




BA International Hotel Management
Module Code and Name: BMIH6003 Managing Guests Service Operations

Student Name: Adrian Grigore
Student ID: 2127381











Table of Contents
Introduction	1
Section 1: Reflection on Experience and Personal Development	2
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge	3
Section 3: Reflection on Organisational Issues	4
Conclusion	6
References	7















2

[bookmark: _Toc182423192]Introduction
As part of this assessment, I spent 10 weeks at the Village Hotel Swindon observing the functionality of the Reception, Front Office, Housekeeping, leisure club, and Meetings/Conference and Banqueting departments. Some of the core competencies that I wanted to achieve were understanding the internal operations of each department, improving the skills in solving different problems, and increasing the effectiveness in consistent and quality service delivery in a progressive hospitality context.
Consumer satisfaction as a policy of Village Hotel entails the ability to handle different systems, as well as excellent communication skills may be necessary to meet guests’ individual needs (ASET, 2017). From this placement, I encountered the risks and realities of practice that demand elasticity and proficient effector skills. The reflective practice allowed me to describe my personal development on the topic, discovering my weaknesses and enhancing one’s guest service operations skills. This paper will then use reflections to assess personal development, review relevant work-based skills, and assess an organizational issue from my placement.
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For this part of the assignment, I shall be using Gibbs’ Reflective Cycle (1988) which consists of six elements: description, feelings, evaluation, analysis, conclusion and action plan. This model is beneficial for me to reveal my reactions, to analyze the experience, and to make changes (Adeani, Febriani, and Syafryadin, 2020).
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Figure 1: Gibbs’ Reflective Cycle (1988) 
I was once observing a particular supervisor at the reception when a guest came with a Booking.com reservation confirmed, but the hotel system did not pull the record. This first put the presence of a guest under pressure, and initially, this made a guest angry. In that case, my position was to provide the guest with confidence that we were working on it while helping the supervisor identify the problem (QAA, 2018). I decided to keep quiet because my conscious threatened to make the guest angrier than before. After consulting the manager, we were able to solve the problem in about fifteen minutes by contacting Booking.com where the bookings were confirmed.
Thinking of this, I understood how vital communication is and how quickly issues need to be resolved in any guest service position. The personal lesson that I learnt from this experience is that flexibility together with knowledge about booking channels is important in order to satisfy guests (Boud, Keogh & Walker, 2013). After this, I ensured that I got a better understanding of the booking system which in turn reduced my stress next time when handling such incidents.
This mentored me greatly: learning how to be cool during delicate situations and realizing fully how important technical skills are in the guest service field after considering that I came from a non-hotel background (Hagg, 2013). In the future, I would like to advance my awareness of different kinds of booking systems and breathing exercises. 
[bookmark: _Toc182423194]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Technical knowledge and work-based skills are other determinants of guest satisfaction hence necessary for Village Hotel Swindon since it is a high occupancy area. Communication, problem-solving and technical skills involving the system of the organization can effectively lead to a satisfactory and efficient generation of the guest (Morley & Leggatt-Cook, 2021). 
There, I ended up defining several moments that I came across during my placement that were the result of the need for the competencies described above. For instance, the problem of booking mentioned above pointed to the necessity of informing the guest and mastering the practical aspects of accepting or making the booking (Wain, 2017). Let alone the use of flexibility in navigating through the program and correcting a minor mistake that could have attracted other guests and prompted them to complain over the phone about their experiences in that particular hotel.
Proficiency in technical activities like management of the booking system is fundamental to hospitality education because it eliminates time wastage and demonstrates how to make guests happy (Bardi, 2010). As important are technical skills such as communication and empathy that are useful in managing customers’ expectations (Bahl & Dietzen, 2019). For instance, when guests were forced to be provided with a room late, I was able to discover that it was more satisfying when they were first informed about the delay and also offered complimentary services.
With the help of technical interpersonal skills, I was able to improve my service delivery. This placement has enlightened me on how technical knowledge and work-based skills contribute to the delivery of guest service, to address the needs of the hospitality sector (Sweet, 2013). Further on the same, I have laid down a detailed contingency plan for enhancing my skills in guest relation software training and interpersonal communication.
[bookmark: _Toc182423195]Section 3: Reflection on Organizational Issues
Here, I shall apply Kolb’s Experiential Learning Model (1984) deploying the four stages of concrete experience, reflective observation, abstract conceptualization and action and testing to evaluate an organizational issue and come up with good solutions to it (Morris, 2020). 
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Figure 2: Kolb’s Experiential Learning Model (Morris, 2020).
An example of an organizational problem I faced was a booking error in the reception department. When a guest booked an apartment through Booking.com there was no record of the booking in our system. This cropped up an initial hold-up, in that I remember it shifting around the reception layout at the same time which would affect both the guest and the front desk since the latter had to troubleshoot during a time we were into many check-ins (Ardelt & Grunwald, 2018). Watching this carefully, I realized that even a small smash can have profound effects on the guest’s perception, department functioning and hotel image.
When thinking about this I concluded that better integration between third-party booking sites and the hotel’s systems could help avoid such situations. As a solution to this problem, I propose having an auto updating of the system for synchronization purposes from other booking sites to the hotel system (Casado, 2012). Furthermore, photocopying of a small and specific checklist that will serve as a frontline troubleshooting manual to frontline staff could help reduce unnecessary delays.
The case also pointed out that operational readiness plays a crucial role in Guest expectations more so during busy periods (Knipfer, Kump, Wessel & Cress, 2013). Bearing this in mind I have understood the importance of following organizational processes as well as the importance of engaging in process analysis to enhance the performance of guest services. In future jobs, I will persist in developing them and presenting plans that optimize organizational performance.
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The actual experience at the Village Hotel Swindon has been helpful in grasping the guest service industry and on how technical skills, flexibility and soft skills greatly influence the provision of quality service. From my observations, I have recovered the lessons I learned prior to my practicum regarding communication and conflict resolution in addressing guest expectations.
	Goal
	Action Plan
	Duration

	Increase hospitality system skills
	Training in operation and bookkeeping
	ongoing

	Communication skill
	Doing courses and practice professional communication with guests
	6 months

	High guest service standards
	Apply in the workplace
	Immediate and ongoing



The difficulty encountered as such as with the situation in the booking system has equipped me to handle certain circumstances or encounter such matters with a stronger assurance of practical and technical expertise. Looking to the future, I have many things to improve and develop both in knowledge about hospitality systems and in the sphere of communication. This placement has hence influenced my career goals positively, granting me skills and knowledge that I would like to use in the future guest service delivering high standards as per guests’ expectations.  
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