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Introduction:
This reflection is based on my placement at the Morgans Hotel (Morgans Hotel, 2025), where I shadowed the Duty Manager. It aims to analyse my experience in managing guest services and to understand how guest service practices operate in a hotel environment. This reflection is based on practical learning gained through observation and participation during my placement. 
During this time, I was involved in a range of front office tasks, including responding to guest online enquiries, sending invoices, supporting check-in and check-out procedures, and observing how complaints were handled. I also developed my skills in using hotel management systems such as Guestline, Vostio, and Trail. These systems helped staff organise reception tasks efficiently and communicate effectively with other departments, such as housekeeping, which is essential for smooth hotel operations.
The use of technology also plays an important role in improving the guest experience. It allows hotels to provide a more personalised, efficient, and comfortable stay by managing guest information and service requests effectively. Research shows that digital technologies can enhance service quality and improve customer satisfaction in the hospitality industry (Buhalis and Leung, 2018). 
This reflection uses Gibbs Reflective Cycle (University of Derby, 2024) to structure the analysis. It draws on practical experience from my work placement, using observations of service quality, leadership, workplace culture, and guest experience to understand how the organisation operates in real-life situations. 






Description:
During my placement at Morgans Hotel reception, I shadowed the Duty Manager and observed how daily front office operations were managed. My learning was mainly based on observing the manager’s actions and participating in basic tasks. This helped me understand how guest service is delivered in a real working environment.
I supported several front office tasks, including responding to guest online enquiries, sending invoices, and assisting with check-in and check-out procedures. When sending invoices, we followed security procedures by asking for the last three digits of the guest’s card. This ensured that sensitive information was only shared with the correct person, this highlights the importance of data protection in hospitality (Rana, 2026). 
I also observed how systems such as Guestline, Trail, and Vostio were used to organise bookings, manage guest requests, and communicate with other departments. For example, when a guest checked out, reception staff informed housekeeping so the room could be cleaned and updated in the system. This showed how different departments must work together to maintain efficiency.
An important issue I observed was handling guest complaints, particularly related to noise. The hotel regularly hosted events and live music, and guests were informed in advance by email. However, despite this communication, some guests still complained about noise, especially those staying in areas where they had to walk through busy or loud spaces to reach their rooms in the Georgian hotel (The Georgian Swansea, 2023).
In some cases, the Duty Manager offered solutions such as moving guests to another room, providing complimentary breakfast, or offering discounts for future stays. These actions can turn difficult situations into opportunities to improve guest satisfaction (Ahlawat, 2025). However, I also observed a situation where a guest complained after checkout about poor sleep due to noise. In this case, the manager explained that the issue should have been reported during the stay so it could have been resolved at the time.


