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[bookmark: _mtyj1y8ygsvc][bookmark: _Toc182323349]Introduction
The guest services in the hospitality business include accommodating guests, welcoming and assisting them, answering their queries and issuing keys while processing payments (Özdemir et al. 2019). Guest service agents of Rossington Hall are in charge of promptly and effectively resolving complaints from visitors (Rossington Hall, 2024). They have to be able to hear the anxieties of the guests and comprehend their requirements while responding appropriately to address the problem (Nwokorie, 2021).
My learning objectives for my undergraduate placement as the trainee guest service supervisor at Rossington Hall include:
· To learn how to meet the diverse needs of the visitors at Rossington Hall
· To enhance guest service by improving the proacting understanding of each guest’s expectations and preferences. 
· To build interpersonal communication skills and interact with managing guest concerns and diverse clientele. 
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[bookmark: _e19f7fat3s3h][bookmark: _Toc182323351]Section 1: Reflection on experience and personal development
Introduction: I will use Gibb’s reflective cycle and outline by understanding as a trainee housekeeping supervisor on the guest service operations in Rossinton Hall, UK. 
Description: I held the position in charge of guest services and housekeeping supervisor, which included day-to-day tasks like greeting visitors, responding to their enquiries, laundry services, addressing grievances, and making sure that client requirements were always fulfilled. I also have performed serval housekeeping roles there like welcoming guests, cleaning rooms after guests leave, clean after private hires, Christmas decorations, laundry services and serving at the buffet.
Feelings: Initially I felt grief and disappointment for regular attending guests and solving their problems without any prior experience. I have expected that in Rossington Hotel someone will guide me or put me in the guest servicing team as I am a trainee and help me to understand the complexities of decision-making and guest services. I felt very much questioned and under utilised the value of my placement according to my career goals, during routine laundry and cleaning rooms. Later on, I felt that each position adds value to general hotel functions. I felt a combination of perseverance and success after the job since I had learnt to adjust while finding value in unanticipated parts of it.   
Evaluation: I have evaluated that regular interaction with guests has improved my communication and problem-solving skills. Engagement in different works provides the holistic idea that is needed to create a seamless guest experience (Casado, 2000). I have also understood that excellence in each task, whether it serving, cleaning, greening or meeting, relies on detailed attention to boost the brand image.
Analysis: The majority of our training consisted of carrying out these duties under the supervision of managers, instead of getting exposed to the management decision-making procedures that my colleagues and I were searching for. I learnt from my time there that hospitality leadership is complex and calls for knowledge of both technical and leadership abilities. Even though I was not able to accomplish my original goal, I gained important insight into leadership in a roundabout way. It has been evidenced to establish prominent standards and encourage enthusiasm by interacting with customers and employees (NIKOLSKAYA et al. 2020).
Conclusion: I believe I could become more productive and get involved if I get proper training and exposed to a greater range of tasks. In addition, I discovered that excellent leadership entails not just leading but also enabling everyone on the staff to comprehend how they are helping support the objectives of the business.  
Action Plan: In future, I will acquire practical skills in the regions I wouldn't have otherwise investigated, such as monitoring inventories for event configurations, assessing the standard of rooms, and setting up various facilities. These lessons reaffirmed that knowledge of both high-level strategy and administrative specifics is necessary for the effective management of hotels (Haag, 2013). Now I have a lot of operational knowledge, I intend to expand on such skills by researching company norms and optimal procedures for every position to see how they may support managerial performance.
[bookmark: _u9loiy3ahy0c][bookmark: _Toc182323352]Section 2: Critical analysis of work-based skills and technical knowledge
Working directly with visitors in a variety of contexts, from official events to working at The Lodge, serving breakfast and afternoon tea, helped me develop my communication skills while showing me the value of competence and flexibility. I was often given a variety of responsibilities, including greeting and event assistance, housekeeping, and more. At first, I thought that changing duties would restrict my specialisation, but I soon saw that flexibility permitted me to make a significant contribution in every field. I was required to rapidly pick up all of the abilities needed for each assignment to fulfil the acceptable requirements. For example, I was appointed in charge of arranging and running the buffet at a wedding event in our hotel. I changed the design of the site to enhance visitor flow after realising how the configuration was creating congestion. My ability to solve issues was improved based on the previous experience,this also made me realise how crucial it is to pay attention to specifics and modify approaches. 
[bookmark: _xpdf2umhzurj][bookmark: _Toc182323353]Section 3: Reflection on Organisational Issues at Rossington Hall 
I wanted to see how choices are taken and plans are carried out at Rossington Hall, so when I started working there, I expected to learn more about management-level activities. I did not understand the administrative aspects of event planning, such as budgeting, teamwork, and scheduling. There were several communication gaps during high-demand events like holiday functions or weddings. For example, I met a visitor who had high hopes from a previous visit yet was unhappy with several parts of the room's layout and took part in one noteworthy event. I resolved her problem right away to satisfy her demand, using my ability to communicate and solve issues under stress. However, a large portion of the guest service work involves operations chores including visitor registration and serving housekeeping (Raghubalan and Raghubalan, 2014). I felt unsure about my tasks and my educational objectives since my function in the housekeeping team at Rossington Hall was not clarified. The solution for this issue includes effective onboarding and application for job rotation which define work-based learnings and provide trainees with insight into a variety of hotel operations which are lacking the knowledge of management (Simon, 2019). Herzberg's 2-factor theory states that motivation and hygiene factors are behind job dissatisfaction and satisfaction. (Sobaih and Hasanein, 2020).
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Figure 1: Herzberg 2 Factor Theory
(Source: Ann and Blum, 2020)
According to Herzberg's 2-factor theory, these situations can be improved by enhancing my involvement, and work satisfaction and improving training to ensure job satisfaction. 
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Based on the reflection, it is already clear that during my undergraduate placement at Rossington Hall, I possessed several work-based and technical skills in housekeeping and guest service management. Initially, I was a bit frustrated with my work but later on, I focused only on developing my managerial skills and believed that foundational hospitality and operations are equally essential for hospitality organisations. 
In future, I will improve my ability to do housekeeping and guest services which potentiate guest retention and sales growth. I will boost my productivity and focus on practical managerial tasks which help me to build my proficiency in foundational hospitality skills and operational tasks with technical knowledge. I believe I might be better able to comprehend the practical aspects of hosting and be prepared to engage more guests in future event-based employment if I were exposed to events coordinating from an organising standpoint.   
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