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Introduction:
It’s a great opportunity for me to do placement work at Hotel Maldron Newcastle. The hotel is located in the heart of the Newcastle city centre. This hotel is 4-star category with 265 rooms, it has opened in 2018. The Irish hospitality giant the Dalata Hotel Group has own this hotel. 

During my placement at Hotel Maldron Newcastle, I worked as a guest service operation assistant and was responsible for ensuring the smooth running of front-of-house operations. This placement provided me with the opportunity to gain practical experience and knowledge in the hospitality industry, specifically in guest service operations. However, during my time at the hotel, I observed a management issue that impacted the efficiency and effectiveness of guest service operations. I read a study by Siguaw and Enz (1999) that highlighted the importance of understanding guests' expectations in the hotel industry. The study found that guest expectations are shaped by a variety of factors, including past experiences, word-of-mouth recommendations, and advertising.

During placement time, my personal observation found challenges and reasonable solutions regarding guest service operations at Maldron Hotel Newcastle: 

Guest Services:
Guest services were a critical aspect of the hotel's operations. I noticed that there were some instances where guests complained about the cleanliness of their rooms, the quality of the food, and the noise levels in the hotel. To address these issues, hotel management needs to implement a system for monitoring the quality of guest services, including regular inspections of guest rooms and food quality, provide training to the staff to improve their performance and skills and ensure that they were able to handle guest complaints effectively (Bowie & Parry, 2013).

Customer Service:
Another issue observed was the lack of personalized customer service. While the hotel provided standard services, such as room cleaning and dining, there was no focus on providing personalized services to guests, such as arranging special events or providing customized recommendations for local attractions. To address this issue, the hotel management needs to train staff members to understand the importance of providing personalized services and empower them to make decisions that enhance the guest experience (Morrison, 2011).

Management:
Another challenge I faced was managing the hotel's operations effectively. I noticed that there were instances where tasks were not completed on time, and there was a lack of coordination between departments. I think management need to introduce a system for tracking tasks and a communication system to ensure that all departments were aware of each other's tasks and deadlines. I also delegated tasks and responsibilities to ensure that the workload was distributed evenly among the staff (Boddy, 2017).

People Management :
The hotel had a high turnover rate, which affected the overall performance of the staff. According to Saks and Gruman (2014), high turnover rates can be costly for organizations and negatively affect employee morale. I observed that some staff members felt undervalued and lacked the necessary support to perform their roles effectively.

Communication Issue: 
There was a lack of effective communication among the staff, which led to misunderstandings and conflicts. According to Guffey and Loewy (2015), effective communication is essential for achieving organizational goals. I observed that some staff members were hesitant to share their thoughts and opinions, which led to a lack of creativity and innovation.  To resolve this issue my opinion, hotel needs to implement a system for regular communication, including staff meetings, newsletters, and maintain communication channels. Maldron hotel also need to provide training to staff members to improve their communication skills (Boddy, 2017).

Marketing:
The hotel's marketing strategies were also an important aspect of the hotel's operations. I noticed that the hotel did not have a strong online presence, which was affecting the hotel's visibility and bookings. To address this issue, the management needs to demonstrate an online marketing campaign, including social media and email marketing, to increase the hotel's visibility. The hotel's website needs to up to date and provide relevant information to potential guests (Kotler & Armstrong, 2012).

Culture:
One of the challenges I faced was ensuring that the hotel's culture was aligned with its values and goals. I noticed that there were instances where staff members did not understand or align with the hotel's culture and values. To address this issue, hotel should implement a system for communicating the hotel's culture and values to all staff members. I also ensured that the hotel's culture was reflected in all aspects of the hotel's operations, including staff behaviour, policies, and procedures (Schein, 2010).

Teamwork:
The hotel needs to provide necessary training to staff members. The training focused on improving communication skills, developing a shared understanding of the hotel's culture, and building teamwork skills. This approach helped to improve staff morale and job satisfaction, which resulted in improved guest satisfaction and repeat business (Armstrong & Baron, 2002).

Self-management and development:
In a study conducted by Verbruggen, Steijn, and Meijers (2019), it was found that employees who engaged in self-reflection and self-assessment were more likely to exhibit self-management behaviours, such as setting goals and monitoring their own progress towards those goals.

Task management:
In a study by De Wolff and van der Klink (2019), it was found that employees who used task lists and prioritization techniques were more effective in managing their tasks and meeting deadlines.

Applying initiative in workplace problems:
A case study by Korkmaz and Akkocaoğlu (2018) demonstrated how an employee's initiative in identifying and addressing a recurring workplace problem led to improved efficiency and cost savings for the company.

Applying Initiative to Workplace Problems:
During my placement, I demonstrated my ability to apply initiative to workplace problems by proactively identifying issues and offering solutions. For example, when I noticed inconsistencies in service quality, I suggested that the hotel management establish a clear performance evaluation system and provide regular training and development opportunities for staff members. I presented a detailed proposal outlining the benefits of such a system and the steps required to implement it. This initiative was well-received by the hotel management, and they have since started developing a performance evaluation system for their staff.

Application of Knowledge:
Finally, I demonstrated my ability to apply my knowledge effectively to various tasks and issues during my placement. For example, when tasked with conducting a competitor analysis, I applied my knowledge of market research techniques to collect relevant data and analyze it effectively. I also applied my knowledge of hospitality industry trends to provide insights and recommendations for improving the hotel's guest service operations. By continuously applying my knowledge to various tasks and projects, I was able to provide value to the hotel and develop my skills further.

Conclusion:
My placement regarding guest service operations at Hotel Maldron Newcastle was a valuable learning experience and provided me with an opportunity to develop key skills in managing guest service operations, including self-management and development, task management, workplace problems, communication, staff meetings, customer feedback, marketing strategies, organization culture, teamwork, and employee motivation. Overall, the placement taught me the importance of effective leadership, communication, and continuous improvement in managing guest service operations.
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