Feelings:
During my placement, I felt interested and motivated because I was learning new skills by shadowing the Duty Manager, which helped me understand the responsibilities involved in supervising guest service operations I felt more confident when I was able to support simple tasks such as responding to guest enquiries. This made me feel like I was contributing to the team and developing my communication skills. However, I also felt uncomfortable when I observed guest complaints. I felt sorry for guests who were not satisfied, especially those who were affected by noise and could not sleep properly. From a guest’s perspective, this is a very important part of their stay.
At the same time, I understood the manager’s position. The hotel needed to run events as part of its business, and not all situations could be controlled. This made me realise that working in hospitality often involves balancing guest satisfaction with business needs. The situation where a guest complained after checkout made me realise how important timing is in guest service. I understood that if problems are not reported during the stay, it becomes very difficult to resolve them later. Overall, this experience helped me see both the guest’s and the manager’s perspective.
Evaluation:
There were several positive aspects of my experience. One strength was that the hotel informed guests in advance about events and possible noise. This shows an attempt to manage expectations and reduce complaints. Another positive aspect was the use of secure procedures when handling guest information. Asking for verification before sending invoices demonstrated professionalism and helped build trust with guests.
The Duty Manager also showed strong leadership skills. They remained calm, professional, and respectful when dealing with complaints. They listened to guests carefully and offered solutions such as room changes or compensation when possible. This helped reduce dissatisfaction and maintain a positive relationship with guests. However, there were also weaknesses. Despite informing guests about noise, complaints still occurred. This suggests that communication was not fully effective, as guests may not have understood the level of disruption.
The hotel layout also created challenges. Guests having to walk through noisy areas negatively affected their experience, especially for those expecting a quiet stay. In addition, some complaints were made after checkout, which limited the hotel’s ability to resolve the issue. This shows that the hotel could improve by encouraging guests to report problems earlier. Overall, while the hotel had good systems and procedures, there were still areas where guest service could be improved.
Analysis:
This experience can be better understood by linking what I observed during my placement to ideas about guest service and customer satisfaction. Guests often compare their expectations with their actual experience during their stay. In this situation, although guests were informed about possible noise before arrival, many still expected a quiet and comfortable environment. When this expectation was not met, they became dissatisfied. This highlights the importance of managing guest expectations in hospitality; therefore, effective communication is essential (Kaul, 2025).
When problems occurred, I observed that the Duty Manager tried to resolve them immediately by offering solutions such as room changes, complimentary breakfast, or future discounts. This helped reduce guest dissatisfaction and improve their experience. According to Christian Gronroos (Gronroos, n.d.), how staff behaviour and communication influence service quality. However, when guests complained after checkout, it was often too late to fix the issue properly. This shows that dealing with problems quickly during the stay is very important.
The Duty Manager also showed strong leadership skills. They adapted their approach depending on the situation, showing empathy when guests were not happy while remaining professional and explaining hotel policies clearly. This demonstrates that good leadership in hospitality requires flexibility and strong communication skills (Placement International, 2026).
In addition, the hotel aimed to create an enjoyable atmosphere through events and live music. However, this did not suit all guests, especially those expecting a quiet stay. This shows that hotels must balance different guest needs to provide a consistent experience. 
Finally, this experience showed the importance of teamwork. Reception staff needed to communicate effectively with housekeeping (Abbott and Lewry, 2010) and stay aware of events taking place in the hotel. Good communication between departments helps ensure a smooth and positive guest experience.
Conclusion:
This experience helped me understand that managing guest service is not only about completing tasks but also about managing expectations and responding effectively to problems.  I learned that communication with guests must be clear and detailed to avoid misunderstandings. Even when guests are informed, their expectations may still be different from the actual experience.
I also learned that service recovery is most effective when problems are addressed during the guest’s stay. If issues are reported early, they can be resolved quickly and improve the overall experience. The experience also showed me the importance of leadership in guest service operations. The Duty Manager demonstrated professionalism, adaptability, and problem-solving skills, which are essential in handling difficult situations.
In addition, I understood the importance of teamwork between departments. Good communication between reception, housekeeping, and other departments helps ensure a smooth guest experience. Overall, through my placement and this reflection, I developed valuable practical skills and gained a better understanding of guest service management.








Action Plan:
In the future, I would take a more proactive approach to managing guest service. Although the hotel already sends pre-arrival emails informing guests about potential noise from events, I would reinforce this communication at check-in by verbally informing guests. I would clearly highlight any possible disruptions and, where possible, offer quieter room options to better manage expectations and reduce the likelihood of dissatisfaction.
Secondly, I would focus on faster service recovery by encouraging guests to report issues during their stay. For example, I will inform guests at check-in that they can contact reception at any time if they have concerns, allowing problems to be resolved quickly.
As a future supervisor or manager, I would also aim to improve communication between departments, particularly between reception and events, to minimise disruptions to guests. In addition, I would support the use of feedback systems to collect guest opinions during their stay, enabling the hotel to respond more effectively. Finally, I would treat guest complaints as valuable learning opportunities to improve service quality and prevent similar issues in the future.  
 










