[image: ]


Hotel Placement – Managing Guest Service Operations

BMIH6003
Student name: Anca Dumitru
Student id:2213179
Tutor: Lisa Bassler



I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.







Introduction
The Holiday Inn Peterborough West provides a wide selection of amenities for guests to enjoy a comfortable stay, such as room service, housekeeping, and 24-hour reception. The hotel has a spa, an indoor pool, a fitness center, and a variety of culinary options at its restaurant and bar. The hotel delivers an excellent experience for both business and leisure travelers with plenty of parking, accessibility features, and a dedicated staff (IHG, 2025).
Holiday Inn Peterborough West is a well-established hotel that specializes in providing exceptional guest service across various events, including corporate meetings, private celebrations, and themed entertainment nights (Valor Meetings and Events, 2025).
The hotel's Meetings and Events division is dedicated to delivering exceptional experiences across a variety of event spaces, including the Buckingham Suite, Norfolk & Essex Suite, Burghley & Thorp, Rutland Room, Stamford, and more. From weddings and proms to funerals, Christmas parties, and charity events, these adaptable locations can host a variety of events and guarantee that each one is handled with attention to detail (IHG, 2025).
Learning objectives
· Build and maintain strong customer relationships through timely follow-ups and personalised communication.
· Learn to handle multiple types of events (business events, weddings, Christmas events, celebrities such as football players or proms) and ensure smooth operations.
· Improve my understanding of event management 
· Become more knowledgeable about CRM tools, booking platforms, event management software, and other digital technologies that are essential for event planning.

Section 1: Reflection on the Experience and Personal Development
I'll use Gibbs' Reflective Cycle (1988), which consists of description, feelings, evaluation, analysis, conclusion, and an action plan, to reflect on my experience (University of Cumbria, 2020).
During my experience in this department, I noticed how effectively the team coordinated events, managed guest expectations, and handled responsibilities and how everything seemed so easy. I believe a crucial part of their job was to ensure that all event request emails were promptly addressed to prevent any missed inquiries. This thing reflects a dedicated and professional team. I noticed that at the meetings and events department at Holiday Inn Peterborough West, weddings are a major focus and the hotel has 290 inquiries received on the Hitched platform. The hotel hosts biannual wedding showcases to highlight its wedding amenities, allowing potential customers to explore the available choices. Funerals, anniversaries, charity functions, and aging weddings are also held in the hotel, particularly on Sundays. The varied event portfolio also includes football games with mid-level celebrities and private meals. According to a print advertisement by Holiday Inn Peterborough (2025), "It’s time to celebrate" with three package options priced at £30, £39, and £45 per person. The prom packages were thoughtfully designed to cater to a variety of tastes and budgets.
At first, the amount of information needed to make events effective overwhelmed me. For instance, to successfully advertise the appropriate location for particular events, I needed to know the precise number of guests that each room, such as the Buckingham Room or the Stamford Room, could host. My anxiety about failing made me uncomfortable and terrified of every task. However, I felt more relaxed and was able to make an email reservation when the team gave me a tour of all the conference and event spaces and I learned more about them.
Attention to detail and persistence in customer interactions are vital to ensure the success of any event. Furthermore, communication and consistency are just as necessary (Linkedin.com, 2025). This ensures that the guests are respected and that their expectations have been met while also establishing trust and confidence with them.
During my first year of placement at Premier Inn Peterborough North, I didn’t have the opportunity to experience this department and I’m very grateful for this. Through this experience, the university has allowed me to develop my second language along with my communication skills which I greatly appreciate. I’m especially happy because it allowed me to be surrounded by people as my current remote job in transportation offers me limited social interaction with others.
 This experience in this department has allowed me to step out of my comfort zone. Although I initially felt like giving up, my placement experience at Holiday Inn helped me to develop personally and professionally.
Moving forward, I intend to establish a systematic email response system to guarantee that every question is answered quickly and reduce the possibility of requests being missed (Kannan et al., 2016). In addition to increasing efficiency, this method will strengthen my capacity to foresee visitor needs in advance. I hope to deliver a more efficient and expert service by upholding orderly, transparent communication, ultimately improving the entire customer experience.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Technical expertise and interpersonal abilities must be combined for the guest service department to be managed effectively (Lloyd and Payne, 2023). For an event to be executed well, communication, time management, and problem-solving are critical. Additionally, coordinating reservations and upholding customer expectations require skill with reservation systems and meticulous attention to detail. I gained an awareness of the main technical processes, such as reservation systems, guest relations management, and event planning tools, at the time of my placement at the Holiday Inn. Email and phone were crucial in handling the reservations through digital channels. 
Data entry, computer proficiency, data analysis, CRM systems, and email management software constitute some of the technical abilities required for the services provided to customers. However, I wasn't too knowledgeable about the technology at first, but I've since learned how to use it. Generating contracts and maintaining good customer relations depend heavily on continuously following up with prospective customers, especially for wedding queries via websites like Hitched.co.uk. Regular follow-ups ensure potential clients receive prompt responses, feel appreciated, and continue to be interested in the hotel's products, especially considering the large volume of inquiries 290 in this instance.
Proactive communication, such as sending customized emails, arranging site tours, and answering particular inquiries, helps keep the hotel at the forefront of couples' minds as they consider a variety of venue possibilities before deciding on one. Additionally, persistence allows supervisors to clarify details, negotiate packages, and reassure clients about the venue’s capabilities, ultimately increasing conversion rates. 

