees had no autonomy, and there were times of confusion, in addition to the low morale of employees regarding poor communication and lack of supervision. In contrast, a democratic/participative leadership style would provide a way for the staff to be included in the initiative, including efficiencies and a positive guest experience (Ćusa, Bosna and Medić, 2024). Also, the hotel's organisational culture (finishing a task versus communicating openly) played a factor in the issue. Hertzberg’s Motivation-Hygiene Theory identifies that poor communication and lack of recognition, both hygiene factors, lead to dissatisfaction. In conclusion, this case is an example of a focus on leadership style and communication behaviour and the hotel culture of engagement with employees and guests. 
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From this experience, I understood that there is a lot to learn and effective leadership is about communication, emotional intelligence, and a common goal for employee well-being and quality care. It is hard to express the ways that uncertainty resulting from ineffective communication contributes to my understanding of the importance of transparent, honest, and supportive communication in team-based care. I learned that being a leader is not just enough; good leadership involves creating an opportunity to allow others to step up as leaders during uncertain situations, while allowing them the opportunity to share their thoughts and/or ideas (Kouzes and Posner, 2024). This was also a value affirmation of teamwork and stepping up during difficult times for the guest's benefit. On a personal level, I learned that being proactive, while remaining composed, with direct ramifications to my professionalism, as well as the guests' and teams' trust in me, is an important value to exercise personally and professionally. Ultimately, I now see beyond the immediate uncertainty, how leadership style, motivation, and communication.
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Operational Change: I would suggest establishing daily team briefings for the front-of-the-house team at the start of each shift. These brief team meetings would be an opportunity to clarify specific functional responsibilities as they relate to operations, share guest observations with team members, and offer staff time to voice any concerns (Satterstrom, Kerrissey and DiBenigno, 2021). 
Alignment with Industry Best Practice: Regular team briefings occur quite often in the hospitality industry as a best practice. Each of these meetings is not only effective communication, but also helps to engage the front of the house team members and teamwork. Each of these meetings reinforces the team with discussion, but also further engages all participants. The association of shared ownership and transparency serves as one of the beneficial elements of democratic leadership (Woods, 2021). 
Expected Impact: Ultimately, this would assist all parties with the. I intend to take this learning with me into my next management or placement role, possibly utilise meetings and try to encourage engagement, delegation and shared ownership and decision making in the hopes of positively impacting the entire environment. 
[bookmark: _Toc212228635]Conclusion and Development Plan
In brief, my placement at Mercure Doncaster Centre Danum Hotel has provided me with a great deal of knowledge regarding the operational and management side of the industry. More specifically, this has involved leadership, teamwork, and guest service. The use of Gibbs’ model of reflection has made it evident to me the importance of communication and motivation for service excellence. I have also gained a better awareness of the notion of organisational culture relating to the different types of culture discussed in Personnel Resourcing & Development and how this could affect an employee’s engagement and performance. In addition, the content learned in the Hospitality & Guest Services Unit backs up my reasoning from my placement and has helped reinforce my views towards managing customer expectations and service recovery. My personal development goals are to improve my self-efficacy in leadership, my further development in interpersonal communication, and my proactiveness in dealing with problems. 
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