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During my placement at Coudra Court Hotel in the Guest Service Operations department, I gained practical experience in managing guest expectations and service delivery. I had the opportunity to shadow supervisors in key areas such as reception, housekeeping, and leisure club, allowing me to observe the essential work-based skills and technical knowledge required to ensure smooth operations. This report reflects on my experiences, with a particular focus on a guest complaint regarding staff behavior. Using Gibbs' Reflective Cycle, I will analyze the incident, evaluate the lessons learned, and propose strategies for future improvement in guest service operations (Gibbs, 1988).
[bookmark: _Toc189177394]Reflection
Description: As a part of my placement at Coudra Court Hotel I encountered a complaint from a hotel guest about an unprofessional staff member behavior (Coldra-court, 2025). The guest experienced inappropriate behavior at check-in which they believed was disrespectful from a staff member. The staff member showed little engagement and provided brief responses while appearing uninterested to the guest according to their observation of industry standards. The guest displayed their frustration because the situation made them both unimportant and unwelcome (Johnston et al., 2012). The single incident remains separate from all others because it specifically changed the guest’s view of how well the hotel delivered service. My supervisor took over the situation when I joined them for observation because they were present at the time of the issue (Williams and Taylor, 2024). The staff member paid attention to the concerned guest before extending a genuine apology while promising to handle the case with the staff member. The guest showed dissatisfaction initially but accepted the response from our staff who addressed the complaint with efficiency (ASET, 2017). The situation turned out to be an important lesson regarding customer service guidelines including complaint resolution and retention of proper professional behavior.
Feelings: My initial reaction consisted of feeling uncertain about appropriate steps because this scenario presented my first experience dealing with such a complaint from a hotel guest. I remained uncertain about the correct response as well as the appropriate solution to follow. Relief washed over me when the supervisor stepped forward because their complaint resolution experience was apparent yet my concern remained about negative impacts on the hotel reputation (Fallon and Rutherford, 2010). Organizational protocols impressed me as a method to minimize any possible awkwardness that could result when the staff member heard about the complaint. My eagerness to grow from the encounter balanced with the bout of nervousness during the interaction. I understood complaints need professional handling within hospitality work so I used this moment to see how supervisors would tackle such situations in a professional manner (ASET, 2017). I kept myself optimistic about using this experience to improve my abilities to handle related situations in both my placement and my professional career.
Evaluation: The supervisor's reaction to the guest complaint proved to be one of the most beneficial points from this experience. The supervisor addressed the situation immediately by apologizing while making a promise to find a solution which exhibited high-levels of excellent customer service (Smith and Brown, 2023). The supervisor's immediate response confirmed to the guest that their complaints received full attention thus preventing the situation from becoming more serious. The complaint resolution process led the guest to depart from the reception room feeling better than when they first arrived thus emphasizing prompt and efficient complaint handling (Rughubalan, 2009). The supervisor’s approach to calmness combined with compassion established outstanding standards for all department staff members. Staff member behavior constituted the negative part of the entire situation. I recognized that check-in periods tend to be chaotic yet staff members should provide appropriate attention to every guest because inadequate engagement creates undesirable impacts on customer experiences. The occurrence exposed training deficiencies since hotel staff at every level must understand guest experience effects from their actions no matter how slight the situation may appear (Bardi, 2010). Payment staff behaved unprofessionally because it seemed rude although there was no intention to be disrespectful therefore causing guest dissatisfaction. The expedited guest complaint revealed the requirement for continuous staff training regarding customer service engagement specifically during demanding situations. Hotel staff members learned that minimal unwary actions can result in damaging guest satisfaction so it negatively impacts hotel reputation (QAA, 2018).
Analysis: The experience revealed vital points about providing guest-oriented service while properly handling customer grievances. Learning to keep my professionalism strong turned out to be absolutely vital at each moment particularly when dealing with difficult situations (Vallen and Vallen, 2014). Within the hospitality industry maintaining composure, goodwill and patience when assisting guests continues being essential despite heavy workloads and under pressure conditions (Tewan, 2009). The way guests perceive their received service depends on both hotel facilities quality and how staff members behave during interactions. Professional lapses create substantial negative effects on guest satisfaction despite being small in nature according to this specific incident (Hagg, 2013). Hotels should understand that complaints give hotels the chance to boost their standards instead of serving as evidence of poor performance. Guest dissatisfaction allows hotels to provide solutions which simultaneously improves both guest satisfaction and their hotel-customer relationship. The hotel’s guest perception becomes stronger through skilled complaint resolution since the supervisor showed excellent problem management (Smith and Brown, 2023). Active listening combined with emotional understanding and solution-based approach enabled the hotel management to create a favorable outcome from an originally unsatisfactory encounter for their guest. I recognized staff training programs for customer service hold critical importance for hotel operations. The staff member who received the complaint unintentionally brought discomfort to the guest because they showed poor understanding of how their conduct influenced others (Johnson and Lee, 2022). All hotel staff need ongoing training regarding communication skills together with stress management and conflict resolution methods because these abilities straightly impact how guests perceive their experience (Wood, 2013).
Conclusion: I believe that as the staff member in this situation I would keep my composure and provide professional assistance throughout the hectic check-in process. I would welcome the guest using a friendly expression followed by clear detailed service answers and maintain positive communication through the whole dialogue (Davis and Martinez, 2023). I would have checked with the guest whether he required any additional support from me because this practice helps create a feeling of value. The supervisor managed the situation properly but I recognize that taking proactive actions toward complaints might have avoided the complaint altogether. As supervisor I would start by expressing my apology to the guest while taking steps to resolve the problem with sufficient assurance. I would have made time to speak with the staff member because I understood their need to grasp the necessity of being professional at all times throughout their duties (Casado, 2012).
Action Plan: Moving forward, if a similar situation arises, I would immediately acknowledge any signs of dissatisfaction from a guest and remain calm and professional. I would first listen carefully to the guest’s complaints while delivering my formal apology before moving immediately to find solutions to the problem. It would benefit the hotel to conduct routine staff training covering customer service techniques along with conflict resolution fundamentals which teach communication skills and guest expectation management throughout with strategies for stress management (Williams and Taylor, 2024). Such training sessions will prepare hotel staff to manage complaints effectively and sustain professional conduct particularly when the hotel experiences peak activity.
[bookmark: _Toc189177395]Conclusion
The experience at Coudra Court Hotel exposed me to essential values regarding operational guest service management. Through Gibbs' Reflective Cycle I have obtained improved comprehension of crucial work-based competencies needed to fulfill guest service standards including complaint management and showing professional behavior. My time at Coudra Court Hotel revealed specific areas where I need to improve both at a personal level and in my professional capacity particularly in conflict resolution and communication skills. I will dedicate my time to enhancing those abilities for better customer relations in order to construct memorable positive encounters for hotel guests moving forward.
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