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Delta Hotels Nottingham Belfry by Marriott International records solid attention to guest services, ensuring that the process of every guest experience within the hotel is smooth and memorable. With an eye on the useful skills needed to communicate with guests, organise bookings, and manage housekeeping, this placement aimed to provide an overall knowledge of how these services are run (Raghubalan and Raghubalan, 2015).
Mastery of the main guest service responsibilities and work-based skills including collaboration and communication vital in controlling service expectations were the learning objectives for this placement. This diary is allowed to give a systematic reflection on my experiences using Gibbs' Reflective Cycle, 1988, on the abilities required in hotel operations (Gibbs, 1988). This would enable me to develop as a hospitality worker, whereby the soft skills and technical knowledge will be combined with the expectations of the industry based on the information received (Baum, 2019).


[bookmark: _Toc182360258]Section 1: Reflection on Experience and Personal Development
I was able to get a full understanding of how to manage guest service from my internship at Delta Hotels Nottingham Belfry by observing managerial roles within both of its housekeeping and reception/front office departments. My experiences in helping front desk guests check in and out, make room keys, and answer questions about reservations make a clear distinction in the importance of accuracy and focus, a key trait to ensure guest satisfaction (Kim and Oh, 2004). Communication skills in such interactions, especially listening and responding with empathy, were important because they built trust and good guest relations (Tsaur and Lin, 2004).
It had been demonstrated that cooperation in operational efficiency improvement was necessary, as efficient communication of the front desk and housekeeping about readiness guaranteed timeliness of the rooms and smooth guest experiences (Baum, 2019; Bardi, 2011). In addition, I learnt to tackle tasks in an organised manner to handle stressful periods without sacrificing service standards, such as prioritising check-in procedures at peak hours and room allocation.
I had better ideas of service excellence and guest engagement from Lovelock and Wirtz (2014) when actual service interactions were observed. These experiences were reflected upon by using Gibbs' Reflective Cycle (1988), which thus made me aware that I had developed soft skills, particularly patience, flexibility and proactive commitment, which are important in the hospitality industry since one considers a work environment where quite often, erratic requests or demands from guests have to be put up with by the frontline staff (Gibbs, 1988). This placement experience has elaborated on my approach to managing the standard of service for our guests by reinforcing my awareness of the importance of soft skills complementing technical ones.
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Technical knowledge and work-based skills were found important from shadowing at a supervisory level at Delta Hotels Nottingham Belfry. Since effective communication involves making quite a big difference in terms of how well guests perceive the quality of the services they receive, it entails the exchange not just of information that is accurate but also manifestations of empathy (Parasuraman, Zeithaml and Berry, 1985). Aligned with the SERVQUAL model, which highlights responsiveness and assurance during times of service delivery, during my placement, I had an opportunity to observe how guests found comfort knowing their stay was going great by means of active listening and a respectful tone of voice.
Besides reducing wait times and boosting operational effectiveness, it will ensure a smooth guest experience from arrival to departure (Lovelock and Wirtz, 2014). Knowledge of safe protocols on chemical usage, linen management, and room inspection is needed to maintain cleanliness in housekeeping, which directly influences comfort and guest satisfaction (Baker, Bradley and Huyton, 2000). This scientific knowledge of housekeeping underlines how important cleanliness is to the hospitality industry, as a well-kept space greatly influences how the guests view the establishment as a whole (Jones and Lockwood, 2012).
The researchers indicated that effective cooperation enhances the delivery of services since a good working atmosphere puts guests at a higher satisfaction level (Baum, 2019). In my matter, an internship provided me with a chance to observe how teamwork will help organisational aims and standards of service to be achieved by maintaining consistency in the experiences of the guests and also improving through the working staff who cooperated unusually well. Things were very mature in terms of collaboration maturity along with theoretical ideas such as Tuckman's phases of team growth.
All in all, the above experience reinforced how critical technical knowledge and work-based skills are in maintaining service quality. In the hospitality industry, the capacity to base guest expectations and retain operational efficiency still remains found in technical proficiency with booking systems and housekeeping procedures, integrated with interpersonal skills (Bardi, 2011).


[bookmark: _Toc182360260]Section 3: Reflection on Organisational Issues
One of the organisational difficulties I had to face while being on an internship with Delta Hotels Nottingham Belfry included handling the complaints expressed by guests concerning postponed check-in because some rooms were not ready. Therefore, this situation requires effective knowledge and communication exchange between the front desk and housekeeping (Raghubalan and Raghubalan, 2015). Delays in room readiness frustrate arriving guests and may damage their first impression of the hotel and even perhaps their likelihood of returning (Lovelock and Wirtz, 2014). According to Pizam and Ellis (1999), first impressions and check-in ease are highly influential over guest satisfaction, which is why a good reputation relies on timely room preparation.
In addition to hastening the check-in process, the need for people at the front desk also required the handling of guest satisfaction. Thirdly, these delays may heighten the risk to its reputation because disappointed guests would immediately post their bad experiences online, which relates to the brand and maybe even to reservations in the future (Kim, Bojanic and Warnick, 2008). This illustrates how operational efficiency links not only with internal processes but also with external views.
The two possible ways to overcome these issues would be through the development of a better departmental coordination system and the optimization of communication protocols. Other feasible strategies include the adoption of real-time monitoring systems for room readiness, which will allow the front desk personnel to advise the guests with more approximate times on the expected time of the room readiness in addition to enabling them to assess any moment in time of the status of housekeeping (Davis, 2012). Another feasible strategy includes team meetings proliferating across departments as an effort to encourage all staff to take a more active role and hence prepare for peak hours of check-in by improving Herzberg's motivational theory through increased employee responsibility and involvement (Herzberg, Mausner and Snyderman, 1959).
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The possibility to observe and participate in the work of front desk operations and housekeeping made the relevance of communication, collaboration, and problem-solving measures clear for maintaining the standards of service. This experience made me see that, in addition to handling reservations and rooms, soft skills (empathy, active listening, flexibility) are just as crucial to guest satisfaction (Baum, 2019). Additional operational difficulties I faced, like the issue with late room preparation, demonstrated the interdependence of the hotel's divisions and the need of effective flow management to prevent queue of guest service interruptions (Lovelock and Wirtz, 2014).
My action plan includes increasing knowledge of real-time coordination tools, which bring efficiency among departments, and enhancing communication skills with more customer service training. Together with promoting a fantastic guest experience, I would like to help this process of guest service operations to be effective by emphasising technical and human growth that guarantees industry standards are maintained.
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From my placement at Delta Hotels Nottingham Belfry, I can consider that technological proficiency, people skills, and cross-departmental collaboration are all basic constituents of the provision of superior guest service. The major contributors to better guest satisfaction and operational efficiency alike are good communication, cooperation, and problem-solving skills. That much I could observe and help with at the front desk and in housekeeping. This practical approach I received from all these experiences further developed my will for continuous improvement in my skills and strategic thinking to maintain the great service standards of the hospitality industry, according to which I will plan my career path.
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