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As part of the second semester for Level 6 International Hotel Management, I have been undertaking a placement at the Double Tree by Hilton hotel in Dartford Bridge. I have worked in the guest service operations whilst at placement. Managing guest services service operations and making sure that service remains at a high quality is key to the success of a hotel. Hotels are making investments using innovative strategies to raise perceived value and service quality, which in turn should increase client loyalty and satisfaction (Jones et al., 2007). The core of the hospitality industry is providing for the needs of the consumer. To do this, one must first comprehend and foresee the wants of the consumer, then be able to satisfy and exceed those needs. The secret to success in the hospitality sector is integrating exceptional service into the brand and specific business operations (Bagdan, 2012). 
Profitability, productivity, and quality should all be considered while managing guest service operations, as well as other potential approaches to achieving effective performance (Jones & Lockwood, 1989). DoubleTree by Hilton Dartford Bridge has several guest service operations, including room service, business facilities such as eight meeting rooms, a business centre and a conference centre and banquet hall. It also has many food and beverage facilities such as bars and lounges, a snack bar, deli, coffee shops and cafes. Breakfast is also available at a surcharge of £18.95 and is served from 6am to 10am on weekdays and 7am to 11am on weekends. The services offered at the hotel cater to a variety of different guests.
The hotel also offers luggage storage and concierge services for guests as well as a vast rage of multilingual staff.  There have been times where guests have requested items to be delivered to their rooms, an example of this was when a group of guests had travelled from a long distance and had no water. They put through a special request for a create of water to be delivered to their rooms and we were able to accommodate this. Although this is not a service that is usually provided, going above and beyond for customer is something that is done with pride at Double Tree by Hilton Dartford Bridge. A high level of hospitality can result in the formation of a profound emotional tie between the guest and the hotel, something that other hotels would find difficult to match (Ariffin et al., 2018). Studies have also discovered a connection between guest experience, loyalty, and satisfaction (Khan et al., 2015). 
At the Double Tree by Hilton Hotel Dartford Bridge there is a safe-deposit box held at the front desk which is useful for guests who require an extra level of security for their personal belongings.  DoubleTree also offers cleaning services, dry cleaning, laundry services as well as laundry facilities. There is an indoor swimming pool and a number of health and wellness facilities provided at the hotel such as a health club, spa services on site, a sauna, a steam room and fitness facilities (DoubleTree, n.d.). For guests who require it, accessible rooms, bathrooms, and wheelchair accessible services are available. These guest service operations offered will have an impact on guest satisfaction and experience and subsequently the success of the hotel.
At Double Tree by Hilton Dartford Bridge, high speed internet is offered in all rooms as well as in public areas. According to research, in order for hotel guests to be satisfied with their technological amenities, they must be of a higher calibre than those at home. This connection was strong across all hotel categories and for both leisure and business travel (Beldona et al., 2018).  Double Tree by Hilton provides fast and reliable internet which is vital to all guest types but in particular guests who use the hotel as a base for business.
I usually attend my placement on the weekends and on a Sunday, there is no cleaner available. I have assisted with helping with the cleaning on these days. My colleagues and I sweep and clean the areas which both staff and guests use. It is important that guests are provided with a clean and tidy environment which is what is expected at a four-star hotel such as DoubleTree by Hilton Dartford Bridge.
As previously mentioned, room service is a service offered at Double Tree by Hilton Dartford Bridge. This is a service that I have been grateful to be a part of whilst attending placement. I have found it extremely interesting to see have meticulous the process is so that the order is correct, and everything is handled hygienically. Once an order is received it is sent through to the kitchen to be prepared. I then go into the kitchen to collect requested food items and make sure to wrap all items in cling film or protect items with a food cover. Food is covered to protect it from being contaminated between the journey from the kitchen to the guest room. Once I arrive at the door, I knock and let them know that their food has arrived. If guests are request for items to be brought in, I wheel the food in.
After 11am, once I have finished helping with breakfast, cleaning up and resetting for lunch, I then do my round of room tray collections. This involves the collection of food trays from guests. Guests who have ordered room service usually leave food trays outside their room doors or trays are left in rooms. Cleaners put all items on the food trays into a private storage cupboard. There are 5 floors at the hotel, and I collect all trays and dishes in the cupboards starting from the 5th floor to ground floor. Sometimes I must take multiple trips to collect the trays if the trolley is too full. Once I have collected all items and reach the kitchen, I then clean off the food and debris from the dishes and separate dishes as usual to be cleaned and sanitised.
As part of providing great guest services, I have also worked in the kitchen washing cutlery with an industrial dishwasher. After the cutlery is cleaned in the dishwasher, I then place them in another machine to be sterilised. Once dried, cutlery is then sorted and placed on a cutlery tray. These steps are crucial to ensuring that guests are provided with clean and sterilised cutlery to eat with. This is especially important following Covid. There is no denying that COVID-19 has irrevocably altered customer service. There will be numerous revisions and modifications made to how hospitality firms run and provide experiences before a new norm is established over time. Improvements must be made right away and swiftly. Failing will leave a company completely shut down. Future travellers will unavoidably be concerned about their health; therefore it is important to guarantee that best practises are followed (Elphick, 2022).
Studies have found that customer satisfaction is influenced by service aspects (Devi Juwaheer & Lee Ross, 2003). However, due to the distinctive qualities of services, quality of service can be difficult to define, measure, and manage (Luo & Qu, 2016). A management issue that I have considered in the guest service operations department at Double Tree by Hilton Dartford Bridge is that customer satisfaction surveys may not be used as well as they could be. These surveys can be extremely useful in highlighting the aspects of services that the hotel offers and the perceived value to the guests. This would help in identifying whether particular areas require a higher level of investment or staff training for example.  When any changes are made, continued surveys could be used to review the impact of any changes. To increase guest engagement, an incentive could be offered—such as entry into a prize draw to win a stay in the Double Tree hotel. Customers are growing ever more demanding about the level of service that the various hotel industry companies provide. Since customer happiness is essential to the success of these firms, the use of particular procedures, such as surveys, are required to evaluate service quality (Ferraz et al., 2018).
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