


Basic Acknowledgement format of AI tool use

I acknowledge the use of Grammarly (https://www.grammarly.com/) on 25 February 2025 to check my work using the prompt(s): 
1. Please check the following text for readability, grammar and syntax. 
I confirm that I have not presented any AI-generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence. 

Introduction
The guest services are the key part of any hotel and since they are mostly the single point of contact of a customer then the experience provided should be satisfactory (Fallon and Rutherford, 2020). The departments at Best Western York House Hotel are Housekeeping, Maintenance, Leisure Club, and Meetings and Events departments, which stay together to provide customer value. I accompanied a supervisory role in the Housekeeping, thus learning much about administrative and practical organizational experiences in guest service. Thus, my learning objectives included the improvement of work-related competencies, including communication and problem-solving skills, time management and other technical skills; and the increase of subject knowledge in the sphere of guest service and the possibility of using operational procedures and service recovery strategies.
[bookmark: _Toc190384947]Section 1: Reflection on Experience and Personal Development
Description
In my observation, I followed a housekeeping supervisor who monitored rooms by making sure that they complied with cleanliness and quality protocols. I noted how they organized themselves and assigned duties; how they went round checking on the room cleanliness with the housekeeping attendants. Also, I observed how the supervisor accommodated the guests if they needed more services such as issuing them amenities like towels or changing their rooms and at the same time maintaining the schedule of the housekeeping department (McLeod, 2024).
Feelings
At the beginning it was rather exciting as well as challenging. Housekeeping was highly demanding, and effective time management as well as attention to details was very important. I observed that the supervisor is well-mannered in handling a large number of staff as well as handling the guests’ complaints. Although at some point, I experienced pressure whenever guests interfered with work, I equally enjoyed the job, especially when guests offered nice commendations regarding the cleanliness of the room and the service we provided. 


Evaluation
One of the valuable lessons learnt in the process was the relevance of an effective team and cooperation. The integration between the housekeeping department and the front office was efficient in handling of rooms, LOS and early check-in/check-out respectively. Nonetheless, a significant issue that was particularly difficult to manage was complaints on issues to do with room cleanliness. An example was one guest who expressed a dissatisfactory experience of the room being unavailable or unprepared as expected on his/her arrival. When the issue arose, the supervisor promptly organises a team to look into the matter and I learned the need to perform quality checks to avoid such incidences. 
Analysis
This was a useful in expanding my knowledge on leadership especially in the operative positions. Apparently, a supervisor not only controls the assignments but also motivates the subordinates, making them effective workers (Cătălina Mărcuță, 2024). The leadership style that was positively employed in this station was as per the Herzberg’s Two Factor Theory, that involves recognition and constructive feedback, improving job satisfaction. The supervisor often encouraged the staff to work harder, and he appreciated the efforts of the employees, so that they felt appreciated, hence working harder (Young, 2024).
Conclusion
It helped me to learn aspects and skills related to supervisory and management of guest service staff and other aspects of customer care and service. They also taught me the importance of achieving guest satisfaction as much as it is possible to achieve while remaining practical. In the future, there are various aspects that I think should be worked on, including effectiveness in solving guests’ complaints and assertiveness.
Action Plan
To deal with conflicts, I will take training in customer relations and act out some of the conflicts that arise in such relations. Then, I will examine some cases of service recovery to learn about the ways of managing guests’ dissatisfaction.

[bookmark: _Toc190384948]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Experience and professional competency in the workplace are both indispensable features for an outstanding performance of guest service. During the shadowing, the roles played and responsibilities assigned to me enabled me to gain leadership, decision-making and conflict-solving/management competencies (ASET, 2017).
One general skill I acquired was quality control, especially in the housekeeping division. Some of the aspects that would be given a meticulous inspection were confined spaces, issues to do with hygiene and staff etiquette. It was important for technical knowledge, for instance, cleaning procedures for various surfaces and fabric kinds. The effectiveness of supervisors also goes a long way in maintaining the reputation of the brand by implementing set organisational policies.
Moreover, I improved my problem-solving skills during work experience in various areas of the organization or in difficult exercises (Kinni, 2015). As for the strengths relative to other industries, one of them is concerned with the impossibility of predicting all possible situations at work, for instance, lack of staff or customer dissatisfaction. In one day, there were some constraints in housekeeping services and this led to a situation where rooms were not available on time. Another area of learning was watching how the supervisor was able to reshuffle staff, swore to change the cleaning time and communicate with reception to meet the expectations of the guests. This experience revealed the significance of flexibility and planning in advance in the management of hospitality service organizations (Bevanda, 2024).
Another of the conceptual learning acquired during the period under review was guest interaction. This is a detailed activity that is often not easily seen by customers; however, supervisors are always in direct contact with guests mostly to resolve complaints. An important part of the job was understanding the necessity of staying professional and understanding patients even in the most trying of circumstances (Wood, 2013).
[bookmark: _Toc190384949]Section 3: Reflection on Organisational Issues
An example of a guest service problem that I faced was a guest complaint about the state of hygiene in the room. A guest complained of the condition that the room was in upon arrival and pointed out that it had dust and an untidy bathroom. From the customer's perspective, this issue was promptly affecting the experience of the guest, demoralising the most loyal housekeeping members, and tarnishing the reputation of the hotel (Bagdan, 2021).
The guest reported the issue to the housekeeping supervisor and, after the latter checked the room, and apologized to the guest, a deep cleaning was organized. While the issue was resolved it focused on some important operational issues like the issue of quality and the need to check on the same (Fanthome, 2017).
To avoid such incidents in the future, I recommend that the hotel should engage in hiring practice the following measures: engaging a checklist for room inspection before clients check-in. In-service training on the set standards of cleaning and how to achieve them efficiently could also improve the services offered. The Expectation-Disconfirmation Theory by Oliver (1980) which holds that customer satisfaction depends on how satisfying those expectations are was used (Young, 2024). Therefore, by a proper check on quality control measures the hotel will be well in a position to meet customer expectations and rare complaints (Solnet, Kralj and Baum, 2013).


[bookmark: _Toc190384950]Conclusion and Action Plan
Consideration of the operation and management of guest service in my placement has proved invaluable to me. This particular experience has helped me improve my leadership abilities, communication skills, as well as ability to solve problems since these are important elements in the profession of hospitality management. In the near future, I would like to enhance my skills in team management and communicating with guests more fluently. To do this, I intend to take further training in; service delivery and leadership. In the same manner, I will also pursue mastery and enhance my technical competence in hospitality operations by taking more of the workshops and seminars advocated. Altogether, the placement at the Best Western York House Hotel has been quite beneficial, as it allowed me to comprehend the nuances of managing guest services in practice. Even the interactions in the classroom, group assignments and group projects are most appropriate for the enhancement of my professional experience towards my future dreams in the hospitality industry.
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