Part 2: Hotel Mentor Feedback:
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Part 3: Academic Tutor Feedback:
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Part 4: Reflection on Hotel and Academic Tutor Feedback:
Introduction:
This reflection focuses on the feedback I received from both my hotel mentor and my placement tutor during my placement in guest service operations. Feedback is important because it helps identify what I am doing well and where I need to improve, especially when preparing for a future career in hospitality. By looking at both perspectives, I can better understand my performance in areas such as communication, teamwork, and guest interaction. This reflection also helps me think about how I am developing professionally and what I need to work on to move towards a supervisory role. Finally, I will outline some practical steps I can take to improve my confidence, communication, and overall performance in guest service environments.
Understanding the Feedback:
From my hotel mentor’s feedback, I performed well in following procedures, completing tasks, and maintaining a professional attitude. I was reliable, listened carefully, and worked well as part of the team. I followed the hotel’s standards and supported guest service when needed, which shows that I understood my role and how the hotel operates. However, my mentor also mentioned that I can be quiet and need to build more confidence, especially when interacting with guests. I think this is fair because at the beginning I preferred to observe and learn before getting fully involved. As I became more comfortable, I started to take more initiative and interact more with guests and colleagues. 
My placement tutor’s feedback was also positive. She mentioned my professionalism, strong communication skills, and commitment throughout the placement. For example, I was always on time for meetings, communicated clearly, and managed my responsibilities well, including making up missed shifts. She also recognised my ability to spot service issues and suggest improvements. When comparing both pieces of feedback, there are clear similarities. Both recognise that I am professional, reliable, and a good communicator. However, the main difference is that while my tutor sees communication as one of my strengths, my mentor feels that I need to show this more in real situations by being more confident and less quiet.
This made me realise that even though I have good communication skills, I do not always show them fully in the workplace. Overall, the feedback helped me understand that I need to be more confident, speak up more, and get involved more often so that my abilities are clearer to others. 
Impact of the feedback:
The feedback helped me understand that I already have a good foundation for working in hospitality. Being organised, professional, and able to communicate clearly are important strengths, especially in guest service roles where consistency and reliability matter (Parasuraman, Zeithaml and Berry, 1988).
At the same time, it made me realise that confidence is one of my main areas for development. Even though I can communicate well, I sometimes hesitate in real situations, particularly when dealing directly with guests. I now understand that guest service is not only about completing tasks correctly, but also about how employees behave when interacting with guests. Poor behaviour or lack of engagement can negatively affect the guest experience (Pizam, 2016).
Looking back at my placement, I can see that I tried to be helpful whenever I could. I would step in and take initiative when needed, especially if there was no one else around. If I was unsure, I would ask a more experienced member of staff to make sure I handled the situation correctly. This shows that I was responsible and focused on doing what was right rather than guessing.
However, there were still moments where I could have shown more confidence by taking the lead more quickly. At times, I hesitated because I wanted to make sure I handled situations properly. While this approach helped me learn, it also showed me that I need to trust my abilities more and step slightly outside my comfort zone to develop further.
The feedback also changed how I see supervisory roles. Before, I thought being a supervisor was mainly about managing tasks, but I now understand that it also involves leading people, making decisions, and ensuring guests have a positive experience. According to (Baum, 2006), hospitality supervisors need to be proactive and adaptable, which are skills I still need to strengthen. 
Overall, the feedback made me more aware of the gap between my potential and my current performance. It showed me that I am capable, but I need to be more confident and take greater initiative to grow professionally.

Action Steps for Growth:
To improve based on this feedback, I have identified several actions I will take. Firstly, I will focus on building my confidence by becoming more active in guest interactions, as this was an important point raised by my hotel mentor. I will try to start conversations with guests, offer help without waiting to be asked, and take more responsibility during service. I believe that by putting myself in these situations more often, my confidence will develop naturally. 
Secondly, I will learn from experienced staff by observing how they communicate with guests and handle different situations. I will then apply these approaches in my own interactions. This will help me improve not only my communication skills, but also my confidence in real working environments.
Thirdly, I will take more initiative when dealing with problems. Instead of only identifying issues, I will try to suggest solutions and be more involved in resolving them. This is important because being proactive and adaptable is an important part of effective guest service and leadership within hospitality environments (Zhang et al., 2024). Finally, I will continue improving my knowledge of hotel procedures and systems, as this will help me feel more confident when making decisions and interacting with guests. These actions will help me become more confident, proactive, and prepared for future roles in hospitality, particularly in supervisory or managing positions.






Conclusion:
In conclusion, reflecting on the feedback from my hotel mentor and placement tutor has helped me gain a clearer understanding of both my strengths and areas for improvement. While I demonstrated professionalism, reliability, and good communication skills, I need to develop greater confidence and be more proactive, especially when interacting with guests. 
This reflection has shown me that having the right skills is not enough on its own, it is equally important to demonstrate them consistently in real situations. It has also helped me better understand the expectations of management roles, particularly in terms of leadership, decision-making, and guest experience. 
Moving forward, I am committed to applying this feedback by challenging myself to step out of my comfort zone and take a more active role in service situations. I believe that by doing this, I will continue to grow professionally and become more confident and effective in my future career in the hospitality industry.
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Her ability to express ideas clearly and respond appropriately supported productive
meetings and smooth operational communication within the hotel. This is particularly
valuable in a hospitality environment, where effective communication with staff and
guests is essential for maintaining efficiency and service quality.

