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[bookmark: _Toc129355529]Introduction
The hospitality business places a significant emphasis on managing guest service activities. It is necessary to have the capacity to comprehend the expectations of the guests and to provide service that goes beyond their expectations (Morrison & Thomas, 2019). I was allowed to get significant expertise in managing guest service operations while working as a room cleaner at the Delta Hotel by Marriott in Birmingham. In this reflective report, I will talk about my experience working at the hotel, including the required knowledge in guest management, the skills connected to guest management that I have achieved, and difficulties that have been recognized, along with potential remedies.


[bookmark: _Toc129355530]A short background of the hotel and my placement in the hotel
The four-star Delta Hotel by Marriott Birmingham can be found in the midst of one of the UK's busiest cities. The hotel's stellar reputation for quality service and convenient amenities has made it a favourite of vacationers and businesspeople alike (Lashley & Morrison, 2018).
I cleaned rooms at the Delta Hotel by Marriott in Birmingham during my work. This position was crucial to preserving the cleanliness and comfort of the guest rooms. Among my duties was maintaining clean and stocked guest rooms and attending to guests' needs. As part of my job, I was compelled to converse with visitors, which honed my interpersonal skills frequently. I rubbed my skills in interacting with customers from all walks of life, learning to empathize with their situations and respond to their demands with patience and good cheer. Besides the chefs and waiting for staff, I also got to know the hotel's receptionists and housekeeping supervisors during my time there. Thanks to this, I was able to learn how the hotel as a whole functioned, as its various divisions contributed to my education. I understood how cooperatively all departments work to provide guests with a memorable and stress-free stay. As an employee of the Delta Hotel by Marriott Birmingham, I gained invaluable expertise in the hospitality business. I improved my abilities in communication, problem-solving, and attention to detail, which are crucial in leading guest service operations. In addition, I saw the value of working with my colleagues to give customers the finest service possible. In conclusion, my internship at the Delta Hotel by Marriott Birmingham was a great learning opportunity that has set me up well for a future career in the hospitality business.
[bookmark: _Toc129355531]Required knowledge of guest management
Knowing how to manage guest service operations takes a wide range of expertise, but providing your guests with a great time is crucial. One must first have a solid grasp of the hotel business to fully grasp customers' needs and the many aspects that go into running a successful establishment (Choi & Chu, 2017). To provide the best possible service to customers, it is essential to be familiar with the hotel's policies, processes, and standards. A firm grasp of guest service fundamentals is also crucial when managing guests. To achieve this goal, it is necessary to focus on the specifics of each guest's situation and tailor your service accordingly. Strong verbal and written communication skills are also crucial for success in the field of guest services management (Enz, 2020). Clear communication is essential to meet the needs and demands of guests in a timely and effective manner. Being able to actively listen to visitors' issues and respond appropriately is crucial.
Any guest manager's ability to think quickly and creatively about solutions to issues is another essential quality. To keep customers happy during their stay, hotel employees must soon spot problems and implement solutions. It is necessary to take a preventative strategy to prevent issues from escalating. Having a firm grasp of modern technological developments is also crucial for the success of any guest services manager. To do their jobs effectively, hotel employees must be familiar with various applications and platforms. This aids in the organization of guest information and the delivery of individualized service. The hotel's brand and image must be thoroughly understood, as well, to guarantee that guests have a positive and consistent experience. To keep the hotel's stellar reputation intact, service must always be consistent. Managing guest services is a multifaceted role that requires expertise in customer service theory, communication, problem-solving, technological savvy, and brand management. Maintaining satisfied customers requires skilful management of these features.
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During my time at the Delta Hotel by Marriott in Birmingham, I was allowed to develop various skills linked to the administration of guests. For instance, I used to work in reception, where I was required to interact with many individuals and converse with all of those people. As a result, my abilities in communication and managing groups of people improved. Due to what I have learnt, I can now actively listen to guests, empathize with them, and effectively meet their needs. As a result of handling customer complaints and finding satisfactory solutions to such issues, I developed experience in problem-solving and conflict resolution. In addition, I became familiar with the hotel's facilities and services, which enabled me to provide correct information and suggestions to hotel customers. I have learned how to be proactive in anticipating the requirements of guests and exceeding their expectations of those guests. For instance, I always ensured enough towels for guests who had requested them the day before.
My experience in housekeeping helped me become more adept at solving complex problems. I was responsible for ensuring that the guest rooms were cleaned and ready for the next guests, as well as dealing with various difficulties, such as goods that were misplaced or damaged property. Through trial and error, I learned to discover workable answers to problems effectively.
[bookmark: _Toc129355533]Problem Identification and solution
The management authority of the hotel is having trouble communicating effectively with the establishment's patrons. Visitors are dissatisfied since they do not receive timely answers to their questions and their concerns are not being addressed effectively. This is causing displeasure among hotel guests, which in turn is harming the property's reputation.
The management of the hotel could put any of the following strategies into place to address the issue of communication:
· Train Staff: The hotel might offer communication training to help its employees communicate more effectively. The staff needs to be instructed on how to attentively listen to guests' needs and concerns, as well as how to answer their questions and concerns in a timely manner.
· Employ Technology: To provide timely responses to the inquiries posed by customers, the hotel could use technology such as chatbots and messaging systems. This would enable visitors to receive a prompt response to their questions while the hotel personnel could concentrate on resolving more complex problems.
· Frequent Feedback: The hotel might present guests with a feedback form, enabling customers to provide feedback on their stay at the hotel. This would be done regularly. This Feedback could be utilized to improve the hotel's communication and the level of service provided to customers.
The solutions above are connected to customer relationship management (CRM). CRM stands for customer relationship management and is a strategy that focuses on developing long-term relationships with customers by understanding their requirements and preferences (Bowen & Chen, 2017). The hotel could create stronger ties with its customers if it put into practice the ideas discussed above, which would result in improved customer loyalty and business from previous visits.


[bookmark: _Toc129355534]Conclusion
Managing guest service operations is crucial in the hospitality sector and requires expertise in various areas (Bitner, Booms & Tetreault, 2015). As a housekeeper at the Delta Hotel by Marriott in Birmingham, I have obtained invaluable experience managing guest services operations, allowing me to hone different guest management skills. Excellent problem-solving, attention to detail, time management, and teamwork are necessary for effective guest management. Guest satisfaction can only be maintained by timely problem-solving and the implementation of solutions that are both effective and reasonable.
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