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The hotel that I undertook my placement in, Delta hotels by Marriott, situated in the heart of Liverpool city center, had services under the divisions of Housekeeping, Maintenance, Leisure Club, and Meetings and Events Services. Every department has its strategic significance in accommodating the guests in the best way possible. Housekeeping is mainly responsible for the tidiness of guest rooms, and Maintenance is working on the hotel’s facilities. There is a leisure club which has facilities the fitness center, (they used to have an indoor pool), but sadly no more, meetings, conventions and parties.

· knowledge over the underlying management and functioning of various departments.
· To have practical opportunities for practical exposure to managing of service expectations that emanate from different sections of this industry, more specifically in the hotel.
· The second is to develop generic skills, for example, communication, problem solving, task completion and teamwork.
· To evaluate my learning and practical experience in the placement setting and relate this with related theories.

Section 1: Reflection on Experience and Personal Development

In my role during placement, I analyzed the supervisory teams in the following departments including Housekeeping, Maintenance and Events. I noted how managers supervise tasks, employees and moments when they are dealing with guests and customers. It gave the understanding of managing operational issues. For example, supervising several subordinates and making certain that the services delivered reflect the departments ideal quality. These include day to day guest interactions and extra engaging with the staff and handling of various issues that are bound to come up. This helped me further develop my appreciation for running a highly efficient guest service operation.
The skills that helped me the most were communication with the team members as well as the guests, time management, as well as accomplishing problems. I found that training in  guest service is twofold and includes both the technical know how of the operations, including cleanliness requirements of the rooms. For instance, cleanliness in accordance to the specific guest service and claiming the knowledge of how one has to address a complaint or an upset guest, or how one has to interact. This exercise made the participants realise the need for effective delegation, division of work as well as the need to have various departments coordinate well.
My past courses and experiences also helped me to gain the knowledge that is required to analyze the functioning of a hotel. Knowledge obtained in modules such as hospitality management, customers services, and operations management enabled me to apply myself to practical constraints of my placement. The prior experience in the industry also prepared me for the rate of work in the hotel, thus making it easier for me to fit the team and be able to contribute well to any guest service activities.

Section 2: Critical Analysis of Work Based Skills and Technical Knowledge

Effective communication is essential in guest service operations. In my observation I realised that the supervisors used daily meetings and staff meetings to ensure that everyone was in order with what the department intended to accomplish. The interaction with other departments provided a good understanding of the guest requirements and how we must handle every situation within a team setting. This enabled me to learn that a good collaboration between delegates and departments, including excellent communication, is remarkable for the proper functioning of the hotel and high customer satisfaction.
Time management and delegation are especially important issues when placing all employees in a position in a busy hotel. This provided me with a chance to schedule tasks relating to the Housekeeping and Events divisions and that proved to me the relative importance of the task in relation to when it should be done. I also discovered with the help of the project management software, it is necessary for me to track the progress and to assist in finishing any tasks in order not to compromise the time frame.
I discovered that the provision of guest services and the comprehension of their expectations must be constant and fit the needs of the customer. For instance, while communicating with guests in Leisure Club or when performing job tasks of meeting and conference services, I learnt that the guests should be treated as individuals to increase their satisfaction. Thus, punctuality, ensuring cleanliness, and meeting all the guests needs as a company were critical in providing services at the optimum level a guest expected.

Section 3: Reflection on Organizational Issues 

Some of the guest issues I faced during my week at the department included complains about the room temperature(AC) and had reported to maintenance , the response rate was very slow. This situation demanded immediate action to be taken since it had potential of damaging the hotel business. In addition, this is a issue that repeats a lot, as the rooms facing the sun tend to get warmer than other during the hottest days.
Lack of speedy response from the maintenance team also proved to be the cause of inconvenience to the guest which would have otherwise deem them to have a bad experience. It is also a stress to the frontline employees who receive the complaint as well as get involved in assigning someone to attend to the problem. This aspect brought consciousness on the need to have a proper channel of communication between the department as well as tending to the guests grievances without delay.
To address this issue, I recommend implementing a more streamlined communication process between the Front Desk and Maintenance teams. Utilising a real time feature like a communication system or an application which may also be called a ‘chat application’ could help in monitoring logged guest requests, complaints or even requested maintenance work. Further, another measure that could be taken is occasional inspection of house items to ensure that do not develop problems in the first place.

This placement has enabled me to enrich my knowledge about functionality and management of the services related to the guests. I discovered that the concept of multi-tasking and coordination, as well as good organizational and communication skills, play the major roles in achieving optimum results satisfying the guests.
On this ground, I further want to elaborate on the skills that I expected to enhance to ensure that I undertake my tasks effectively and accomplish all the tasks assigned to me effectively. My objective is to work on enhancing guest expectations and their complaint handling to favourably address such issues in future. In turn, it will help me develop good leadership skills as well, which I will maintain and expand in the future positions.
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