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Holiday Inn, the UK-based hotel brand, is recognized globally for its commitment to guest service and hospitality (IHG Development, 2025). Guest services are offered by the hotel in different parts such as housekeeping, maintenance, leisure club and meetings, and events management. All departments are essential in providing high-quality service and not deteriorating the excellent brand image.
The primary learning objectives of this placement were to:
· Understand the day-to-day functions of guest service operations.
· Develop problem-solving, teamwork, and leadership skills in a professional hospitality setting.
· Improve technical knowledge including service software usage as well as compliance with health & safety regulations.
· Critically examine service challenges along with devising practical solutions for enlightening guest experiences.
[bookmark: _Toc190454311]Section 1: Reflection on Experience and Personal Development
Kolb’s Experiential Learning Cycle is comprised of four parts: Concrete Experience, Reflective Observation, Abstract Conceptualization, and Active Experimentation (Morris, 2020). By providing this framework I had a systematic way to analyze and improve my learning process during the placement.
Concrete Experience: During my placement at Holiday Inn Hotel, I gained hands-on experience across four key departments: Housekeeping, Maintenance, Leisure Club, Meetings & Events. As a Housekeeper in Housekeeping, I inspected rooms, checked inventory, and coordinated with the front desk for an efficient room turnover. The role is needed to have attention to detail and cleanliness standards (Casado, 2012). Moreover, I was a guest engagement, active hygiene, and safety standards contributor at the Leisure Club where I did guest facing, acquiring, and maintaining hygiene and medical standards while coordinating with activities chaperons amid the importance of customer satisfaction. Lastly, in Meetings & Events, I worked with other setups of the conference rooms, used catering services, and handled guest inquiries.
Reflective Observation: The roles of each department were key to good guest experience and efficient operation. High cleanliness standards by housekeeping were one of those influences which were highly affected guest perception and reviews directly (Park et al., 2019). Proactive repairs are important, according to maintenance, to prevent guest complaints and maximize operations. Effective communication and customer engagement in the Leisure Club experience lead to improved guest engagement and loyalty. 
Abstract Conceptualization: My experiences can be applied to different theoretical models using Kolb’s Learning Cycle. Cleanliness and maintenance are hygiene factors which have been explained using Herzberg’s Two Factor Theory (Sobaih and Hasanein, 2020). Service reliability is an aspect emphasized by the SERVQUAL model in maintenance operations. Leisure Club services satisfy guests’ psychological and esteem needs (Maslow’s Hierarchy of Needs). In Meetings & Events, Gantt Charts and Lean Management principles were used to optimize event planning and resource allocation (Rajić et al., 2023).
Active Experimentation: I applied my learning to recommend process improvements to Housekeeping, a maintenance checklist for quicker issue resolution, interactive guest activities in the Leisure Club, and taking the lead in event coordination. All this helped me develop my ability to solve a problem, leadership, and operational skills, which will serve me well in the future of hospitality management.
[bookmark: _Toc190454312]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
During my placement at Holiday Inn, UK, I was able to build on key skills required in the working environment and increase my technical knowledge. Performing numerous guest service operations, I was able to develop my professional skills and apply theoretical knowledge to the practice of the hospitality industry.
[bookmark: _Toc190454313]Key Work-Based Skills Developed
Communication Skills: I learned how to communicate professionally and confidently with guests, staff, and managers. Guest inquiries, replies to complaints, and communication with multiple departments were handled with clear and effective communication, ensuring their service delivery was seamless (Ntalakos et al., 2022).
Teamwork and Leadership: Collaborating in high-pressure situations improved teamwork and leadership (Ntalakos et al., 2022). I learned how to resolve conflicts, delegate efficiently, and back my colleagues, especially during housekeeping season and event planning season.
