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When it comes to guest service within the Hospitality Industry the fundamental goal for every team member is to make every guest feel special by acknowledging their presence and ensuring they feel valued.
This principle has been deeply ingrained in me over my twenty-three years of experience in the Airline Industry as a cabin crew member.
Moreover, the placement at Sheraton Skyline in London Heathrow has provided me with invaluable insights which I will use to strengthen and refine skills that have become intrinsic to my professional persona throughout my extensive career in the industry.

In the dynamic world of the Hospitality Industry, the saying “You never stop learning” resonates profoundly with me.
Each day presents a myriad of challenges as guest expectations evolve, demanding exceptional service adequate with their expenditure.
Data (Statista, 2024) shows, the significant investment guests make in air travel and accommodation.
Today this profound awareness propels me to go the extra mile in curating exceptional and memorable guest experiences, focusing on intricate details that leave lasting impressions.

During the placement at Sheraton Skyline, I spent numerous days at the front desk which I truly believe is the heart of guest service where everyday guests form their first and last impressions and seek assistance by interacting and engaging with staff.
This experience allowed me to observe the staff closely, aiming to learn from their actions, identifying areas for improvement and noting behaviours and attitudes worth emulating or avoiding!
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Schon’s model of reflection (Schon, 2016), has been utilised to reflect on a specific scenario during my work experience, where I had the opportunity to observe front desk staff behaviours and learn from their actions.

STAGE 1: KNOWLEDGE IN ACTION

The arrival of the Qatar crew is always a very challenging moment for the front desk.
One day many rooms weren’t ready making the situation quite tense.
I recalled my Airline training to remain composed under pressure. 
Demonstrating calmness reassures guests that the situation is managed, easing their concerns.
Conversely, displaying disorganisation can only heighten their distress.

STAGE 2: REFLECTION IN ACTION

The team at the desk was coordinating with housekeeping to secure a maximum number of clean rooms. Meantime, other associates were engaged in managing room assignments and cutting room keys.

STAGE 3: REFLECTION ON ACTION

I tried to support them in everything I could, from cutting keys to writing numbers on key cardholders and assisting with other guests’ requests.
I understood the importance of familiarity with room types and allocation procedures in meeting guests’ preferences and satisfaction.
Proficiency in the Opera System enhances tasks like room moves and allocations ultimately improving the guest experience.
All the above observations have truly impacted my approach to guest service and have helped to identify areas for my personal growth and improvement.
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This report aims to highlight the significance of work-based skills and technical knowledge in the front office department.
I strongly believe that communication skills are at the core of work-based skills.
To handle guests’ inquiries, requests or even complaints it is essential to use clear and effective communication. 
During my placement, I observed a diverse range of guest interactions at the reception, including requests for information, expressions of dissatisfaction, and seeking social interaction.
As Ford and Sturman (2020) explain, effective communication and body language played a crucial role during all those situations.
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British Airways, where I am currently working as a cabin crew member, has implemented the LEAP, which is an acronym that stands for Listen, Empathize, Ask and Paraphrase.
This approach is particularly useful during complaints and fosters positive interactions with guests (IKON,2024).
By actively listening we show interest and by demonstrating empathy through facial expressions and body language we convey respect and understanding (Dulebohn, 2022).
In my experience, it works most of the time, even in front of a truly disappointed person by listening to them we show them respect and at the same time by empathizing we show them understanding (Hallmark Business Connection, 2015).
Once the person has thrown everything on us, only at that point we can start making questions which must be relevant of course and through our questions we show interest in what the person has to say. 
By paraphrasing we clarify the information we received and demonstrate a deep understanding of the situation that the guest is trying to describe (LinkedIn Learning ,2022).

What I noticed at the reception led by Ritesh ( Manaktala, 2024) some individuals naturally possess empathy,  making it easier for them to navigate challenges and interact with others, while others may struggle a bit, I noticed that some of them find it very difficult to interact with guests even in normal situations, their faces are tense most of the time, they rarely smile, they are only focused on computer tasks which create a massive barrier between them and the guest.
Very different attitudes I have seen from Manager Ritesh and Supervisor Saluna (Maharjan,2024) when dealing with extremely difficult guests, and every time their kindness, empathy and of course professionalism have helped them solve many problems.
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During one conversation with Ritesh, we talked about how essential quick thinking is in a fast-paced environment such as the Hotel front desk.
What I noticed is that compared to other jobs, where a person might have two or three tasks, staff at the front office must be able to respond to multiple requests simultaneously, prioritise tasks and make decisions on the spot.
I was present when a front desk associate needed to quickly make a room move because a large family needed two rooms close to each other while another guest was asking to quickly book a taxi.
I could see how important is for front office staff to act efficiently and professionally.

According to Akgunduz et al. (2022, p.798), front-office employees who demonstrate a high level of dedication are typically more adept at recognising and addressing customers’ needs and concerns effectively.

Front office staff members don’t have the luxury, like other hotel departments, to say “I will think about it, and come back to you once I find a solution”.
Staff in this department must be able to think on their feet, they need to think critically, assess the situation by analysing whatever information they have and act decisively to resolve issues promptly.
Whether it’s dealing with difficult guests, coordinating room assignments, or managing check-in and check-out procedures front desk staff must be able to think quickly and adapt to changing circumstances, this may involve communicating with other hotel departments, liaising with management, or offering compensation or alternatives to resolve the problem.
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When I worked at the front office at Marriott Maida Vale in London for six months during COVID-19, I learned that by being proactive, resourceful, and customer-oriented with a huge smile I was able to handle different situations that arose, leaving guests with a lasting impression of professionalism and hospitality.
I also had the opportunity to learn about Opera and Marsha systems, both of which came in very handy during my placement at Sheraton Skyline.
Proficiency in using reservation software is crucial for managing bookings efficiently as well as understanding check-in and check-out processes ensures a seamless guest experience.

During my six months in Maida Vale London and my placement at Sheraton, I gained knowledge of payment methods and procedures which are essential for handling transactions accurately.
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What I have learned from this placement and my previous experience is that in order to deliver exceptional service we need to stay informed through shadowing, training, and feedback, about industry trends and technological advancement.
In my experience, a great smile with a warm welcome has always set a positive tone for the guest’s stay.
What I haven’t seen doing much at Sheraton Skyline is using profiles on Opera which I believe could be useful to anticipate guests’ needs by offering assistance before they ask.
I am a strong believer in work-based skills and technical knowledge because by improving these skills and staying updated on industry practices we can certainly excel in meeting guest service operations effectively.
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