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Introduction
 Reception/Front Office, Housekeeping, Leisure Club, and Meetings & Events (Accor, 2019) among other departments provide a varied spectrum of guest service operations available at Hotel Mercure Birmingham West. By means of flawless service, efficient communication, and meticulous attention to detail, these organisations seek to offer guests excellent experiences. Being a t the hotel helped me fully understand both the management and day-to-day parts of tourist service. My learning goals for my placement were to gain actual skills in managing guests' expectations, learn more about supervisory roles, and understand how important leadership, teamwork, and communication are in hotel guest service. To be more specific, I wanted to learn how to handle daily operations, deal with guest requests, and come up with ways to improve service standards.
Section 1: Reflection on Experience and Personal Development
My placement at Hotel Mercure Birmingham West included shadowing Reception/Front Office, Leisure Club, and Meetings & Events supervisors. This encounter showed me how managers coordinate worker and guest interactions to ensure seamless operations and high-quality service.
The Front Office, especially during busy check-in hours, taught me a lot. I saw how good decision-making and time management affect service quality. Supervisors have to manage staff workloads and serve guests quickly. Meeting visitor expectations requires leadership and multitasking skills, as this experience showed (Yukl, 2013).
In the Leisure Club, I learnt how personalised service boosts client pleasure. I saw supervisors take care of private reservations, which made guests' stays special. Kandampully, Zhang, and Bilgihan (2015) say that personalisation is the key to keeping guests coming back.
At a meeting before the event, the event boss gave the Front Desk, Housekeeping, and the culinary team work to do. 
This experience stressed the necessity of communication and teamwork for event success (Mullins, 2013). Departmental cooperation was crucial to event success and guest satisfaction. Kolb's Learning Cycle (1984) helped me identify areas for improvement and grow personally. Initial weeks were difficult for me to manage various tasks, especially in the Front Office, Kolb (1984) states that experience and reflection help people identify their strengths and weaknesses.
The things I did in school gave me a formal background that I could use during my placement. For example, talking to guests at the front desk made it clear to me how important it is to communicate well, which is something I had learnt in class. 
Understanding visitor demands and giving suitable replies depend on effective communication, which also helps to improve guest satisfaction (Padma & Ahn, 2020). Furthermore, my past work experience in customer service positions gave me interpersonal abilities and the capacity to underline difficult problems. I came across a guest who felt the room distribution was unfair. Having worked in customer service helped me to stay cool, pay close attention to the worries of the guest, and cooperate with the Front Office supervisor to quickly fix the problem (Umasuthan et al., 2017). All things considered, the Placement gave a great chance to see and comprehend the dynamics of guest service operations and supervising responsibilities.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
In the hospitality industry, work based skills and technical knowledge are essential in order to meet guest service expectations. I saw how these skills were used by supervisory staff to mitigate the risk of potential trouble in guest interactions, without compromising service efficiencies, or the ability to surpass the guest's expectations.
Leadership was one of the most important work based skills I came across. The Front Office staff was directed around by the supervisors in terms of its activities with each team member being involved in the tasks and working in groups. Highly appropriate in daily operations and its challenges management requires effective leadership. Yukl (2013) points out that effective leadership has direct impact on employee performance, motivation, quality of service.
Managing information of guests, reservations and room allocation also needed technical knowledge, for instance, understanding the hotel property management system (PMS) (Moyeenudin et al., 2018). For me shadowing helped me understand PMS software’s use in assisting with check ins and guest preferences in order to improve service quality. There is no doubt that technology would be an effective use if used properly as it helps staff respond to guests' need in a timely manner and accurately (Law et al., 2014).
Additionally, teamwork in the form of its fundamental skill of smooth operation of the Leisure Club and Meetings and Events departments was important in and of itself. Effective communication and teamwork between different departments are much more important to successful guest service. One example would be during an event where we needed to coordinate the kitchen team, Front Office, and Housekeeping so that it could meet the guest’s expectations. In service industry, especially, Mullins (2013) stresses that teamwork and collaboration are deemed as key factors affecting the effectiveness of organizational.
In general, necessary skills obtained from the way of work, including technical knowledge, leadership, teamwork are important for giving high-quality guest service. I was in a position to observe these skills in action and how they will contribute for achieving guest satisfaction.
Section 3: Reflection on Organisational Issues
At Hotel Mercure Birmingham West, from my placement, I had a run in with a guest complaint that was obvious to multiple organisational issues. A guest making a comment that their room is dirty on check in not only reflected a poor check in experience but also was a challenge to the Front Office and housekeeping department (Penninga & Chibili, 2019).
This was a problem that had a great effect on the hotel's performance as a whole and the department's performance. This dissatisfaction in the guest’s perception made them feel dissatisfied with the hotel, and might write a negative review about the hotel, or lower the reputation of the hotel. Lovelock and Wirtz (2016), however, noted that cleanliness is one the most important determinants for the satisfaction of guests in the hospitality industry. It's not enough to ignore cleanliness because that will draw negative word of mouth and a drop in future bookings.
Additionally, it highlighted challenges associated communication and coordination between the Front Office and Housekeeping departments.. The communication is effective to ensure the ready guest rooms and the meeting hotel quality standards (Mullins, 2013).
Practical solutions for such an issue require the introduction of ways that are enhancing coordination and accountability. One possible solution is the introduction of a real time communication tool like a mobile app that permits Front Office and Housekeeping teams to update a room status instantly. That reduces the likelihood of miscommunication, and making sure all rooms are ready for guest check in. Besides conducting regular inspections of rooms before check in there could be a way of identifying and addressing any issues with cleanliness (Park et al 2019).
From a theoretical perspective, TQM approach may be applied to improve service quality, to prevent similar menas in the future. TQM stresses that quality should form part of all the processes in operations (Goetsch & Davis, 2014). Through TQM approach, the hotel could make sure all staffs will be committed to maintaining and maintaining high service standards that will make visitors satisfied and boost the reputation hotel (Ali et al., 2020).
Conclusion and Action Plan
Finally, my experience in the Hotel Mercure Birmingham West gave me the opportunity to understand the crucial role of guest service operations and work based skills and technical knowledge leading to giving excellent service. They gave me a shadowing supervisory role that allowed me to see how leadership, teamwork, and good communication were integral to the way in which daily operations were conducted and delivered to our guest expectations.
Thinking of the experiences I had using Kolb Cycle helped me see the areas of my improvement, which are very convenient for the hospitality career, like task management and flexibility.
For the future, I resolve to enhance my leadership and technology skills by attending a workshop on hospitality leadership as well as engaging in property management systems training. I wish to also become more adaptable and better at problem solving by engaging in additional responsibility on future placements or job roles. 
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