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[bookmark: _Toc191750851]Introduction
Holiday Inn Sunderland is a 4-star hotel and it is located in the city centre. The hotel has positive reviews as it is highly committed to offering exceptional guest services (IHG, 2025). I took a 6-week placement at the hotel. During my work placement, I worked in the housekeeping, maintenance, leisure club, and meetings and events department of the hotel. I had the following objectives to achieve during my placement:
· To gain hands-on experience in guest service operations. 
· To enhance technical knowledge. 
· To develop leadership and communication skills. 
· To apply theoretical knowledge in a real-life context. 
[bookmark: _Toc191750852]Section 1: Reflection on Experience and Personal Development
I have many experiences in guest services. To reflect on these experiences, I will apply Schön’s reflection model. The model has the following stages of reflection:
1. Reflection-in-Action: In week 1, a guest requested hypoallergenic bedding. I immediately flagged the request in the hotel’s PMS. Professionals must respond to guest requests immediately using technologies because the use of technology can enhance operational efficiency. In week 2, when I was inspecting the HVAC systems and Keycard locks of the hotel rooms, I identified issues with the key locks. The quick response that I made is crucial for real-time problem-solving and exceeding guest expectations. If I did not resolve the issue, it could cause delays in the service delivery, inconvenience to the guests, and make them dissatisfied with the hotel’s services. In week 3, I observed that some guests were using the gym equipment improperly. Their wrong technique could cause muscle injuries. I instantly communicated with them to inform them that they were not doing good in their workouts. The language barrier made it difficult to interact. However, instant actions and non-verbal cues were effective in communicating with diverse audiences. In week 4, there was a request for last minute change. I immediately changed the seating layout to accommodate additional guests. Such adaptation and swift decision-making are needed to excel in service operations. 
2. Reflection-on-Action: Later, I evaluated the incidents and identified several areas for improvement. If the same situations are to occur again, I will deal with them more efficiently. The week 1 incident suggests that I should be more careful in the housekeeping department. I must enhance my attention to detail skills to play a critical role in ensuring guest loyalty. The week 2 incident indicates that preventive maintenance is vital in ensuring guest safety and satisfaction. Organisations must emphasise the continuous development of their processes and employees should enhance their technical knowledge to implement preventive maintenance strategies (Ali et al., 2021). Week 3’s incident highlights the importance of the multilingual capabilities of hospitality employees. Employees who are working in the front office operations should be able to communicate with guests in different languages. The language skills can provide a competitive advantage to the employees in the labour market (Haag, 2013). Moreover, the last-minute change incident in week 4 emphasises making a contingency plan to overcome unexpected circumstances. My shadowing role as a supervisor should be more adaptive and I should enhance my decision-making skills so that I can make quick responses to crises. 
[bookmark: _Toc191750853]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The placement opportunity in the hotel has played a significant role in my personal and professional career. As I was exposed to a new work setting and environment, I got the scope to apply my theoretical knowledge in a real-life context. I worked in several areas of guest service operations. While I was performing the shadowing supervisory role, I could develop technical proficiency and work-based skills. I did not have technical knowledge of the service operations before the placement. In the first week of my placement, I was introduced to the CMMS and PMS of the hotel. CMMS can be used to track HVAC issues while PMS facilitates housekeeping operations to make the service more personalised. Learning the technical aspects of the guest service operations can increase the speed of the service delivery and it also positively impacts the reliability and responsiveness dimensions of the SERVQUAL model (Stefano et al., 2015). I coordinated with the catering team while organising an event. This experience introduced HACCP standards to me. The hotel maintains the standards to ensure food safety and achieve operational excellence. Now I can apply my technical knowledge to get employment in other hotels and serve the guests properly. I could identify key skills development during the placement such as communication and leadership skills. My experience at the leisure club helped to develop effective communication with the guests. By making positive communication with the guests, organisations can develop a position perception of their service quality (Aset, 2017). In my shadowing role, I applied situational leadership principles to adopt changes and overcome the crisis. I undertook several initiatives to make the guest journey memorable in the hotel. A positive and memorable guest experience is crucial to make the guests loyal to the business and achieve long-term profitability (Chin and Tsai, 2013). The experiences working in the hotel have developed a guest-centric mindset which can help me advance my career in the hospitality industry (Haag, 2013). 
[bookmark: _Toc191750854]Section 3: Reflection on Organisational Issues
In week 5, a VIP guest arrived at the hotel when his room was not fully prepared. The housekeeping team and the front office staff had poor communication about the room booking. The incident could threaten the hotel’s reputation if it was not handled properly. My shadowing supervisory role involved me to respond to the incident immediately. I quickly made an apology to the VIP guest and to alleviate his frustration and dissatisfaction, I offered him an upgrade and a complimentary snack. My approach to handling the situation aligns with the service recovery paradox. The incident highlights operational inefficiency within the hotel (Van Vaerenbergh and Orsingher, 2016). This organisational issue can negatively impact the organisation in the following ways:
· The operational inefficiencies can increase the waste of resources. 
· Delays in service delivery and unprepared rooms can make the guests dissatisfied. This can potentially lead to negative reviews on websites and the reputation of the hotel will be destroyed (O’fallon and Rutherford, 2020). 
· Miscommunication among the hotel staff can reduce their performance. When the overall performance of the team is reduced, the staff gets demotivated. 
To overcome the issue, the management of the hotel should consider the following strategies:
· The hotel should apply lean management principles in its operations. The principles will streamline the overall activities within the hotel. Across departments, there will be real-time communication. Hence, the front office staff can communicate with the housekeeping staff to get real-time information about room preparedness (Mcmanus, Winroth and Angelis, 2020). 
· The proposed changes within the hotel might encounter resistance from the hotel’s employees. To minimise their resistance, the management should apply Kotter’s change management approach. It should communicate with the stakeholders properly informing them of the importance of streamlining the hotel’s operations and application of lean management principles (Chiang, 2010). 
· The hotel should organise regular cross-departmental coordination and training. It is necessary to increase the understanding of other areas of the hotel. 
[bookmark: _Toc191750855]Conclusion
The experiences in the guest service operations have strengthened my leadership and communication skills and technical knowledge such as food safety protocols, PMS, and CMMS. To excel in guest service operations, I need to develop change management capabilities, multilingual ability, and advanced technical knowledge. 
[bookmark: _Toc191750856]Action Plan
For my future career development, I plan to do the following things:
· I need to take training and receive certificates in cloud-based systems management. It will make me an expert in the service area. 
· I should participate in the language training. If I can master several languages, I will be able to serve guests from different countries. 
· I must focus on cross-departmental coordination skills because it can reinforce teamwork and crisis management skills.
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