Problem-Solving: The adaptability and quick thinking to address operational challenges were needed. For example, I helped clear up a last-minute room assignment issue by communicating with the front desk and housekeeping to resolve it quickly before the guests complained.
Time Management: It was imperative to manage in-between multiple responsibilities. Completing housekeeping inspections, helping out in the leisure club, and aiding event setups allowed me to get better at prioritizing tasks and doing so while keeping to deadlines.
Technical Knowledge: I acquired practical experience with the hotel management system 'Opera PMS' for guest bookings and check-ins and hands-on experience with event coordination as well as basic maintenance which inculcated operational skills (Talukder et al., 2024).
[bookmark: _Toc190454314]Theoretical Application
The hotel employed the principles of Total Quality Management (TQM) shown in its commitment to maintaining high standards of service right across the hotel and ensuring guest satisfaction across all departmental functions (Kankaew, 2023). Different managerial styles adopted during my placement were exhibited in Theory X which was similar to McGregor’s Theory X and Theory Y which mirrored McGregor’s Theory Y. In addition, Kotler’s Service Marketing Mix (7Ps) was used in developing the hotel’s brand, managing prices and guest experience, and forming the competitive positioning of the hotel in the hospitality industry (Ekawati and Yasa, 2018). The Guest Service Strategies and Operational Efficiency section demonstrated these theoretical frameworks and imparted valuable lessons regarding additional guest service strategies and operational efficiency.
[bookmark: _Toc190454315]Section 3: Reflection on Organisational Issues
Guest Service Challenge Encountered
While at the Holiday Inn Hotel, I observed that on my arrival at the hotel, a guest complained about room cleanliness. The problem came about because of miscommunication between housekeeping and the front desk and the front desk assigning someone a dirty room. This led to guest frustration and inefficiencies in the hotels’ operations (Casado, 2012).
Impact of the Issue
Negative online review was the first consequence and this affected the reputation of the hotel and its future bookings (El-Said, 2020). Customer dissatisfaction can have a big impact on customer loyalty and needs to be handled expeditiously. Moreover, the delayed check-in process left a terrible first impression which negatively affected the overall guest experience. Smooth and efficient service delivery to our guests is an important point in the hospitality industry. Furthermore, the issue grew the burden on housekeeping and front desk teams. Regarding housekeeping, they would have to re-clean the room, and the front desk had to take guest complaints and provide alternative solutions (Park et al., 2019). This resulted in operational inefficiencies.
[bookmark: _Toc190454316]Proposed Solutions
A digital housekeeping status board is one solution that ensures real-time updates between housekeeping and the front desk to cut out miscommunication (Das, 2023). A second method is educating staff about housekeeping procedures, so that front desk employees can understand the workflow, and vice versa, which enhances coordination. Organizing a quick reaction team focused on resolving guest complaints kind of right away leads to enhanced service recuperation and eschews escalation. Finally, guest feedback can feed into the PDCA (Plan–Do–Check–Act) model and aid in continued operation improvement by helping to address recurrent issues with proactive solutions (Rajić et al., 2023).
[bookmark: _Toc190454317]Conclusion and Action Plan
Key Insights Gained
Key Insights Gained at Holiday Inn Hotel I learned how much guest satisfaction counts as it reflects in the hotel’s profit. I also knew that teamwork is very essential if system operations are going to run smoothly. Academic concepts were concretely connected to real-life practices because of theoretical frameworks that help us understand. Furthermore, I noticed how leadership styles form when it comes to motivating staff and influencing performance and the work environment.
Future Professional Development Plan
	Development Area
	Action Plan
	Timeline

	Leadership Skills
	Enroll in hotel management training programs to develop leadership capabilities.
	Within the next 6 months

	Technical Proficiency
	Gain certifications in Opera PMS and MICROS to enhance operational expertise.
	Within 1 year

	Industry Networking
	Attend hospitality conferences and networking events to stay updated on trends.
	Ongoing

	Event Management
	Develop expertise in event planning and coordination, an area of interest.
	Within 2 year
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