


Hotel Placement at The Coldra Court Hotel (by Celtic Collection)
Managing Guest Service Operations





Student Name: Lenuta Maria Furo
Student ID: 2019723
Module: 6003
[bookmark: _Toc137226692]Lecturer: Rodrigo Fernandes Aguilera

Introduction
This learning journal focuses on my experience managing guest service operations at Coldra Court Hotel. During my placement, I shadowed the front desk, and HK. I applied the Gibbs reflective model to analyse my performance and adopt methods for boosting visitor experiences. This placement gave important insights into the complexity of hotel management, underlining the significance of prioritising client pleasure and aiming for excellence in guest service operations.

[bookmark: _Toc137226693]Overview of the Organisation

[bookmark: _Toc137226694]Coldra Court Hotel is a notable hospitality business situated in Newport, UK. Situated within proximity to the Celtic Manor Resort, the hotel provides a convenient and pleasant stay for both leisure and business visitors (Coldra Court Hotel, 2023). The hotel has outstanding facilities including a restaurant, bar, fitness facility and numerous event rooms for conventions or special events. 
Gibbs Reflective Learning Cycle
In this reflective report, I will cover my experience managing guest service operations during my placement at Coldra Court Hotel. I have applied the Gibbs reflective model to assess and evaluate my occupational, personal, and academic progress during the placement. It will reflect on my success in self-management and growth, task management, using initiative in workplace difficulties, communication, and application of information (Adeani, Febriani and Syafryadin, 2020). Through this reflective approach, I intend to develop a better knowledge of my evolution and identify opportunities for future improvement.





Description
During my placement at Coldra Court Hotel, I shadowed the position of supervising guest service operations. This involves directing different parts of guest services, including front desk operations, concierge services, cleaning, and guest relations. 
The Hotel has 148 rooms from standard rooms up to Disabled room type and also Deluxe rooms, one restaurant The Rib where guest can serve breakfast and dinner and one Lounge bar ,5 Conference & Meeting rooms, Spring Health Club with gym, sauna, steam room and spa pool. Golfers and residents dining in the main resort can be booked throughout Celtic Manor and shuttle bus can be arranged for guest’s transport.
The AA ratings that deals with hotels procedures and standards to make sure they adhere to latest regulations, emergencies reports are printed every 4 hours in case of emergency evacuation, this report will reflect the most vulnerable guests and their room numbers in order to be assisted to reach to assembly evacuation point.
Weekly operational meetings are taking place and are organised by management at 14:00 pm to discuss and organise and plan ahead following weeks occupancy and events forecast. Payroll forecast is discussed, daily events, menus, guest feedbacks and comments. Also, staff needs in the staff room for improvement and action to be taken. Daily briefings are held at 10:00 am with all departments to discuss daily agenda. 
My major purpose was to assure client pleasure and offer a high degree of service across the property (Klenert, 2021). Throughout the placement, I actively participated in responsibilities connected to managing guest service operations, including receiving client enquiries and complaints, working with various departments, and ensuring smooth operations in guest service areas.
Feelings:
At the beginning of the placement, I felt a combination of enthusiasm and fear. I was anxious to contribute to the success of the hotel and obtain practical expertise in managing guest service operations. As the job proceeded, I experienced a variety of feelings, from pleasure when addressing guest complaints to periods of irritation when encountering operational obstacles. Greeting guests with a smile and hold eye contact throughout the interaction, anticipating they questions and finding the best solution for their needs.
Evaluation:
Upon consideration, my assessment demonstrates tremendous advancement in occupational, personal, and intellectual development throughout my placement. Learning check in and check out on Opera hotel system as part of daily procedures used by the hotel.  I have substantially improved my self-management and growth skills by sharpening my time management talents, successfully prioritising assignments and displaying flexibility in a fast-paced atmosphere. Furthermore, my task management qualities have experienced improvement as I effectively collaborated with team members, allocated duties, and ensured the flawless execution of everyday operations (Fu et al., 2020). These advancements have contributed to my overall growth and preparation for future professional pursuits in managing guest service operations.
Analysis
Effective communication is a cornerstone in successfully managing guest service operations. During my placement, I honed my interpersonal skills by actively listening to guests, empathising with their needs, and providing clear and concise information to address their inquiries. Additionally, the knowledge gained through my academic studies allowed me to grasp the theoretical underpinnings of guest service management (Aryee et al., 2019). I was able to make informed decisions, effectively analyse situations and implement strategies that enhanced the overall guest experience by applying these concepts in real-world scenarios. This integration of theory and practice not only deepened my understanding of the hospitality industry but also sharpened my critical thinking and problem-solving abilities.
Conclusions
[bookmark: _Toc137226695]Through this employment, I have received significant insights into the complexity of managing guest service operations. It has underlined the significance of emphasising guest and visitors pleasure and generating outstanding experiences. I have learnt to manage problems such as addressing visitor complaints, collaborating with multiple divisions, and maintaining effective communication throughout the business (Liu et al., 2021). Moreover, this experience has boosted my practical skills, self-confidence, and capacity to adapt to changing work conditions.


