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[bookmark: _Toc188992193]1.0 Introduction
[bookmark: _Toc188992194]1.1 Hotel Overview
Newport Wales holds the esteemed Coldra Court Hotel by Celtic Manor, which stands apart due to its contemporary comforts, pleasant environment, and established offering of excellent hospitality. The hotel delivers premium services to business and leisure visitors through its organization of four departments, including Housekeeping Management and Maintenance, Leisure Club, and Meetings/Events departments (Beauloye, 2024). The outstanding standards the hotel implements enable guests to experience relaxation and sophistication without missing any personal touch.
[bookmark: _Toc188992195]1.2 Placement Learning Objectives
The workplace residency integrates a comprehensive study of luxury hotel management, prioritizing the development of guest service team management proficiency and team communications and addressing operational problems. The student will follow senior staff members in Housekeeping and Meetings/Events to develop skills focused on teamwork and task management alongside guest service delivery excellence. The first-hand experience of managing guest expectations during this placement will build essential vocational and personal skills to succeed in hospitality management careers.

[bookmark: _Toc188992196]2.0 Reflection on Experience and Personal Development
[bookmark: _Toc188992197]2.1 Supervisory Experience
As part of my placement  , I observed a supervisory position in the housekeeping department. Housekeeping supervisors needed to perform multiple tasks as they controlled team personnel, checked cleaning requirements, and solved guest-related problems. The hotel's luxury category underlines the recurring need for strict cleanliness standards, which I learned to, prioritize. Connected issues from guest complaints went to the supervisor, who instantly found solutions that delivered comfort and satisfaction to guests. Operational excellence depends upon strong leadership and close attention to detail, according to my experience.
[bookmark: _Toc188992198]
2.2 Vocational Development
I benefited tremendously from this experience in both my personal and vocational growth. My work on task management developed through training in urgent situation prioritization methods, which allowed the hotel to maintain top levels of cleanliness while meeting guest standards. Through my work, I developed enhanced abilities to work with others and communicate while facilitating team efforts. Customer service attainment became apparent when the supervisor showed guests timely high-quality custom service, demonstrating essential quality benchmarks for luxury hospitality (Johnson et al., 2008).
[bookmark: _Toc188992199]2.3 Impact of Previous Experience
Implementing the theoretical content acquired during my academic journey became evident during this placement, as scholars Bowie and Buttle (2020) explained. My academic education from Level 4-6 hospitality operations and customer relations modules has provided essential abilities for assessing real-world hotel management problems. My understanding expanded through real-world experience regarding how leadership approaches, resource management, and communication excellence determine guest service excellence (Fiala and Thirumaran, 2021). Through interactive work experience, I have deepened my abilities to lead premium hotel guest service operations that deliver outstanding quality.

[bookmark: _Toc188992200]3.0 Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _Toc188992201]3.1 Skills and Knowledge
During my training at Coldra Court Hotel, I studied vital operational competencies of luxury hotel management, such as teamwork, communication, and system maintenance. The upscale character of The Coldra depends on unfailing coordination between all departments to deliver exceptional guest service. The housekeeping team operated closely with maintenance staff and the guest relations staff through joint efforts to provide instant solutions which met guest expectations. Dynamic verbal and nonverbal communication was a practical foundation for these teams to recognize and solve problems threatening guest satisfaction (Dalton and Yoo, 2021). The internal software management systems proved essential for monitoring guest interactions. Through automated systems, hotels delivered dynamic responses to guest demands and maintained quick, efficient service delivery. The operations demonstrated that maintaining luxury hospitality standards requires team cohesion, clear communication, and modern technological equipment.
[bookmark: _Toc188992202]3.2 Practical Examples
During a recent situation, one guest needed extra room amenities to accommodate her event requirements. Operations between housekeeping and maintenance teams are aligned with the meetings/events staff to fulfil guest requirements as part of the observation. Teamwide communication enabled the delivery of speedy, personalized service to every guest, making their experience meaningful. Through observation, I understood how fundamental it is to maintain official records of requests through management systems which trace execution stages towards completing essential tasks. According to Tannenbaum and Schmidt's Leadership Continuum (2017), leaders exhibit authority through participative means along a leadership spectrum. Department managers implemented participative leadership, which promoted teamwork alongside decision-making to produce effective department operations. This management approach matches the teaching from my academic blockchain major because leadership theories stress that flexible leadership styles help solve different types of operational issues (Raelin, 2016).

[bookmark: _Toc188992203]4.0 Reflection on Organisational Issues
[bookmark: _Toc188992204]4.1 Guest Service Issue
The guest at The Coldra Court Hotel complained about finding their clean room inadequate. The hotel granted fast entrance to the guests, yet these customers expressed dissatisfaction with the substandard condition of their rooms. The problem revealed systematic operational challenges for Housekeeping, resulting in degraded service quality and reduced departmental effectiveness (Wirtz and Lovelock, 2021). A customer complaint reached the guest relations team, leading management to take specific action to resolve the problem. Internal department performance suffered from this sudden disruption, which lowered guest satisfaction levels. Luxury hotel operations must connect internal processes to guest expectations, or else they risk dissatisfaction, which this incident highlighted (Urban, 2013). The seamless guest experience and Dorchester's top service standards depend on strong communication and coordination relationships between the Housekeeping and Front Office departments.
[bookmark: _Toc188992205]4.2 Solutions
Future problems can be solved when all departments strengthen their communication systems. All special guest needs, especially early check-in requests, should reach Housekeeping beforehand so they can give priority to these rooms. Establishing a comprehensive tracking process within its internal management system would stop such errors from occurring. Housekeeping and the Front Desk can boost their combined special request response speed through regular statuses communicated between departments.
The Cordell (2018) should be applied for conflict resolution because it provides collaboration and compromise strategies for effective dispute resolution. The guest complaint could be solved by offering a complimentary product, an apology, and a room upgrades to address the dissatisfaction. The hotel service would regain guest trust while sustaining high guest satisfaction through such an approach. According to Davidow (2003), hospitality management theories, including the Service Recovery Paradox, demonstrate that smooth complaint resolution produces higher guest loyalty rates than instances where guests did not submit complaints. Applying this theory will solve the present problem while enhancing ongoing guest satisfaction.

[bookmark: _Toc188992206]5.0 Conclusion and Action Plan
Experiencing work at The Coldra enabled me to understand the detailed processes involved in managing luxury hotel guest service activities. Through my experience at The Coldra, I learned about how the Housekeeping, maintenance, and Meetings/Events departments work together to achieve seamless services for guests. Through observing staff supervision, I learned about efficient staff direction and high-standard maintenance while understanding immediate guest issue resolution. I built advanced communication and teamwork abilities since these capabilities directly support maintaining guest satisfaction and sustaining everyday operational effectiveness.
My future educational targets will focus on mastering guest service software programs because these systems control operational speed and guest system efficiency. Learning property management software (PMS) is my goal to improve my operational efficiency when handling reservations, managing preferences, and assigning room locations. Moving forward, I intend to make confidence-building investments in my leadership abilities through training in problem-solving while learning better staff management approaches and critical thinking under time-pressure scenarios. My development will include examining progressive guest service models that help staff foresee hotel visitors' expectations and engineer remarkable encounters. Using these goals, I will establish a strong industry foundation that will prepare me to provide skilled leadership as I deliver premium service standards to my future teams.
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