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[bookmark: _Toc200582998]Introduction
I have done my placement at the Ibis Shipley Hotel, my role was reception, housekeeping departments as well as Food and Beverages. Guest management refers to the practices and systems used to handle visitors across various settings, from offices and events to hotels and apartment buildings. This ability also aids in managing team members, as it is essential for a supervisor to communicate with team members and solicit their opinion. Supervisors frequently encounter unforeseen issues that require prompt decision-making to resolve. This case demonstrated how poor communication and decision-making abilities resulted in unfavourable comments from the visitor.
[image: ]
Figure: Logo (Wood et al, 2013).


[bookmark: _Toc200582999]Section 1: Role Reflection
[bookmark: _Toc200583000]1. Role Overview
During my student placement at the Ibis Shipley Hotel - F&B, my role was reception and housekeeping departments. My Start date is 15th of May - end day 11th of July. My primary role was at the reception in the front desk in the hotel to greet guests, give answers to their inquiries, and help the guests with their check-ins and checkouts.
[image: Ibis Bradford Shipley | Comfortable Hotel in Bradford - ALL]
Figure: Ibis Shipley Hotel - F&B (Johnston et al, 2012)
[bookmark: _Toc200583001]2. Key Skills for Supervisors/Managers in the Department
Leadership and Delegation: Leadership and delegation skills are very important for supervisors or managers because supervisors have to manage their teams. These skills help a supervisor to ensure that team members are working appropriately on their tasks and providing proper services to the guests (ASET et al, 2017).
Communication and Teamwork: Clear communication and teamwork are needed to distribute the tasks properly and give insights to the team members. This skill also helps to handle team members because communicating with team members and taking feedback from them is crucial for a supervisor (Hagg et al, 2013).
Problem-Solving and Decision-Making: Supervisors often face unexpected problems and they need to make a decision instantly to solve those unexpected problems. This problem-solving and decision-making skill helps a supervisor to solve problems properly and make a great decision for guest satisfaction (Johnston et al, 2012).


[bookmark: _Toc200583002]3. Real Examples
Effective example
In the morning, the hotel was not cleaned properly due to the room cleaning schedule, and suddenly, a guest came. I was offered to the guest to wait in the waiting room and served complementary drinks and food. After the cleaning of the rooms properly, the guest’s checked-ins and this example showed strong delegation and teamwork.
Ineffective example
Once, I had a guest who asked if they could have their rooms cleaned as it was a stay in, meaning they had decided to stay at the Ibis hotel a couple more nights. I had kindly told the guests their room will be cleaned. As housekeeping I had to ensure every bit of the room was hoovered, dusted and sprayed down with antibacterial sprays. Since the guest had requested for me to clean their room, I had joined another staff and decided to go give a quick clean. But the only mistake the customer made, was leaving a do not disturb sign on the door, this meant neither me or any of the other housekeeping staff can go into the guests room. I went and informed the reception and housekeeping manager about this situation in case any further matter arises. Due to a lack of communication and not knowing what to do beforehand, this problem was not solved instantly. We had received complaints from the same guests asking why their room has not been cleaned. This example reflected that a lack of communication and decision-making skills, led to longer wait time for guests and unplanned customer communication, which created confusion. 
[bookmark: _Toc200583003]4. Self-Reflection using Gibbs model
Description: My role included guest check-in and check-out, as well as housekeeping duties at the hotel.
Feelings: Firstly, I was very nervous because I had no experience handling work pressure and dealing with the guests.
Evaluation: I performed very well in reception and housekeeping because my communication and leadership skills are very strong.
[image: Gibbs' Reflective Cycle | Career Skills Training from EPM]
Figure: Gibbs’ reflective cycle (Tewan et al, 2009)
Analysis: Good communication and leadership skills help to maintain work pressure and make a decision quickly in an unexpected situation (Rughubalan et al, 2009).
Conclusion: I realized that it is very important to be calm in any situation and focus on my work. These abilities enable a manager to make sure that staff members are carrying out their duties and serving visitors in a proper manner.
Action plan: My action plan is to develop proper communication skills and quick decision-making skills. In order to assign tasks effectively and provide team members with insights, clear communication and collaboration are required. 
[bookmark: _Toc200583004]5. Action Plan for Professional Development
From my working experience in the hotel, I have made an action plan for achieving short-term and long-term goals.
	Short-time goals
	Long-time goals

