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[bookmark: _Toc190039829]Introduction
Guest service represents a primary hotel operation element that entails managing guest interactions, fulfilling their needs, and handling complaints to deliver outstanding service (Maraj Rahman Sofi et al., 2024). Guest service quality is important to a hotel’s reputation because it is very instrumental in meeting and surpassing customer expectations. This report examines the observation of a Guest Service Supervisor position at Delta Hotels Newcastle Gateshead. The main learning objectives of the placement are to gain a full understanding of the hotel’s guest service department and to understand the skills and knowledge that are the essential soft skills in this sector. It also aimed to place the common challenges faced in guest service and the suitable solutions. The report will critically reflect on the role of work-based skills and technical knowledge in ensuring the provision of high guest service standards. This experience has helped me develop the core skills needed for a career in hotel management in the future.

[bookmark: _Toc190039830]Section 1: Reflection on Experience and Personal Development
Observing a Guest Service Supervisor
During my placement, I have seen a Guest Service Supervisor doing tasks like guest cheques, handling complaints, liaising with another department, and ensuring guest satisfaction. This experience trained me to be attentive, professional, and fast in solving problems. When it was tough, the supervisor was still calm and composed and still offered great service to the guests.
I learned one of the most valuable lessons of all: how the supervisor handles multiple responsibilities so efficiently. Whether managing a difficult guest complaint or organising a last-minute room change, they showed strong problem-solving and time management skills, which are essential in the hospitality sector. Additionally, I observed how effective teamwork and communication played a role in coordinating with housekeeping, reservations, and room service to meet guest expectations.
Work-Based Skills and Technical Knowledge Learned
Through this experience, I developed a better understanding of essential guest service skills, including:
· Communication Skills – The supervisor spoke politely, explained hotel policies clearly, and actively listened to guest concerns.
· Problem-solving – When guests had complaints, quick and appropriate solutions were provided.
· Task Management – The supervisor efficiently handled multiple responsibilities without delays.
· Technical Skills – Using hotel reservation software to check room availability, process payments, and update guest records (Saura et al., 2022).
Personal and Vocational Development (Kolb’s Learning Cycle 1984)
Reflecting on Kolb’s Learning Cycle helped me process my experience and develop a deeper understanding of the skills required in guest service.
	Objects
	Description

	Concrete Experience  
	My direct observation of how the supervisor handled different guest service operations efficiently and watching real-life situations unfold helped me understand the day-to-day challenges of hotel management (Vince, 2022).

	Reflective Observation 
	After observing the supervisor closely, I reflected on which skills and behaviours were most important. I noticed that patience, professionalism, and clear communication were essential in handling guest interactions effectively.

	Abstract Conceptualization 
	I connected my observations to theoretical knowledge from my studies in Business Administration. I realised that good guest service is based on industry standards, teamwork, and problem-solving strategies. For example, theories of customer service excellence emphasise that anticipating guest needs improves satisfaction and loyalty (Egan et al., 2023).

	Active Experimentation 
	This step involves applying what I have learned to real situations. Moving forward, I will focus on improving communication, problem-solving, and technical skills to prepare for a career in hotel management.


This experience boosted my confidence and teamwork abilities, which are crucial for success in the hospitality industry.


