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The reception/front office department of Novotel Wembley Hotel is responsible for welcoming and checking in guests, taking bookings, responding to inquiries and complaints, and ensuring customer satisfaction. The employees in this department must possess specific technical competencies, such as how to operate the hotel management software and interpersonal competencies, particularly in offering quality services to the guests.
During my placement, I worked as a reception/front office employee at Novotel Wembley Hotel, shadowing a supervisor's position. This enabled me to attend to guests by checking them in and out, solving issues, and guaranteeing their satisfaction. I accumulated a significant amount of practical experience and realised the significance of this department for the hotel and the obligation to provide qualitative services.
The primary learning outcomes for this placement are to gain workplace experience and obtain technical knowledge concerning guest service activity, as ASET (2017) elaborates. This involves learning the importance of communication, coordination, scheduling, organising, and interpersonal skills in delivering and guaranteeing guest satisfaction. Moreover, the placement also seeks to offer real-life lessons on how to resolve guests' concerns professionally. In this reflection, I will utilise Schön's (1983) model of reflection, which incorporates two types of reflection: reflection in action and reflection on action.
Section 1: Reflection on Experience and Personal Development
Observing a supervisory role within the reception/front office at Novotel Wembley Hotel offered a clear understanding of the management of guest services and the difficulties encountered. Being aware of the supervisor's daily activities, leadership plays a crucial part in maintaining proper functioning and achieving high levels of guest satisfaction (Rutherford, 2021). Through this experience, it was clear that several specific skills and areas of knowledge are helpful in the workplace. Clear communication was vital since the supervisor directly contacted guests and employees. This was very helpful in handling guest concerns and complaints and liaising with other departments to meet guests' needs.
Furthermore, working with hotel management software was crucial to keeping track of the reservations and guests, issuing and collecting room keys, and addressing the guest's billing concerns. The supervisor faced numerous decision-making and problem-solving challenges, which included identifying a situation, making the right decisions, and making appropriate changes to enhance guests' satisfaction and ensure efficiency. Organisational skills and the ability to work under pressure were also essential as a receptionist/front office, as the supervisor was able to arrange work in terms of priority and attend to many cases simultaneously to meet the guests' needs.
 	Balancing different responsibilities and their deadlines made me adept at managing time wisely and helped in effectively prioritising tasks. My academic journey has emphasised the most critical areas of personal skills, such as empathy, patience, and resilience. These attributes were important, especially in cases of complaints and service recovery. Understanding these guest service principles is expected to extend with the availability of theoretical knowledge from my studies and practical exposure from the fieldwork. This experience allowed me to understand the operation intricacies and the importance of continuous development in meeting guest expectations.
 Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Employability skills and industry-specific know-how are significant in providing and outdoing client expectations in the hospitality sector. While shadowing at Novotel Wembley Hotel, I realised these skills are crucial for running the business and making guests leave a good impression. Since the reception/front office is very dynamic and often unpredictable, it is essential to possess such skills as communicating, solving problems, and managing tasks.
One of the most essential work-based skills I recognised was communication. The supervisor's ability to convey concise and understandable messages to guests and employees also significantly managed guest expectations and conflict. For instance, when a guest has an issue with their assigned room, the supervisor’s politeness and expounding on possible solutions to the problem immediately diffused the tension. This example shows that communication is transferring information between two or more people and developing a mutual understanding with the guests, which is crucial in hospitality.
Furthermore, the personnel in front offices need problem-solving skills as they face unforeseen circumstances, from a change of location to several visitors’ requests (González-González and García-Almeida, 2021). The clerical and problem-solving skills guarantee that the guests are happy and daily activities go on without interruptions. Also, the reception area is rather busy, and staff members are expected to perform several tasks simultaneously, from interacting with guests and answering their questions to managing housekeeping schedules (Wang et al., 2021). I also witnessed how task management helped this team maintain the flow and helped improve guests’ satisfaction by offering fast service and addressing their requests.
