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My chosen department for my placement was the Guest Services Department at Delta Hotels by Marriott Swindon. The main objective and the responsibility of this department is to run guest relations efficiently, facilitate smooth check in and check out with swift solution to guest complains and inquiry, in liaison with other hotel departments to meet guest expectations. In addition, the dynamic nature of the department opened an opportunity that provided me with practical experience in customer service, problem solving, and effective communication. I wanted to learn guest relations, customer feedback management, conflict resolution skill hands on, understand how the department works operationally and finally using my knowledge to solve real business problems (Qaa, 2018). Furthermore, I wanted to comprehend the way that Guest Services Department aids the whole hotel in functioning towards achieving guest satisfaction, and how it works with numerous departments, for instance, Housekeeping, Maintenance and Front Desk, to perform one single task for the fulfillment of guests.
Gibbs' Reflective Cycle will be the model I will use to guide my personal and professional development during my placement. This model allows me to look deeply at all my experiences, first at the tasks and activities the essay writer reviews online and second at the emotions and challenges I experienced during the process. It also helps me determine what actions worked and didn't and take intelligent actions from there. It also presents a framework for forming a future action plan to enhance my performance. Using Gibbs' Reflective Cycle, I will critically assess what I have learnt/experienced, keep track of my progress, and update my skills, thus continually improving myself professionally (Adeani et al., 2020).
[bookmark: _Toc192008839]Section 1: Reflection on Experience and Personal Development
During a placement in the Guest Services Department at Delta Hotels by Marriott Swindon, I shadowed John Smith, the Guest Services Manager. I learnt a wide range of hotel operations, particularly handling the guest service operation (Aset, 2017). I was responsible for overseeing guest check-ins and check-outs, resolving guest complaints, coordinating between departments such as Housekeeping and Front Desk, and handling special requests by guests. This shadowing experience provided important exposure to the guest service, the knowledge of how important it was to pay attention to details and how to communicate effectively (Sok et al., 2018).
This experience of working together was excellent in developing key work-based skills such as communication, problem-solving, and decision-making. However, my supervisor was professional, patient, and empathetic when a guest brought up questions or complaints. I also learned how quickly and efficiently I can solve problems such as not having available rooms or not being of standard quality. Additionally, I learned the technical capabilities of Hotel Management Software (PMS), such as Bookings, Guest profiles, and Feedback, which helped me to know how to improve guests’ satisfaction and operation efficiency (Kumar, 2023).
[bookmark: _Toc192008840]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
In my placement at the Guest Services Department, I observed the significance of using key work-based skills, for example, communication, problem-solving, time management, and teamwork, to improve guest service expectations (Hagg, 2013). Using Gibbs' Reflective Cycle, I reflected on how my supervisor handled guest complaints with clear, empathetic communication if a guest got unhappy with cleaning the room. The supervisor listened, apologised, and then gave an immediate solution, such as a room upgrade or additional cleaning, insisting that one has to remain calm under pressure and professional (Rughubalan, 2009).
Secondly, problem-solving was something I understood as pertinent in tackling the unexpected, e.g. last-minute room changes, which meant making a decision fast to prevent compromising a guest's satisfaction. Moreover, having good technical knowledge of the Property Management System (PMS) was indispensable in managing guests' information, personalising services, and improving operational efficiency (Trifonova, 2024).
I was able to relate my academic learning, namely the SERVQUAL model, to real-world situations and learn how the 5 dimensions of service quality, reliability, responsiveness, assurance, empathy and tangibles were applied to an organisation in an attempt to ensure quality service. This posting helped me to observe the connection between theory and the process of managing and practising it, as well as aid in developing the skills and knowledge to run guest service operations successfully (Guo et al., 2024).
[bookmark: _Toc192008841]Section 3: Reflection on Organisational Issues
A customer entered with a complaint about the cleanliness of the room assigned to them. They pointed out that visible dust on the furniture and stains on the carpet were unacceptable. This scenario exemplified how dealing with the dynamics of guest expectations is complicated in the case of a situation that affects their experience and that of the hotel.
Hence, I started by reflecting on the description of the event using Gibbs's Reflective Cycle. The guest complained during the check-in, which was visibly obvious in their tone and body language. The urgency to resolve the issue was created because the immediate expectation was to resolve it promptly (Vallen and Vallen, 2014). I observed the interaction and understood the urgency, concern, and need for action while keeping a professional posture. I knew it was extremely important to handle this situation properly and not let the situation escalate into something worse, as well as to avoid this guest's guest's dissatisfaction from reflecting on the hotel's reputation.
During the evaluation phase, the hotel found that the issue highlighted the lack of certain standards of cleanliness, which directly affected guest satisfaction. As per the SERVQUAL model, cleanliness is a part of the tangibles dimension, which is very important to satisfy guest expectations. This complaint failed to meet the required standards in all aspects and caused the guest's trust in the hotel. Moreover, the incident frustrated the department's performance as the Housekeeping Department didn't ensure the room met the required standard, and the Front Desk team had to intervene and immediately solve the problem (Lukrozo, 2020).
This incident was caused by inadequate coordination and oversight between the Front Desk and Housekeeping, which led to a communication breakdown between these two departments. The guest fell victim to the housekeeping team's faulty practice of not inspecting the room meticulously enough before he arrived. Time management and attention to detail were essential to avoid such a situation, especially since guest expectations were high in the hospitality industry. An area to improve was to address this issue proactively (Ghaderi et al., 2022).
In the conclusion stage, I realised the hotel must have a more detailed and formal cleaning inspection process. Therefore, a quality control system within the Housekeeping Department could be achieved such that rooms are thoroughly inspected before guests arrive. I suggested frequent audits and systematic reviews of guest feedback to identify repeating issues and avoid future complaints. 
[bookmark: _Toc192008842]Conclusion and Action Plan
My placement experience in the Guest Services has been an important learning journey. I have learnt skills that can be applied practically and gained valuable insights into the hospitality industry. I learned about managing the guest service expectations by shadowing my supervisor and doing daily rotations for this work, which is a day-to-day experience. Talawanich and Wattanacharoensil (2021) indicated that work-based skills, including communication, problem-solving, time management, and the technical knowledge needed to deal with guest information and effectively use hotel management systems. Following this, my key experience emphasised that internal department collaboration was essential when resolving guest complaints or running smoothly.
Reflecting these insights, I understand why delivering consistently high-quality service in every guest interaction is essential. To achieve my future professional development, I will heighten these skills, especially conflict resolution and team coordination, to ensure I can contribute effectively to any team. In addition, I intend to maintain my studies on company best practices for guest satisfaction measurement and quality management systems to enhance my skill base and prepare to step into leadership roles in the hospitality industry.
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