Her email communication was timely and appropriately managed, showing clear
improvement since Level 5. Her written communication now reflects a more consistent
understanding of professional expectations and tone.

Overall, Hind demonstrates a strong standard of communication. She shows effective
listening skills, adapts her communication well to different audiences, and maintains
a respectiul and professional approach. Continued refinement of these skills will
further strengthen her effectiveness and support her progression into the industry.

Behaviour

Throughout her placement, Hind was consistently engaged and showed a genuine
‘willingness to learn and contribute across different areas of the operation.

She worked effectively with both colleagues and peers for the mos part, contributing.
positively to the team and overall working environment. Her approach was respectful
and retiable, and she completed tasks o a high standard. Feedback from hotel staff
and peers highlighted her professionalism and her ability to integrate well within the
team.

To further support her development, it will be important for Hind to continue
recognising the value of all tasks within hotel operations, including routine duties such
as cleaning. Developing a full appreciation of these responsibilities s essential, as they
underpin service quality and ensure the smooth day.-to-day running of a hospitality.
environment.

Overall, Hind's willingness to support others, combined with her positive attitude, has
made her a reliable and valued member of the team.

Problem-Solving

Hind has demonstrated a constructive and responsible approach to problem-solving
throughout her placement. She continues to show developing accountability and a
clear willingness to address situations in a professional and effective manner.

A strong example of this was her independent arrangement to recover missed
placement shifts. This reflected accountabiliy, initiative and an understanding of the
importance of meeting placement expectations, alongside a commitment o
maintaining professional standards despite external challenges.





image9.png
Prifysgol Cymru

¥ Drindod Oew St

University of Wales

Tutor Feedback

Student Name: Hind Outamarte
Student ID: 2308564

Time Management

Interms of time management, Hind has demonstrated a solid and organised approach
throughout her placement. At the time of this feedback, she has worked predominantly
within the Food & Beverage and Meetings & Events departments, including spending a
full day in the kitchen, which has supported her understanding of different operational
areas.

Hind attended the majority of her scheduled shifts; howeves, she did miss some due to
iltness. Importantly, she took the initiative to laise with the hotel to arrange recovery of
these hours and had already begun doing so at the time of writing. This demonstrates
a strong sense of accountability and commitment to meeting her placement
requirements.

She has also consistently attended all one-to-one meetings with her tutor, as well as
group sessions such as the assignment workshop, arriving punctually and showing
clear dedication to her development and engagement with the learning process.

To further enhance her experience, Hind would benefit from increasing her availabilty
across a wider range of days and operational hours. Limiting availability can reduce.
exposure to busier periods and the full scope of hospitality operations; greater
flexibility would enable her to gain a broader understanding of industry demands and
further develop her practical skills.

From a tutor's perspective, Hind has remained engaged and committed throughout. To
ensure the successful completion of her placement, it will be important for her to
continue meeting the required weekly hours consistently and maintain her proactive
approach to managing her schedule.

Communication

Hind demonstrated consistent and effective communication throughout the
placement, both verbally and in written form. She maintained a professional, clear and
appropriate tone when interacting with hotel staf, peers and her tutor.

During university meetings and day-to-day engagement with the hotel team, Hind
‘communicated with confidence and clarity. She proactively provided useful updates
‘on her progress during group and individual sessions and was open in discussing areas
of concem or development, demonstrating honesty, engagement and a genuine
willingness to improve.
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Hind has also shown increased operational awareness compared to Level 5. During a
one-to-one meeting with her tutor, she identified service issues within breakfast
operations (such as an empty coffee machine), evaluated their impact on guest
experience and wider hotel functioning, and suggested a practical solution. This
demonstrates emerging managerial awareness and the ability to think critically about
service delivery and operational improvement.

In addition, Hind has experienced and reflected on workplace tensions that can arise
between staff members. She recognised the potential impact of these situations on
team morale and motivation and was able to Link this effectively to prior academic
tearning in this area. She demonstrated insight into interpersonal dynamics within a
hospitality environment and an awareness of how these can influence overall team
performance.

Overall, Hind has developed positively in problem.solving. Strengthening this area
even further will support her transition towards greater autonomy and confidence in
professional settings.

Tutor: Lisa-Marie Bassler
Signature: Lisa-Marie Bassler
Date: 1 April 2026
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