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[bookmark: _Toc182306261]Introduction
Managing guest service operations includes managing customer requirements and various front desk operations which ensures a high level of consumer satisfaction. The following context will reflect on an individual’s experience as well as personal development within The Falcondale Hotel by using the Gibbs Reflective Cycle. During my placement at The Falcondale Hotel, I was presented with different guest service operations which included cleaning guest rooms, managing breakfast setups, preparing for events as well as assisting in dining.  The experience aims to enhance my overall understanding of various skills to fulfil high guest service standards. Along with this, it will also explain the significance of various technical knowledge as well as work-based abilities to fulfil customer service expectations. Different work-based abilities while working in the hotel along with their importance to customer service standards will be illustrated here. Moreover, the below context will also elucidate the experience of the individual regarding organisational issues. 


[bookmark: _Toc182306262]Section One: Reflection on Personal Development and Experience
The below context will reflect the experience of the individual while working at The Falcondale Hotel by utilising Gibbs Reflective Cycle. 
Description
My role as a housekeeper involved a wide range of tasks from welcoming customers during breakfasts to cleaning tables as well as preparing the areas of dining for dinner and lunch. I was also involved in cleaning rooms, restocking services as well as changing linens. Moreover, shadowing a supervisory position offered insight into managing as well as coordinating customer service activities around the team (Creately, 2023). 
Feelings
Initially, I felt both overwhelmed as well as excited due to having a wide range of tasks. I enjoyed communicating with customers as well as searching for the instant impact of my work on their experiences. Moreover, I also felt nervous regarding the responsibility of maintaining the high standards of The Falcondale Hotel. After becoming comfortable, I understood the experience rewarding as well as valued the guidance of the team which made me feel supported as well and valued (Robinson, 2022).  
Evaluation
The experience at The Falcondale Hotel was a positive one which enabled me to understand practical or real-life skills like preparing tables for breakfast and guaranteeing that guest rooms fulfil luxury standards (Sekarwinahyu et al., 2019). One of the most enjoyable parts was seeing customers enjoy the welcoming and clean spaces we arranged. Moreover, there were also some difficulties with quick turnaround required for breakfast as well as the physical demand of housekeeping. 
Analysis
The experience highlighted the significance of detailed attention, teamwork as well as communication in a hospitality business. My earlier experience in consumer service was advantageous and I understood that operating in a luxurious hotel needed various additional abilities like table setups and cleaning spaces. I also recognised that staying organised and efficiently interacting with team associates has helped to fulfil service standards (Adeani et al., 2020). 
Conclusion
My placement at The Falcondale Hotel strengthened my understanding of various abilities required in the hospitality business. I improved my communication and teamwork abilities which has assisted me to become more efficient in my job role. I would concentrate on developing quick reversal times for tasks as I found myself trying to perfect details while considering the outflow of speed (Pyrilia, 2024). 
Action Plan
I need to work on developing my efficiency in accomplishing tasks without hampering the quality. I am also required to develop my overall understanding related to guest service standards by observing experienced team members and applying the aspects I have learned while managing tasks in a high-pressure condition. 
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Description of knowledge and skills along with their importance in fulfilling customer service expectations
I observed the way my supervisor engaged with different teams to maintain service quality across the hotel. For example, I understood that arranging a restaurant needs effective knowledge of presentation such as room cleaning, time management as well as attention to detail. Each skill helped me to fulfil the high expectations of customers in the hotel. Different work-based abilities such as prompt guest service as well as precise table setting were crucial (Hospitalitynet, 2024). Technical knowledge such as preparing certain breakfasts as well as managing cleaning equipment significantly contributed towards maintaining customer service standards. For instance, polishing glassware, as well as cutlery, needed both patience and precision as small inadequacies could influence the impressions of customers. My overall experience allowed me to understand that technical abilities in the hospitality industry are essential to influence overall customer satisfaction. 
Examples
One crucial example was assisting and guiding with wedding preparation. The capability of the team to work effortlessly to establish an effective setup displayed the significance of coordinated efforts. Moreover, while setting arrangements for breakfast, I understood the way having food items in an attractive arrangement significantly contributed towards effective dining experience. Monitoring and observing these practices assisted me in escalating the required aspects in a luxurious setting (Thefalcondale, 2024). 
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Reflect on overall experience by considering one situation that one has faced while providing guest services.
One challenge I faced was managing customer's requests during a busy breakfast period. A customer asked for certain aspects that were not available which hampered the service flow. This type of situation may hamper the brand recognition of the hotel which can lead to reduced sales and profitability margin (Userpilot, 2024). This particular situation represented the significance of anticipating customer needs as well as being organised with various additional options.
Impact of the issue on guest service, operations and performance of the departments
 The above-mentioned issue disrupted the service flow as well as influenced my capability to fulfil customer expectations effectively. The delay in fulfilling their request represented a gap in our willingness to manage certain requests during peak times which may affect the perception of customers regarding our service (Dam and Dam, 2021). When customers feel dissatisfied, they do not conduct repetitive purchases which may reduce the sales as well as profitability margin of The Falcondale Hotel. 
Illustrate some strategies to address the issues by using relevant theories.
One potential solution may involve applying principles of active consumer service such as always preparing alternative options. The utilisation of the SERVQUAL model is beneficial for The Falcondale Hotel which highlights responsiveness as well as reliability in service. This theory also indicates that anticipating customer requirements can develop satisfaction (Rusmahafi and Wulandari, 2020). Additionally, I am also required to advocate for effective communication along with making preparations for the morning shift to guarantee that special guest requirements can be fulfilled efficiently. 
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The above context has shed light on my overall experience as well as my understanding of The Falcondale Hotel. I have understood that maintaining luxurious guest service standards needs both a proactive approach as well as technical skills while reflecting on my experience at The Falcondale Hotel. The overall experience has allowed me to develop my adaptability, communication as well as capability to work under pressure. Moreover, my action plan includes concentrating more on efficiency as well as understanding more about hospitality standards. I also work actively on my anticipation abilities which will allow me to fulfil customer needs without any kind of delays. This placement has provided me with an in-depth appreciation for the overall work included in creating an effective customer experience. It will assist me to enhance my personal as well as professional roles in the hospitality industry. 
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	Week 1