Action Plan:
	Goals
	How to Improve
	Timeframe

	Develop self-management skills    
	Take on additional responsibilities.
Set clear goals.
Refine organisational skills
	Next 3 months

	Enhance task management abilities
	Take on additional responsibilities.
Set clear goals.
Refine organisational skills
	Next 3 months


	Improve problem-solving skills
	Seek opportunities for strategic thinking.
Analyse data for insights and solutions
Propose innovative solutions for guest service improvements
	Next 6 months

	Enhance communication skills
	Participate in training programs.
Seek feedback from supervisors and colleagues.
Practice effective communication techniques
	Next 3 months



Management Issue
[bookmark: _Toc137226696]Description of the Issue
During my placement at Coldra Court Hotel, I witnessed a management problem surrounding insufficient communication between the front desk and cleaning divisions. This problem affected the organisation's operations and management, resulting in delays in room readiness, inefficient visitor check-ins and a reduction in client satisfaction. The absence of good communication between these departments resulted in the misalignment of priorities and hampered the smooth flow of activities.
[bookmark: _Toc137226697]Impact on Operations and Management
The limited communication between the front desk and housekeeping teams produced issues in arranging room cleaning schedules, monitoring guest requests, and assuring the timely availability of clean and prepared rooms. This problem created delays in room readiness, resulting in guest unhappiness, unfavourable internet reviews and significant revenue loss for the hotel (Anferova, 2020).
[bookmark: _Toc137226698]Analysis and Proposed Solutions
Implement a Communication Platform: Utilise digital tools or software that allow real-time communication between the front desk and housekeeping divisions. 
Cross-training and Departmental Awareness: Provide cross-training opportunities for staff employees in both departments to promote understanding and cooperation (Hernaus, Černe and Škerlavaj, 2021). 
Standardise Communication Protocols: Establish explicit communication rules and expectations for each department (Jhaiyanuntana and Nomnian, 2020). This might include frequent briefings, checklists, or logbooks to ensure critical information is routinely presented and recorded.
Encourage Comments and Recommendations: Create a culture of open communication where staff members are encouraged to give comments and recommendations for development. This may assist uncover probable bottlenecks or issues and promote a sense of duty and accountability among personnel.
[bookmark: _Toc137226699]Regular Performance Evaluations: Conduct frequent performance assessments for staff in both areas, with a focus on their abilities to talk effectively and work (Aguinis and Burgi-Tian, 2021). Provide instruction or mentorship as needed to enhance speaking abilities.
Conclusion
In this learning journal, my placement experience in managing guest service operations at Coldra Court Hotel has been informative and enjoyable. It has expanded my knowledge of the hospitality business and underscored the significance of prioritising guest enjoyment. Through excellent communication, problem-solving and teamwork, I have learnt insights and talents that will support my future success in the field.
[bookmark: _Toc137226700]
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