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Hotel guest service operations encompass several key departments collaborating to create excellent guest experiences (Antolín, 2024). These departments include housekeeping, responsible for ensuring cleanliness and providing guests comfortable rooms while minimising complaints. Next is maintenance, which manages all in-house services related to facilities and equipment. The luxury club offers comfort through fitness activities, meetings, events, and professional business and social organising. All the departments are instrumental in delivering value to the guests and creating a good reputation for the hotel. The placement is designed to offer a first-hand experience and a more thorough understanding of the guest service operations and to develop a proactive plan to enhance the hotel's service quality (Bardi, 2010). The Guest service operations at Hilton Garden Inn Doncaster Racecourse include housekeeping, maintenance, the luxury club, and meetings & events, all aimed at providing superior guest experiences. It is an effort to gain technical knowledge, learn operational procedures and the tools of each department, and acquire practical skills such as communication, leadership and teamwork.
Furthermore, it seeks to understand guest service expectations and how best to manage them. Shadowing supervisory positions during the placement will facilitate observation and contributions to decision-making, aiding in identifying and resolving issues. 
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I took on a significant role in managing guest service operations at Hilton Garden Inn Doncaster Racecourse. Shadowing a supervisory role within the Meetings & Events Office was essential to my learning journey. I will reflect on this experience using Gibbs' Reflective Cycle (1988) to evaluate my development in communication, teamwork, and personal skills and how academic and previous experiences have influenced my performance.

Description: 

I worked under the supervisor to help organise a big corporate event for the Meetings & Events department. My jobs included setting up the room, communicating with the team and kitchen staff, and meeting deadlines. There was an incident when seating had to be rearranged at the last minute; it involved some rapid, under-pressure adjustments.

Feelings 

While at Hilton Garden Inn Doncaster Racecourse, I was initially overwhelmed by the atmosphere and the immense responsibility of managing the event's critical functions. However, as events unfolded, I regained confidence in effectively communicating with the team and adapting to potential challenges. When the seating change was successfully managed, I experienced a profound sense of achievement in my problem-solving and adaptability.

Evaluation

This experience highlighted both positive and negative aspects of my performance. Team members' ability to communicate effectively helped make the event a success. However, I later recognised that I had miscalculated the time needed to finish particular tasks, which led to pressure and tension.

Analysis

The shadowing experience has helped me acquire essential skills that are important for any supervisory position. Communication was vital as coordination occurred among the teams (Garg, 2023). Collaborating with various teams ensured everyone knew their responsibilities, and teamwork was beneficial. Success was assured with minimal delays due to the strong cooperation of both the catering and technical staff. I also encountered challenges in my adaptability and flexibility skills. The theoretical knowledge of event management and guest service expectations I have gained from my education enables me to work systematically and pay attention to detail. The experiences I have garnered from attending smaller events have assisted me in establishing the necessary structure for this significant event.  

Conclusion  
Reflecting on this experience, I realised that I need to enhance my time management and task prioritisation, particularly in high-pressure environments. It also appeared crucial that the team's preparation for the event be improved to ensure the smooth running of the event. I am committed to focusing on these areas for improvement and my ongoing personal development in hospitality management.

Action Plan

An Action Plan is a methodical approach that details a specific action plan toward personal and professional goals, with specified actions, timelines, and resources needed to enhance one's skills and competencies (Zayniddinovna, 2022). 
	Area for Improvement	
	Action Steps	
	Expected Outcome	
	Timeline

	Time Management	
	Sign up for workshops or online courses in time management.


	Improve my prioritisation skills and cut down on stress associated with tasks.


	3 months 

	Leadership Skills	
	Online courses or seminars on leadership


	Improve my decision-making and task delegation abilities.
	6 months 

	Team Collaboration	
	Carry out teamwork activities and teamwork projects.
	Encourage teamwork and good communication in groups.
	12 months 

	Practical Application	
	Practice in placements or internships during further careers.
	Build confidence in task management and delivering results on schedule.
	During next placement 


Table 1: Action Plan 
(Source: Self-created)
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Skills will be fundamental to ensuring that guest service standards are maintained and exceeded (Bansal, 2023). Among such competencies include problem-solving, technological ability, and communication. Problem-solving skills are key to handling issues like delayed room readiness and dealing with guests' complaints as quickly as possible. Technological competencies help operate such systems as property management, ensuring that all turnaround and scheduling events run effectively without hitches in service delivery. 
[bookmark: _ajrcranmixbm]These lessons were learned from experience during shadowing: Applying problem-solving capabilities to manage when there's a delay in room readiness, where I coordinated directly with housekeeping to speed up the process and maintain quality. Just like that, technological know-how helped one use event planning tools to execute layouts and event schedules for meetings and events. These precise experiences will always remind a person of operational efficiency and its relation to Guest expectations. These experiences align with various theoretical frameworks. Herzberg's Motivation-Hygiene Theory highlights the importance of reliable operations and highly skilled employees in fostering motivation and guest satisfaction. The SERVQUAL model highlights reliability, responsiveness, and assurance as essential components of service quality. Both theories stress the significance of effective problem-solving and the need for technological expertise to fulfill guest expectations and uphold service standards.
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The main issue was a guest's complaint about the room's cleanliness, highlighting shortcomings in the housekeeping quality control measures (Tram, 2022). This situation negatively affected the guest's experience, leading to dissatisfaction and threatening the hotel's reputation if it wasn't swiftly resolved.  Operationally, this situation introduced workflow disruptions as immediate corrective action was imperative. Therefore, housekeeping staff and supervisors must communicate effectively to guarantee that standards are consistently maintained. Implementation of quality assurance training programs, alongside ongoing performance review processes, could significantly enhance these operations. Grounded in the principles of Total Quality Management, these two measures promote continuous improvement, exemplary service delivery, and a more substantial commitment to guest satisfaction. Moreover, it is crucial to incorporate relevant academic modules, where applicable theories have been explored, such as Hospitality and Guest Services, to illustrate a comprehensive understanding of how theoretical knowledge intersects with both the academic curriculum and professional practice (Khatter, 2023). Proper citation and integrating pertinent modules contribute to the depth of concept analysis and align the work with educational standards and institutional expectations.

[bookmark: _6223hvm526vp][bookmark: _Toc191932988]Conclusion and Action Plan 
The knowledge of successful guest service delivery, team play, and proper time management from this experience has helped improve my professional growth. Hence, continuous development is necessary. As far as focusing is concerned, my focus shall be on developing skills in the aspects of leadership and technical ones. My SMART goal has been to complete advanced hospitality software training by June 2025 to optimise operations and enhance guest satisfaction. Apart from that, I will be more involved in some workshops for leadership, enhancing teamwork coordination and problem-solving capabilities. With these commitments, I have ensured that guest service standards are raised consistently while preparing myself for future hospitality positions.
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