Section 3: Reflection on Organisational issues

A challenging situation related to guest service happened when the consumer booked their private dinner for a particular corporate event in the Holiday Inn. The last-minute seating arrangements were the primary source of the customer's frustration. Miscommunication between the sales personnel and the catering department was the main source of the problem. This leads to a dissatisfied seating plan that cannot match the request of the client. Unhappiness on either side of the customer could result in a bad experience, aggravate the employees, and damage the hotel's reputation (Laufer and Group, 2019).  The overall incident affected the departmental workflow; last-minute changes needed immediate adjustments within the catering arrangements and table settings. 
Possible solutions:
· Follow the procedures for the last confirmation, where guests must approve the event details 24 hours before the appointed date. 
· Providing the compensatory gesture, which includes the room upgrade, and complimentary drink, to manage the guest loyalty and reduce the dissatisfaction (Riordan, 2024). 
· Kotler’s model of service quality focuses on the significance of reducing the communications gaps which can boost consumer satisfaction (Kotler model, 2023). Implementing the principle will offer help in reducing the same issues in upcoming future events. 
Conclusion and Action Plan
The placement in the Holiday Inn's Events & Meetings division gave me important knowledge about how good event planning positively raises consumer happiness. Taking proactive measures to resolve these kinds of issues before they become more serious guarantees efficient operations and a wonderful guest experience. Effective coordination between departments, teamwork, and faultless execution of every detail depends on effective communication. The entire guest experience is greatly influenced by every aspect of event planning, no matter how minor. Strong leadership is also essential for upholding high service standards, maximizing productivity, and producing outstanding events that both meet and beyond the expectations of guests.
My determination to pursue a career in hospitality management has been strengthened by this experience. To improve my abilities, I would like to:
Participate in event management software training to increase operational effectiveness;
Learn sophisticated problem-solving strategies by analysing case studies;
Develop my leadership skills to handle supervisory duties more successfully.



References
1. Holiday Inn Peterborough. (2025) It’s time to celebrate [Advertisement]. Looking forward to celebrating the end of school and your successes with classmates? p. 1.
2. IHG. (2025). Holiday Inn Peterborough - West. [online] Available at: https://www.ihg.com/holidayinn/hotels/gb/en/peterborough/ptrwe/hoteldetail [Accessed 21 Feb. 2025].
3. IHG. (2025). Holiday Inn Peterborough - West. [online] Available at: https://www.ihg.com/holidayinn/hotels/gb/en/peterborough/ptrwe/hoteldetail/events-facilities [Accessed 21 Feb. 2025].
4. Kannan, A., Kurzweil, R., Epstein, D., Chen, K., Hoi, S., Shah, M., Wu, Q., Rakshit, S., Choi, Y., Riesa, J., Tihon, T., Kaufman, D. and Sirotkin, K., 2016. Smart Reply: Automated Response Suggestion for Email. Proceedings of the 22nd ACM SIGKDD International Conference on Knowledge Discovery and Data Mining (KDD '16), pp. 955–964. Available at: https://dl.acm.org/doi/abs/10.1145/2939672.2939801 [Accessed 2 Mar. 2025].
5. kotler model,  2023. Online. Available through <https://www.indeed.com/career-advice/career-development/product-levels>
6. Laufer, M. and Gorup, M., 2019. The invisible others: Stories of international doctoral student dropout. Higher Education, 78, pp.165-181.
7. Linkedin.com. (2025). LinkedIn. [online] Available at: https://www.linkedin.com/pulse/5-steps-uphold-customer-service-consistency-quality-clarity-voice-21bue [Accessed 6 Mar. 2025].
8. Lloyd, C. and Payne, J., 2023. Digital skills in context: Working with robots in lower-skilled jobs. Economic and Industrial Democracy, 44(4), pp.1084-1104.
9. Murphy, H.C., Chen, M.-M. and Cossutta, M. (2016). An investigation of multiple devices and information sources used in the hotel booking process. Tourism Management, 52, pp.44–51. doi:https://doi.org/10.1016/j.tourman.2015.06.004.
10. Riordan, T., 2024. Digitally mediated hospitality and algorithmic hostility in the platform economy: Emerging interactions across the virtual domain. Hospitality & Society, 14(3), pp.277-299.
11. University of Cumbria (2020). Gibbs’ Reflective Cycle. [online] University of Cumbria, University of Cumbria, pp.1–4. Available at: https://my.cumbria.ac.uk/media/MyCumbria/Documents/ReflectiveCycleGibbs.pdf.
12. Valor Meetings and Events. (2025). Holiday Inn Peterborough-West - Valor Meetings and Events. [online] Available at: https://letsdomeetingsandevents.com/hotel/holiday-inn-peterborough-west/ [Accessed 21 Feb. 2025].
13. www.hitched.co.uk. (n.d.). Your wedding. Planned to perfection. [online] Available at: https://www.hitched.co.uk/ [Accessed 21 Feb. 2025].
2

image1.emf

