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Introduction
The Accor Hotel in Harlow is a dynamic hospitality environment with a wide base of guests as the hotel hosts numerous events such as business meetings, seminars, courses, weddings, and private celebrations with dedicated areas, cocktail, buffet or gala dinner, coffee, tea, mineral water, internet services, and dedicated event team. These operations require strict coordination and efficient service execution. The primary learning objectives for my placement experience within this environment were to enhance my understanding of guest service management and develop essential skills and practical knowledge to meet and exceed guest expectations.
The Hotel has six meeting rooms, which are rented for different events. During my placement, I was also shadowing in the housekeeping department, but my focus on this reflection will be my experience in the Event & Meetings Department where I spent considerable time of my placement. 
The role of guest service operations management is oriented towards coordinating different functions of the hotel in order to offer clients an enjoyable stay so that the targets of the business in terms of revenue and occupancy are met (Fallon & Rutherford, 2010; Wood, 2013). It is the responsibility of operations management to ensure the quality of service meets the highest standards in the industry as well as guest needs and expectations (Höchsmann, 2014; Wood, 2013).
Section 1: Reflection on Experience and Personal Development
During my shadowing experience in the Meetings and Events department, I was responsible for setting up rooms for events with other colleagues from the team, ensuring that the necessary cutlery and refreshments were prepared, and helping with the decoration for parties and weddings. I also assisted in bar cleaning, inventory audits, and reporting facility faults. These activities allowed me to gain hands-on experience in logistics, event coordination, and effective guest service delivery.
Events are a significant contributor to the hospitality industry, providing considerable economic benefits (Alananzeh, 2022). Research supports that large-scale events drive hotel revenue (Getz, 2008), influencing pricing strategies and occupancy rates (Anguera-Torrell & Nicolau, 2023). However, chain-managed hotels must align pricing strategies with corporate guidelines, limiting flexibility in capitalising on event-driven demand (Porter, 1985).
Strong supplier relationships are another key aspect of event management. Ogden and McCorriston (2007) highlight that long-term supplier relationships enhance service consistency, responsiveness, and flexibility, leading to better service delivery and increased operational efficiency.
One key challenge I observed was the staff shortage, leading to a high turnover rate and increased workload on existing employees. My previous industry experience helped me to quickly understand the importance of teamwork, communication, and proactive problem-solving. I learnt to adapt rapidly and work efficiently under pressure while coordinating with my colleagues regarding the tasks needed to be done. My colleagues and managers valued my contribution, and this enhanced my confidence in my ability to deliver excellent guest service.
I also had the chance to discuss with some of the colleagues and supervisors regarding the high turnover of employees and to gain insight into the problem both from a management point of view and the perception of the colleagues I spoke with. One important aspect I noticed in all departments' placements was the role of clear and professional communication, and ambiguity in delegating tasks or explaining the role expectations was detrimental to effective guest service operations. 
From a manager point of view, I realised the cost with personnel can be sometimes very high and this is even higher if the company has a high staff turnover and needs to invest in training new staff all the time. I was particularly surprised of the excellent organisation in the housekeeping department regarding workflow and communication with other departments, especially with reception. As Sari (2016) states, "the personnel cost of a housekeeping department mostly has the largest percentile among the costs of personnel who do not have direct interaction with the customers." This fact highlights the necessity to minimise housekeeping costs and develop efficient scheduling. In contrast, staff from the bar and events department had a higher turnover rate, which sometimes impacted the safe and efficient delivery of guest operations in these departments. There was also the possibility to contact external agencies to provide personnel in case they remain short of staff for an event. 

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Overall, the experience in the Meetings and Events department help me understand the importance the importance of organisational skills, attention to detail, and time management in ensuring seamless event execution. I understood that inventory management was part of a successful managerial approach to costs / waste and that maintaining high standards of cleanliness was also an essential aspect of delivering quality guest experiences.
Preparing the meeting/ events rooms, I learned about the impact of layout arrangements and the provision of refreshments in enhancing guest satisfaction. Also, I learned about different types of event requirements, how events are booked and negociated, and the different amenities necessary for various events. Additionally, my interaction with housekeeping and maintenance teams provided insight into the operational challenges of hotel management, where effective communication and coordination were vital to ensuring timely and quality service delivery.

Section 3: Reflection on Organisational Issues
The main issue I noticed was related to shortness of staff, that could significantly impact service effectiveness, and guest satisfaction. The issue was also leading to staff burnout, communication issues between staff, and some service inconsistency. The issues were exacerbated at times due to a lack of adequate supervision. The manager was overwhelmed with multiple responsibilities, and he had to delegate some of the things to be done to other supervisors. According to Griffin (2011), a great percentage of all business fail due to weak control systems that lead to serious problems. Effective control systems and supervision is needed to keep business on track (id.; Tribe, 2016)
The issues posed, at times, communication challenges between staff members, whose role now had to cover their absent colleagues. I noticed a sense of dissatisfaction with the ongoing problem. The issue did not immediately affect the guests or the service but rather affected it indirectly, as there was a growing concern among staff regarding workload volumes and longer hours required on the job. I had the chance to observe also different attitudes towards work and how these were impacting the overall guest service operations. People who were generally more optimistic and had a greater level of commitment to the company were more kind to guests, confirming research findings into guest satisfaction. According to Scholz (1987) and Dwyer et al. (2000) organisational culture shapes itself out of the individual behaviours and influence strategy and performance in the hospitality industry.
A practical solution to address the staffing issues would be implementing better workforce planning to optimise shift schedules and hire additional staff to reduce workload pressure. Furthermore, enhancing supervisory roles by delegating responsibilities more effectively could improve overall service efficiency. Applying Herzberg's Two-Factor Theory, the hotel could also focus on employee motivation strategies such as incentives and recognition programs and flexible working patterns to reduce staff turnover and enhance productivity (Herzberg, 1968; Griffin, 2011).

Conclusion and Action Plan
My shadowing experience at Accor Hotel has been instrumental in deepening my understanding of guest service operations. I gained valuable insights into event planning and coordination, housekeeping, and maintenance operations. More importantly, I recognise the impact of staffing challenges on service quality and overall guest satisfaction.
Overall, this placement experience has reinforced my commitment to excellence in guest service operations and provided me with the necessary competencies to build upon in my future roles.
Next, I intend to enhance my HR management skills, problem-solving, and team coordination to ensure more efficient guest service operations. I learnt how a strategic approach to event planning and logistics enhanced guest satisfaction and I would like to leverage this experience and learn more about project management tools and communication strategies to enhance my expertise in the industry. 
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