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[bookmark: _Toc200586928]Introduction
My placement is Ashford International Hotel & Spa in position like Food & Beverage, Managing Guest and Service Operation: Housekeeping and Leisure, Managing Hotel Administration: Reception and Sales. Guest management refers to the practices and systems used to handle visitors across various settings, from offices and events to hotels and apartment buildings. I can negotiate a variety of agreements with my stakeholders and build appropriate relationships with my staff thanks to my great communication skills.
[image: C:\Users\FB PC\Desktop\ashford-logo.png]
Figure: Ashford International Hotel & Spa



[bookmark: _Toc200586929]Role overview
My placement is Ashford International Hotel & Spa (Start date: 02/05 and End date: 10/07). In my professional career, I worked in a department in the hotel operation business, like guest management.. Housekeeping, hotel management, and others. These roles helped me to gain and observe various experiences and knowledge, which helped me to improve my performance and skills. In each department, I had to face various challenges and find opportunities to overcome all the problems. These last experiences and exposure provided various opportunities to learn about these sectors deeply and prepare for future life (Rutherford, 2009). 
[bookmark: _Toc200586930]Key Skills for Supervisors/Managers in the Department
Leadership and delegation: A proper leadership skill will help the supervisor or manager to manage their business and staff properly, motivate their employees, set proper goals, and bring out all the work appropriately.
[image: ]
Figure: Leadership and communication skills (ASET, 2017)
Communication and teamwork: To be a good leader, communication is one of the most important skills. With the health of my strong communication skills, I can make various deals with my stakeholders and establish proper connections with my employees. Teamwork will help me to solve critical problems with ease.
Problem-solving and decision-making: In the company, the leader has to make most of the decisions, and for that, it is important for a leader to have good decision-making skills. Problem problem-solving scale will also help me to find out the best possible outcomes from a problem to solve properly.
[bookmark: _Toc200586931]Real example 
A real example is the food and beverage department at a wedding ceremony. Due to a miscommunication between the service team and the kitchen team, the serving of the main course was about 20 minutes late. I took the initiative to talk with the guests and provide them with some complimentary drinks and snacks. I also talked with them so that they wouldn’t feel bored during the delay. This provides a good example of the importance of communication problem solving, and decision making (Bardi, 2010).
[bookmark: _Toc200586932]Self-reflection using the Gibbs Model
Description: In my placement, I was engaged in various departments and various tasks. There I learnt about leadership, communication, and problem-solving skills as I had some lacking in these. 
Feelings: At the start, I felt overwhelmed during my duties in various departments. Over time, I gained more confidence. 
Evaluation: My communication skills were better than the other skills. For that, it was easy for me to make some effective communication. This helped me find the lack in my skills. 
Analysis: Successful service delivery depends on effective teamwork. 
Conclusion: From my previous work, I learnt that it is important to have proper leadership and team management skills for maintaining a company and sector properly. 
[image: Gibbs+reflective+cycle+diagram]
Figure: Gibbs’ Reflective Cycle (Casado, 2012)
[bookmark: _Toc200586933]Action plan for professional development 
Short-term goals
· Improve leadership skills by taking various training and workshops. 
· Practice more about various difficult situations to overcome these in real-time scenarios properly. 
· Improve knowledge about the sectors (Fallon and Rutherford, 2010). 
Long-term goals
· Get to a managing position in the company. 
· Open up other sectors to improve the business. 
· Build up a proper relationship with employees and staff. 




[bookmark: _Toc200586934]Section 2: Management performance and guest service analysis 
[bookmark: _Toc200586935]Management styles and staff motivation 
In the company and my placement, I observed that there are both transformational and transactional leadership styles in the company. With the proper management style, the manager can easily motivate the employees in their work and bring up the best possible outcome from them. Also, with the proper training and workshop, the manager can improve the skills of the staff which will help them to improve their motivation level. 
[image: ]
Figure: Leadership management (Hagg, 2013)
[bookmark: _Toc200586936]Health and Safety Compliance
Health and safety is one of the most important and alarming parts of my positioning. When I work in the housekeeping sector, health and safety are a must. It is important to provide proper training to the staff about the hygiene and safety of the customers. Workers should wear proper dress during the housekeeping service so that they don’t spread any diseases. Also, they need to ensure the proper cleanliness and hygiene of their guests. 


[bookmark: _Toc200586937]Culture and teamwork 
To maintain a proper management practice and to maintain the customers properly, it is important to maintain the culture (Johnston et al, 2012). The organisation's culture should encourage collaboration with the guests to meet their comfort. For maintaining the company culture, teamwork is needed among the steps. A positive culture will provide a very good impression to the guests, which will enhance their stay experience. This will help the company attract more customers and make more profit. 
[bookmark: _Toc200586938]Marketing and guest experience
To attract more guests to the hospitality sector, it is important to provide a good marketing strategy which will help customers learn about the details, and they will be interested in taking the services.
Along with that, it is important to maintain a good experience with the guests. Staff and employees need to be well-behaved and well-mannered so that they can maintain good communication with the guests (Tewan, 2009). 


[bookmark: _Toc200586939]Section 3: Guest Service Improvement Plan 
[bookmark: _Toc200586940]Identification of key issues
For a better management plan for the guests, it is important to find out the issues related to guests and solve them as soon as possible. Also, all the functions, plans, food, and other arrangements need to be managed properly for the guests. 
[bookmark: _Toc200586941]Justification of the issue’s significance 
These issues are very important for the reputation of the company. With this, it is easy to maintain the customers and their needs. Along with that, various functions, for service, and others are necessary for making the guests comfortable and feel joyful during their stay. A bad review can cause great loss to the company, and for that, it is important to address these issues (Vallen et al, 2014). 
[bookmark: _Toc200586942]Three-Step improvement plan
Step 1: Operational change: The Company can make various changes in the operations to improve the guests' experience, for example, they can serve a better breakfast or arrange a buffet breakfast in the morning.
Step 2: Alignment with industry best practice: They should provide the best possible service to their customers that is available in their hotel. This will help the customers to provide good reviews, and this will help to grow their business a lot.
Step 3: Expected Impact: The Eve Hotel can make positive changes and align with the best practices, which will provide them with a positive impact, which will help them attract more customers and grow their business (Wood, 2013). 


[bookmark: _Toc200586943]Conclusion
I made an effort to engage with the visitors and provide them with free refreshments and snacks. In order to keep them from getting bored during the wait, I also spoke with them. One of the most crucial abilities for a successful leader is effective communication. Compared to the other skills, my communication abilities were superior. I was able to communicate well for it with ease. This assisted me in identifying my skill gaps. I had to confront a variety of obstacles in every department and look for ways to get past every issue. 
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Whether something went badly,
well, or somewhere in-between,
it's worth taking some time
afterwards to reflect.

This six-stage system helps
individuals or teams structure the
process, acknowledging reactions,
exploring underlying causes and
learning from any mistakes.

Description
Whatactuly happened?
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