Additionally, I noted that technical knowledge, such as mastery of hotel management software, was also necessary, as Rutherford (2021) pointed out. My supervisor provided excellent skills in using the software for reservation, check-in, and handling billing inquiries to increase the department's efficiency. For example, during check-in, the supervisor uses the system to attend to several guests simultaneously, reducing wait time and improving customers’ experience. Both time management and multitasking were valued to the same degree (Bradley et al., 2018). This was seen in how the supervisor coordinated responsibilities ranging from guest check-ins, complaints, and other requirements with other departments and time management. This skill is essential, particularly when attending to all the guests' needs since this helps enhance service delivery.
Section 3. Reflection on Organisational Issues
While serving at Novotel Wembley Hotel, one major event I experienced involved handling a complaint from a guest who complained that the noise level from other guests staying on the same floor was too much. The supervisor, who was dealing with this situation, was able to address the complaint and prevent any further hostile confrontation with the guest.
If not tackled early, the noise problem may have resulted in poor client feedback, affecting the hotel’s image and reputation and discouraging other clients from booking (Sann and Lai, 2020). It also highlighted the necessity of training reception/front office staff to supervise the complaints and continue work as usual (Vallen and Vallen, 2013). The influence on the guest service aspect was also severe because noise interference violated the guests’ rest and comfort that every hotel consumer expects. The first response by the supervisor, which was to move the guest to a new room and compensate them, was an excellent short-term resolution that demonstrated a commitment to customer service, which is essential in maintaining guest loyalty and satisfaction (Ali et al., 2021).
However, this reactive approach highlighted the need for more proactive measures to prevent such issues from recurring (Rutherford, 2021). Implementing proactive strategies like regular noise level, equipping with soundproofing materials, or assigning only when necessary can further minimise the occurrence of such complaints, as well as ongoing training and development for staff to enhance their skills in managing guest complaints and improving overall service quality. Incorporating Herzberg’s Two-Factor Theory, this theory distinguishes between hygiene factors and motivators (Ann and Blum, 2020). Addressing noise issues falls under hygiene factors, which, if not managed, can lead to dissatisfaction. By ensuring noise levels are kept within acceptable limits, the hotel can prevent negative experiences. 
Section 4: Future Action Plan
After an adequate evaluation of my work-based skills and technical knowledge, a comprehensive action plan is essential to enhance my effectiveness in communication, teamwork, individual skills, guest service, and turnaround management. To optimise guest service operations at Novotel Wembley Hotel, increasing technical competency by attending in-house management software training classes, participating in mock reservations, and engaging with professionals is essential (Busulwa, Pickering, and Mao, 2022). Undertaking workshops and seminars, organising simulations with colleagues, and seeking feedback will help improve communication skills.  Additionally, attending more teamwork activities, consulting with senior supervisors, and using task management resources will enhance teamwork and task allocation. According to González-González and García-Almeida (2021), personal development can be achieved by conducting a self-reflecting exercise, formulating a schedule for self-improvement, working and educational activities, and practising emotional intelligence. Furthermore, closely monitoring guests’ feedback, training in service delivery, and ensuring a structured system of enhancing the service delivery system and protocols will improve customer satisfaction.
This future action plan aligns with my personal and vocational development goals by enhancing essential skills and knowledge critical for success in the hospitality industry, as Bradley et al. (2018) highlight. By continuously improving my communication, teamwork, task management, technical proficiency, and personal skills, I will be better equipped to meet and exceed guest service expectations. 
Conclusion
The experience gained from shadowing at Novotel Wembley Hotel has been one of the most productive ways of expanding my knowledge of Guest Service and recognising the significance of the front office department. Through a supervisor's interactions, responsibilities, and supervision, I learned relevant skills in responsibility, communication, problem-solving, and tasks with inadequate supervision. It concerns the case because it is critical to address organisational problems and make changes to prevent issues impacting service quality and guests’ satisfaction. In the future, a relevant action plan will enhance technical knowledge and skills, communication skills, teamwork, and self-development to enhance the standards of hospitality service perpetually. These objectives form the central part of this approach, enabling me to achieve my personal and professional goals as I join the hospitality industry.
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