[bookmark: _Toc190039831]Section 2: Importance of Work-Based Skills and Technical Knowledge
The importance of work-based skills and technical knowledge in meeting guest service expectations cannot be overstated, especially in the hospitality industry (Bharwani and Talib, 2017). At Delta Hotels Newcastle Gateshead, maintaining high standards of guest service requires staff to possess both practical skills and technical proficiency. Work-based skills, such as communication, time management, and problem-solving, are essential for meeting the diverse needs of guests (Aeon and Aguinis, 2017). The correct execution of hotel management systems and software requires technical expertise to maintain accurate reservations efficient cheque-ins, and smooth department operations (Saura et al., 2022). The inability to meet guest expectations because of missing competencies will result in decreased satisfaction levels and potential reputation harm.
The supervisor demonstrated that effective guest communication served as a fundamental practice for managing customer expectations while addressing their problems at my placement. The supervisor heard and apologised to a dissatisfied guest about room noise before providing a solution by moving them to a different room. Problem-solving alongside communication techniques proves directly effective at generating guest satisfaction. During peak hours, the supervisor demonstrated his ability to execute multiple tasks at once while showing excellent time management capabilities. The supervisor maintained operational efficiency and guest satisfaction through their work, which included effective cheque-in management alongside guest service and problem resolution (Ariffin et al., 2018).
Operating the hotel reservation system required specific technical skills to perform accurate guest data entry and availability cheques as well as billing tasks. Guest dissatisfaction arises when staff members lack necessary booking and payment knowledge, which leads to mistakes in these processes. The supervisor solved a room booking error efficiently through his ability to use the system to assign a different room effectively. The ability to work with technology quickly underlines the essential role that technical expertise plays in delivering effective guest service (Chen, 2016). The shadowing experience confirmed the crucial role that work-based skills and technical knowledge play in delivering excellent hotel guest service, according to Bahl and Dietzen (2019).

[bookmark: _Toc190039832]Section 3: Reflection on Organisational Issues
The problem of delayed cheque-ins because rooms were not ready on time proved to be a major challenge at Delta Hotels Newcastle Gateshead. The unprepared rooms created unhappy guests who confronted the front desk staff, which intensified their workload. The front desk team spent additional time on delayed cheque-ins by providing explanations and alternative solutions, thus reducing their capacity to help other guests. The hotel operations suffered because negative guest reviews damaged its reputation, and there was a possible loss of future customers who formed negative first impressions. The implementation of real-time digital tracking for room availability would improve departmental communication by preventing mismanagement. TQM principles demonstrate that better internal communication systems help decrease service interruptions, according to Cathro et al. (2017). The front desk could handle guest cheque-ins better when additional staff members were present during busy times. Guest compensation strategies, which include room upgrades and complimentary drinks, serve to rebuild trust with guests according to CRM strategies. These implemented solutions will enhance service delivery while decreasing delays to preserve high guest satisfaction levels and guest loyalty rates.


[bookmark: _Toc190039833]Conclusion and Action Plan
My time at Delta Hotels Newcastle Gateshead exposed me to essential guest service lessons, which proved the significance of excellent communication, problem-solving, and time management capabilities. The necessity for technical skills emerges as vital because they support efficient hotel system operation. The solution to delayed cheque-ins reveals two essential points: negative effects on guest satisfaction and staff performance, which demand immediate attention through proactive measures. The user intends to enhance their career in hotel management by taking part in leadership development programmes to build their skills by studying hotel management software technology for greater technical proficiency and by gaining more experience through hospitality placements and internships. The learning experience from this placement has established a strong base for understanding guest service management requirements because the users plan to develop their skills to achieve their goal of becoming successful hotel managers.
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	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, and using tools to summarise, compare and
interrogate materials.
	Yes ☐

No ☐✔

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts
and headings, etc.
	Yes ☐

No ☐✔

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your
own work within specific standards.
	Yes ☐

No ☐✔

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	Yes ☐

No ☐✔

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	Yes ☐

No ☐✔

	PROGRAMING
	For this assessment, you can use Generative AI to create and check code.
	Yes ☐

No ☐✔

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading
support and creative support.
	Yes ☐✔

No ☐





[bookmark: Basic_Acknowledgement_format_of_AI_tool_]Basic Acknowledgement format of AI tool use
I acknowledge the use of Grammarly (https://www.grammarly.com/) on 26 February 2025 to check my work using the prompt(s):
· 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.







Level 6 Hotel Placement – Weekly Progress Tracker
Task: Maintain a weekly progress tracker documenting your experiences, tasks performed, challenges faced, and lessons learned. Bullet points format is welcome. You must submit this document to the designated Turnitin link by [Friday, 7th March 2025] at 23:59pm.
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