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[bookmark: _Toc189853808]Introduction 
The hospitality industry in the UK is evolving continuously. The trends and innovations in the industry are shaping guests’ expectations (Das, 2023). The report will focus on the guest service operations at Holiday Inn Sunderland. The author’s placement was in this hotel. During the placement, the author had to work in several areas of guest service operations such as housekeeping operations, reception, leisure activities, and meetings and event department. The reflection aims to provide a comprehensive understanding of the personal experience and development after taking the shadowing role, analysing the work-base skills and technical knowledge, and reflecting on the organisational issues. 
[bookmark: _Toc189853809]Section 1: Reflection on Experience and Personal Development
Gibb's reflection model is applied here to reflect on my experience and personal development. The model has six stages of reflection (The University of Edinburgh, 2024). These stages are explained below:
1. Description: I shadowed a supervisory role in the meeting and event department. I worked to assist in event activities such as event setup, coordination, seating arrangements, and installing equipment. My key responsibility was to coordinate with the different teams and departments. 
2. Feelings: I was very interested in working in that position. But when I came to know the complexities and challenges of task completion in the department, I became stressed and overwhelmed. Particularly, when there were sudden changes in the layout of a business event. To address the challenge, I became highly confident in my work. 
3. Evaluation: I had both positive and negative experiences in my position. The positive aspect is that I have acquired key skills in the hospitality industry such as adaptability, teamwork, and communication skills. These skills helped me overcome unforeseen challenges during the placement. 
4. Analysis:  The service quality management theory explains that organisations can exceed guests’ expectations and make them loyal to the business if they can reduce the service gaps (Lu et al., 2015). The quick response from the management to make adjustments in the seating arrangements helped the hotel reduce the service gap and exceed the client’s expectations (Hayes et al., 2017). Moreover, the supervisor’s role can be related to situational leadership theory. He changed his approach based on the situation. 
5. Conclusion: My experience working in a shadowing role has equipped me with adaptability, and communication skills to enhance my skills in the meetings and events department. I need to develop problem-solving skills and quick decision-making skills to become competitive in the hospitality industry.
6. Action Plan: I should develop problem-solving skills and decision-making skills to work in a leadership role in the industry. I would seek another placement where I can apply my skills and knowledge practically to assess the improvement in my personal approaches and professional activities in the hotel. 
[bookmark: _Toc189853810]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Both work-based skills and technical skills are key to success within the hospitality industry. Employees having these skills can provide high-quality guest services. The hospitality industry depends significantly on the employees’ performance. If the employees have sufficient skills and knowledge, the hotel can have better performance and meet the guests’ expectations. Shadowing the role in the meeting and event department at Holiday Inn Sunderland, I have learned key technical knowledge and acquired skills. I realised that communication, teamwork, and adaptability skills are crucial in the department. These skills equip the employees with the ability to provide seamless guest services (Ford and Sturman, 2019). In one instance, I encountered that my supervisor coordinated with the F&B department and catering team so that the clients could get the food and beverage at the right time. Effective communication among the teammates and performing the roles of the employees ensured that the hotel could successfully organise the business event (Evans, 2015). I acquired adaptability skills by performing extra tasks when one client requested a last-minute change. Technical knowledge is also equally important in the hospitality industry. I learned to operate audiovisual equipment, projectors, microphones, and other equipment. Technical knowledge and understanding of the event are crucial to maintaining the service quality and standards of the hotel (Bagdan, 2019). I learned about the seating arrangements and management of the meetings and events. I can relate both work-based skills and technical skills to the service standards of the hotel. Without these skills, I will not be able to perform effectively and efficiently in the department. Moreover, these skills are so important that they can reduce the gap between the guests' expectations and the service delivery (Ford and Sturman, 2019). As a result, the hotel can achieve its goals and maintain high service standards. 
[bookmark: _Toc189853811]Section 3: Reflection on Organisational Issues
Shadowing the role of guest service operations at Holiday Inn Sunderland, I encountered many challenges. The hospitality industry is highly dynamic and it changes continuously. Hence, the challenges can appear in different forms. Continuous coordination, adaptability, and the preferences of the guests can overcome these challenges. In the Meetings and Events department, I had an incident. One client requested us to change the seating arrangements just before the business event started. It was a challenging task for the department to respond quickly and meet the guest’s requirements. I along with my team were able to bring changes to the seating arrangement. It showcased the department’s ability to manage time, ensure operational efficiency, and maintain service standards (Hayes et al., 2017). These are crucial for creating a positive perception among the clients and making them loyal to the business. The challenge has impacted on the department in several ways. First, it disrupted the meeting and event preparation activities for a while. The employees and the team felt pressured to do additional tasks. The functionality of equipment such as audiovisual needed to be adjusted (Bagdan, 2019). Applying role-play theory, the manager instructed the team to perform different roles and he allocated the resources accordingly. Overall, the productivity of the team reduced significantly (Belbin and Brown, 2022). Failure to meet the client’s request could lead to dissatisfaction and increase the service gap which can negatively impact the hotel’s service operations. Moreover, a delay in managing the seating arrangements could also affect the service quality (Hayes et al., 2017). The following solutions are provided to overcome the challenge:
• The management should have contingency plans. According to crisis management theory, the organisation should have proactive measures and preparation to overcome uncertainty. Any sudden changes in the plan can be adjusted with additional resources (Leta and Chan, 2021). 
• A clear and effective communication must be established among the team, manager, and the client utilising event management software. The software can provide real-time updates and guide the team (Das, 2023). 
• The employees need training on flexibility and adaptability skills (Solnet et al., 2015). If I can enhance my adaptability skills, I will be able to adjust myself in any situation. 
[bookmark: _Toc189853812]Conclusion 
By working in the meetings and events department, I have developed key skills such as adaptability, communication skills, and technical knowledge. The uncertain situation during the event organisation presented the urgency of adaptability and problem-solving skills. I need to develop leadership skills to advance my career in the industry. 
[bookmark: _Toc189853813]Action Plan
I plan the following steps to improve my skills and develop my career in the hospitality industry:
• I need training in event management, crisis management, and communication. I can enroll in courses and particularly in workshops to complete the training. These are essential leadership skills in the hospitality industry (Evans, 2015). 
• I plan to take another placement in a more diverse workplace which will provide me with more knowledge on diversity and cross-cultural communication aspects. In the hospitality industry, communication with people from different cultural backgrounds is crucial (Casado, 2012). 
• I should practice making effective contingency plans to deal with different situations.
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