	Time management skills
	Strategic thinking

	Task delegation and coordination (Casado et al, 2012)
	Obtain leadership skills

	Problem-solving skills
	Project management skills (Wood et al, 2013)

	Communication skills (Fallon et al, 2010)
	Pressure handling skills





[bookmark: _Toc200583005]Section 2: Management Performance & Guest Service Analysis
[bookmark: _Toc200583006]1. Management Styles and Staff Motivation
During the placement, I observed that the management department handles the problems appropriately. The supervisor and manager were able to solve this problem because they motivated the other team members and took feedback from them. The impact of this leadership style was very effective because the team members were very active and concerned about their work due to the motivation. 
[bookmark: _Toc200583007]2. Health & Safety Compliance
Health and safety were maintained properly because the housekeeping department was very concerned about health and safety compliance. Due to the COVID-19 pandemic, the housekeeping department has taken proper steps to avoid any serious issues. The department complied with health and safety regulations was very good because they cleaned the hotel three times every day (ASET et al, 2017).
[bookmark: _Toc200583008]3. Culture & Teamwork
The organisational culture influenced the teamwork environment because this culture always motivated the workers to finish their work timely and take care of guest satisfaction (Bardi et al, 2010). This culture affected the staff performance and guest experience positively because the staff was always ready to take responsibility and finish work on time to time and guests were satisfied for this reason (Wood et al, 2013).
[bookmark: _Toc200583009]4. Marketing & Guest Experience
The guest expectations were managed by following several methods, such as communicating with guests, and staff actively asked the guests if they needed any services, and taking feedback from the guests (Bardi et al, 2010). The department contributed to the overall guest experience by providing proper services as demanded by the guests and taking responsibility properly.


[bookmark: _Toc200583010]Section 3: Guest Service Improvement Plan
[bookmark: _Toc200583011]1. Identification of Key Issue
The key issues faced during my services that was the room readiness at the check-in time. As a result, the guest waited in the waiting room and was dissatisfied. This issue impacted the guest satisfaction due to the delayed services and cleanliness problems because the staff was not ready in the morning to clean the rooms quickly, and this was the fault of proper communication with staff and giving guidelines (Casado et al, 2012).
[bookmark: _Toc200583012]2. Justification of the Issue's Significance
I have observed that this delayed service has two types of significance such as the guest was not satisfied due to the delayed service, and this delayed service can impact the hotel management department negatively.
[bookmark: _Toc200583013]3. Three-Step Improvement Plan
Step 1: Operational Change: This issue can be solved by making a real-time dashboard for updating the status of the room to the housekeeping department, so that staff can coordinate with others. This system can provide updates to the staff easily through a mobile app (Fallon et al, 2010).
Step 2: Alignment with Industry Best Practices: Alignment with industry best practices is possible by connecting all departments, such as the front desk, housekeeping, and maintenance department, through software. This will help to coordinate every department, and they will be able to take further steps easily.
Step 3: Expected Impact: The new system will improve the services with real-time updates to the department, and it will also reduce the guest waiting problem after check-in and check-out. It will also reduce the gap of communication gap, the information sharing problem, and the staff will be able to handle the problems easily (Fallon et al, 2010).


[bookmark: _Toc200583014]Conclusion
So, supervisors and managers need to be able to lead and delegate because they are responsible for overseeing their teams. A supervisor may solve issues effectively and make excellent decisions for visitor satisfaction with the use of this problem-solving and decision-making talent. I neglected to respond to the visitors' grievances on getting their room cleaned, as it had a do not disturb sign on the door. I didn’t inform the guest that if they put up a do not disturb sign, then I am strictly not allowed to enter the room. This caused miscommunication and led to dissatisfaction for the customer, as they complained that the room wasn’t immaculate. This issue was not resolved right away because of poor communication with the guests and housekeeping department. 
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