	Experiences/Challenges/Lessons/Tasks
	Time 
	Signature of the student 
	Signature of Hotel Mentor 

	I met the whole team including the hotel managers and other employees who helped me through my journey at The Falcondale Hotel. I was introduced to different areas such as the kitchen, restaurants, guest rooms and reception areas. I followed team associates who familiarised myself with processes around different areas. Adopting the face-paced atmosphere was challenging such as learning the coordination as well as timing needed to keep service effortless. I understood the significance of communication as well as teamwork while delivering effective service as each department needs to ensure that customers have an effective and positive experience. 
	Morning Shift (10 Am -6 Pm)

	
	

	Week 2

	As customers arrived for breakfast, I assisted in taking orders whereas chefs arranged meals. Different self-service items such as bread, fruit as well as cereals were arranged and I assisted in serving coffee, tea and other drinks.  I was also accountable for arranging tables with polishing tools, and fresh flowers and guaranteeing the dining area remained clean. I also enjoyed communicating with customers when they showcased appreciation for the service. Getting positive feedback from them boosted and raised my confidence level. Apart from that, I enhanced my time management abilities and understood the significance of fresh flowers to create an effective environment. 
	Morning Shift (10 Am -6 Pm)

	
	

	Week 3

	I joined the team of housekeeping for understand room maintenance as well as preparation. It involves cleaning guest rooms, stocking amenities as well as replacing linens. We polished mirrors, and furniture as well as cleaned each room. Bathrobes and fresh towels were positioned on beds and the team worked to guarantee each room felt fresh and effective. The physical demand of the housekeeping department was significant due to back-to-back cleaning schedules. I also realised the importance of the housekeeping department in customer satisfaction. A well-prepared as well as clean room sets a high level of standards and generates an effective relationship with customers. 
	Evening Shift 
(6 Pm to 2Am)
	
	

	Week 4

	During 4th week, I assisted in washing, dry as well and iron linens including towels, bed covers as well and tablecloths. I was also involved in arranging tables for group events and different occasions. After laundering, we warehoused them for usage. I also helped to rearrange chairs and tables for weddings as well as group bookings. I experienced challenges while keeping track of laundry procedures as a result of the linen volumes which required attention. I realised that accurate management and planning in the laundry area are key to evading disruptions in service.  
	Evening Shift 
(6 Pm to 2 Am)
	
	

	Week 5

	I also served breakfast for guests as well as assisted in preparing the dining area for any wedding or other occasions. Arranging and decorating areas for special events needed attention as well as precision. One of the positive moments experienced was I enjoyed seeing the changes in the space as well as understanding it would be dedicated to an individual's special day. Balancing daily responsibilities with event preparations was devastating sometimes. Moreover, working under pressure as well as managing time efficiently is essential for guaranteeing daily service as well as event preparations are accomplished on time. 
	Evening Shift 
(6 Pm to 2 Am)
	
	

	Week 6

	While working at The Falcondale Hotel I was engaged in managing more customer requests directly. During the sixth week, I was responsible for polishing glasses, cleaning spaces as well and helping in the bar area. I also served food to the guests and assisted with different additional tasks based on customer requirements. I realised that I was required to adapt quickly when unexpected customer requests came suddenly. Moreover, I understood that willingness and flexibility are crucial in hospitality as fulfilling customer satisfaction includes adjusting to certain requirements. 
	Morning Shift (10 Am -6 Pm)
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