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Introduction

This journal aims to summarise the learnings during the six-week hotel placement at Novotel, Wembley, toward understanding guest service operations. This establishment started in 2014 to cater to business, wellness, and family audiences. Novotel focuses on a comfortable stay in modern rooms or long-stay apartments, providing customers with quality food and beverages, internet, and a fitness centre (Accor Hotels, 2024). The tenure involved shadowing supervisors at the reception, food and beverages department (F&B), and housekeeping. 

The learning objectives comprised gathering an understanding of the overall guest operations in a hotel and the corresponding skills required for the role. It helped me understand performance indicators and issues related to the hotel’s staffing, culture, and guest relations. Finally, it allowed for reflection on strategies to optimise guest services upon assuming a relevant role in hospitality.
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Section 1: Reflection on Experience and Personal Development

This report uses Donald Schön’s analysis technique, following reflection in and on action. It fits the overall experience, which offered several opportunities to learn and optimise guest relations. Ramage (2021) observes how Schön clearly describes the roles and boundaries for all parties. It focuses on personal contributions during placement learning. Novotel facilitated experiences in core guest services departments, primarily, reception, F&B, and housekeeping.

The highlight was observing the guest check-in and check-out process closely, ensuring amicable communication and swiftly resolving concerns. Since Novotel caters to diverse audiences, the front desk saw culturally aware interactions. Tallying their booking information, handing over keys, and clarifying any questions about the F&B services had to be quick but error-free. 

The placement offered the chance to conduct meet-and-greet with the guests, check essential supplies like stationery, and coordinate maintenance and fire safety initiatives. Observing the front desk at such close quarters paved the way for using creativity, innovation, and sustainable networks for further improvement in guest interactions (ASET, 2017). It helped finetune communication and personal skills, aligning the tone and content with the guest’s personality.

The experience also brought exposure to the software used for guest services and highlighted the need for efficient technology. For example, a recent report on hospitality management software notes that customer relationship management or CRM software can fuel business growth (Research and Markets, 2024).

Novotel also provided the chance to observe the F&B operations, from restaurant reservations and cancellations to making well-thought recommendations for wine pairings. It was a real-time opportunity to adjudge peak hours and multitasking operations, like cleaning and setting tables. It taught valuable skills like conflict resolution and patience in the face of customer complaints.

Finally, the placement provided a chance to examine the functioning of the housekeeping department. It was an exercise in thoroughness and speed since Novotel is well-known for its high hygiene and comfort standards. The tenure gave me opportunities to manage room cleaning, refill supplies, and understand the optimal way to interact with guests. It revealed the importance of teamwork and managing the required tasks within a strict timeframe.
[bookmark: _Toc181004884]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Observing the front desk at Novotel shaped a closer understanding of essential skills like multitasking and problem-solving. Occasionally, guests expressed concerns like problems in accessing the Wi-Fi and needing assistance at the fitness centre. The reception professionals exhibited a calm, positive, and empathetic attitude while attending to these problems.

Bardi (2011) discusses how social media and the internet are salient in modern guest services, travel planning, and distribution. The placement showed that the internet is involved in travel, selecting hotels, posting reviews, and exploring the neighbourhood. Guestroom technology, especially quicker check-in, also facilitates the guest’s overall experience. The technology fitment to the hotel’s luxury vibe can increase guest satisfaction and loyalty (Shin & Jeong, 2022). As a direction for further improvement, Novotel can explore cloud computing and smart rooms.

The placement allowed a close-up understanding of the F&B department, including the restaurant and the bar. The work-related skills that appeared significant included close attention to detail (i.e., guest orders and special requests) and time management to guarantee prompt service. 

Hsu & Scott (2020) highlight how food experiences strongly correlate with attachment to the destination, but personality traits like food neophobia and involvement can affect the response.  Working knowledge of the destination’s food and drink habits/customs can please the guests with quality recommendations. It will fulfil the guest’s expectations of exceptional service at Novotel.

Further, time spent shadowing housekeeping executives proved helpful in learning the practical implementation of technical skills. These included sanitation knowledge, hands-on cleaning, and tracking cleaning supplies. In-action reflection pointed to the importance of timely planning, execution of the daily routine, and coordinating with the control desk (Raghubalan & Raghubalan, 2015). It ensured a smooth flow in the department.

As hospitality embraces sustainable development, housekeeping will likely play a larger role in energy conservation and risk mitigation (Casado, 2012). For instance, the executives ensured all appliances were turned off and addressed guests’ queries about HVAC systems. The focus on sustainability ties in with Novotel’s organisational goals and recent strategies, like partnering with WWF France for ocean protection and sustainable seafood (Edie, 2024). Smart room technologies to adapt room lighting and temperature to the occupancy can also limit energy consumption.
[bookmark: _Toc181004885]Section 3: Reflection on Organisational Issues

As a leading European business, Novotel by Accor aims to deliver comfort and relaxation to guests (Novotel, 2024). Its objective is to balance design, functionality, and intuition across segments. 

An incident during the placement involved a dissatisfied guest who complained about the check-in process, stating it was time-consuming and involved multiple security checks for identification. It recalled the infamous incident at Novotel Paris where an Israeli family wasn’t treated appropriately during check-in (Sebok, 2024). The guest mentioned that Novotel’s competition had more efficient systems – an indicator of guest agitation that could also be personal. 

The front desk resolved the concern by facilitating a faster transfer of the guest’s luggage, enquiring about their meal orders, and communicating that software downtime may be unpredictable. Reflecting on the action, Novotel can consider suitable staffing and training to avoid such concerns in the future. It will sensitise professionals to cross-cultural conduct and crisis management. 

Novotel should cultivate a more trusting work environment to encourage front-line executives to participate in service innovation by sharing their ideas (Baradarani & Kilic, 2017). It can involve suggesting helpful tips to manage a cranky child during check-in, like allowing access to the kids’ area or offering a complimentary welcome drink for their discomfort. Working on advance check-in options can reduce the time taken at the front desk.

Another insight came from Novotel’s management structures, with the managers maintaining amiable, constructive interactions with team members. This participative and collaborative management style aided efficient working practices. McGregor’s Theory X, which believes that self-motivated employees can take initiative at work, is relevant here (Stoyanov & Diderich, 2017). In high traffic, the hotel managers showed functional flexibility by helping with routine tasks (Wood, 2013). Managers provided inputs in housekeeping and the restaurant.

[bookmark: _Toc181004886]These guest service adaptations should also appear in Novotel’s marketing communication for guests and potential employees. The leadership should tailor performance measures to appreciate service innovation and exceed guest expectations. They should complement standard hospitality measures like occupancy rate, REVPAR or revenue per occupied room, and positive customer reviews that suggest established brand equity (Vallen & Vallen, 2014).


Conclusion and Action Plan

This reflection journal used Donald Schön’s analysis technique to assess the placement at Novotel, Wembley, shadowing managerial guest services positions. It exposed the need for culturally aware communication, efficiency, and a problem-solving attitude. It found that multitasking, teamwork, conflict resolution, and time management are vital work-based skills in F&B and housekeeping.

The journal covered the rising importance of the Internet, social media, and appropriate technology for guest rooms and check-in/check-out. Developing skills like sustainability, sanitation, and food recommendations can improve guest service. The journal suggested sensitivity training and innovative ways to manage children and families for resolving a guest’s complaints about lengthy check-in.

The placement suggests a need to finetune soft skills like interpersonal communication for guest services jobs at the front desk or F&B. A housekeeping position will require a sustainability-oriented mindset and additional skills like stamina and inventory management. Further pursuit of technical skills for data-driven decision-making will boost a hospitality career. 
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