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[bookmark: _Toc189751737]Introduction
The Mercure Birmingham West Hotel is a well-established company in the hospitality sector and delivers a quality customer service with various departments. To maintain high quality, the hotel has one long-term goal of ensuring that they provide excellent customer satisfaction through personalised services and professionalism. Among the hotel focal objectives is to provide the guest services that will go a long way in enhancing the effectiveness of organisational operations of various departments including Housekeeping, Maintenance, Leisure Club, and Meetings and Events. During my placement, I was able to observe the functions of a supervisor level position in the Housekeeping and Maintenance departments, and thus enhance my understanding of the practical application of theoretical business skills and knowledge needed to successfully accomplish and coordinate the guest commitment.
During my placement, I set several key learning objectives to guide my professional development:
1. Gain hands-on experience in managing guest expectations in a hotel setting.
2. Understand the operational processes within the department(s) and how they contribute to the guest experience.
3. Develop key soft skills, such as communication and problem-solving, to effectively deal with guest needs.
4. Enhance technical knowledge related to the department’s day-to-day operations (e.g., maintenance processes, leisure club operations, or event management).
5. Observe supervisory roles and their decision-making processes in managing staff and operations.
[bookmark: _Toc189751738]Section 1: Reflection on Experience and Personal Development
The reflective process will follow Gibbs Reflective Cycle (Gibbs, 1988) with its sequence of stages: Description and Feelings, Evaluation, Analysis, Conclusion and Action Plan.
Description
I observed the supervisor's activities at the Mercure Birmingham West Hotel by joining their work in both Housekeeping and Maintenance departments. The observation of daily cleaning and room preparation procedures alongside staff interaction with guests and handling of guest requests took place in Housekeeping. 
Feelings
The initial atmosphere at the hotel generated feelings of enthusiasm but simultaneously brought out a sense of stress due to the fast tempos. Observing many tasks in the hotel proved challenging because I faced difficulty understanding complex maintenance solutions which required fast problem-solving. 
Evaluation
The valuable learnings from my shadowing experience led me to rate it positively. I benefited from seeing multiple tasks across both departments because this exposed me to the many detailed operational activities that generate guest satisfaction. I valued most the practical lessons on maintenance technologies alongside the individualised service approaches from housekeeping personnel. The technical processes in Maintenance presented difficulties because I had minimal background understanding of these procedures. 
Analysis
The knowledge gained from my experience demonstrates that effective guest service management demands both comprehension of technical processes and interpersonal abilities. A high-quality cleaning performance from housekeeping staff led to enhanced guest satisfaction and the fast problem-solving by Maintenance staff ensured positive guest experiences (Cocola-Gant et al., 2021). Effective communication remains essential in both departments since it enables staff to detail maintenance conditions to guests and plan cleaning schedules that fulfil guest requirements. 
Conclusion
Through my observation work I gained complete comprehension of the multiple steps needed to handle guest expectations effectively. The essential quality of delivering exceptional service includes both essential technical expertise along with essential soft skills (Knani et al., 2022). I learned valuable information but I recognised there are two technical aspects where I need to improve my ability - maintenance skills and managing guest complaints effectively.
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The following part evaluates work-based abilities and technical competence gained from my placement regarding their impact on guest service expectation management.
Communication
Communication skills demonstrate essential value for all positions within the hospitality field (Sharma and Kaushik, 2021). The combination of direct and simple communication between staff members and between staff members and guests and supervisors produced successful operational processes (Lam et al., 2022). Staff of the Housekeeping department talked to guests to verify their individual requirements such as additional towel supplies and late departure times. The timeline for resolving issues needed to be communicated to guests by Maintenance staff to properly manage expectations while guaranteeing satisfaction. 
Teamwork
In most organisations in the hospitality industry, impressive customer care requires a capable collaboration between diverse units (Roslan and Ahmad, 2023). The organisation of work done between the Housekeeping and Maintenance demonstrated high level of organisation, which ensured that all the work was completed within the required time. 
Task Management
As observed when I was at the pharmacy, task management was greatly important as it helped in achieving most of the goals and objectives. For this reason, I learned from both departments how to arrange my work activities in a way that changed did not affect the guest service performance. The supervisors in Housekeeping also operated from a protocol which sought proper cleaning of the early check-in rooms because these areas posed significant expectations from the guests. Maintenance supervisors identified an organisation system that dealt with essential repairs which indicated the level of problem severity and effects of inconvenience to the guests. 
Problem Solving
In my placement, there are number of incidences where need for decision making and identification of solutions was inevitable. The guest from my observation lodged a complaint to the staff of the hotel for the noisy air conditioning unit that was housed in his room. The Maintenance supervisor assessed the matter on the spot and procured a new unit in order not to affect the guests while using the facility. The issues needed to be resolved and this must be addressed in good time and to the optimum level of guest satisfaction. 
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During my work experience period I observed a customer complaint which created major disruptions throughout guest comfort and hotel management functions. The visitor complained to us about their dirty accommodations with problems in the bathroom area along with their bedding condition. The complaint led to guest dissatisfaction and impaired their overall satisfaction during their stay at the hotel.
Impact
The problem of the day was that the housekeeping staff encountered operational challenges since they had to address the unhappy guest as well as handle other duties. It also had the potential of causing embarrassment to the hotel through the number of complains which could affect the number of new guests who would wish to make a reservation (Gibbs, 1988). The management of the facility was reluctant to capture the guest’s complaint after which the housekeeping supervisor offered the guest an upgraded room as well as one hour cleaning services. 
Solutions
In the absence of hindsight, it appears that the situation could have been handled better by setting strict rules governing room inspections to prevent such complaints from being made. Additional measures should also be included for guest evaluation concerning the rooms, which have been checked by a supervisor and checked again before guests check in to ensure the rooms are clean and well maintained. The SERVQUAL model would be useful in determining guest expectation particularly in the reliability assurance and empathy segments (ASET, 2017).
Conclusion and Action Plan
In my placement experience, I learned that guest service expectation management heavily relies on effective communication along with teamwork and proper task management and problem-solving strategies. My experience helped me acquire specialised technical skills which Housekeeping and Maintenance departments need to run operations efficiently and keep their guests pleased.
Action Plan
I will concentrate on increasing my technical hotel operation expertise especially through gaining experience in maintenance responsibilities. I will develop my problem-solving abilities through guest service management workshops and additional direct experience in guest service management. I will enhance my communication abilities which will help me handle guest requirements effectively and provide swift solutions to problems.
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