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Overview of the hotel's guest service operations: There are many services at the Village Hotel Swindon to ensure guests have a great time. The hotel makes it easy for business travellers, couples, and people visiting for the weekend to feel at home.
· To talk to people at the front office to improve my problem-solving and conversation skills.
· To learn how to go above and beyond guests' expectations and give them the best service possible.
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Section 1: Reflection on Experience and Personal Development 
Gibbs Reflective Cycle
[image: 1: Gibbs' Reflective Cycle. Image credit: Mind Tools. | Download Scientific  Diagram]
Figure 1: Gibbs Reflective Cycle (Farrell, 2022)
Description: A few guests came into the breakfast area without reservation during breakfast time, claiming they were entitled to breakfast. The problem is that they think breakfast is included in the room fare. After I explained the situation and the rules in detail, they offered to pay for breakfast. 
Feelings: I was afraid that this misunderstanding would make the guests unhappy. I was worried about handling the situation too carefully to keep things from getting frustrating. The problem occurred because of unclear information and happened on my 8th day of placement. 
Evaluation: I improved my public speaking skills and learned how to explain rules to guests patiently. The lack of clarity about what was included in the booking, which made guests unhappy, could be improved (Wood, 2013). Even though the front office responded quickly and professionally, the situation showed how important it is to give guests correct information.
Analysis: The event showed how important it is for departments to have good ways of sharing information (Wood, 2024). Customers will feel less unsure at the front office if they know precisely what their booking covers when they check in. 
Conclusion: I could have avoided the misunderstanding by clarifying precisely what was included in their stay at check-in. It would also be helpful to ensure that guests understand their reservation details by placing educational materials in critical places.
Action plan: To ensure guests are aware from the start, I think it would be helpful to have large signs in the food area that list what is included and how much it costs (ASET, 2017). In the future, I will work closely with the team to look at how reservations and check-in work, ensuring that every customer gets a full breakdown of the hotel.
By shadowing a supervisory position in the front office, I learned a lot about essential skills like communicating, working with others, handling multiple tasks, and helping guests. These skills come from professional and personal growth as a result of working.
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Work-based skills and technical knowledge
Hotel guest service employees must have good technology and work-based experience to ensure the hotel runs smoothly and guests are happy. The front office is essential for making a good impression and quickly meeting their needs. How well the front office staff can give guests correct and consistent information depends on their technical savvy (Lambert et al., 2021). This includes knowing how to use ticket systems and comprehend hotel rules. 
As I learnt while working, proactive communication is critical to meeting guests' needs regarding customer service. To avoid confusion, it is best to make it clear to guests what their plans include and do not include when they check-in. Another example is that front office staff can handle unplanned events like last-minute changes or additions better if they know how the hotel's booking system works inside and out (Koh and Hassim, 2021). Good at using this kind of technology makes it easier to answer guests' questions quickly, improving their whole experience. 
Critical evaluation of placement 
My understanding of how crucial real experience and technological know-how are for providing excellent customer service grew immensely during my placement. One important thing I learnt from the weekly journal was how important it was to respond to a guest's request for an upgrade on a hectic weekend (Fader, 2020). When I watched my supervisor use her technical knowledge of the reservation system to look for suitable alternatives, I told the guest about them.
Even though I had a strong background in customer service from my experience in the placement, the hands-on experience I gained during the placement helped me understand these situations better. For example, people who work in guest service need to be able to change and be flexible (Fallon and Rutherford, 2010). While my previous job taught me the basics of fixing problems with guests, this one put me in situations where I had to solve problems quickly. 
[bookmark: _Toc182177664]Section 3: Reflection on Organisational Issues 
Identifying the issue: Several customers told the front office staff at the Village Hotel Swindon that breakfast was included in their room rate when they showed up at the breakfast area out of the blue during my job. The guests got the terms of their booking wrong, and they thought breakfast was part of it (Vallen, Vallen and Jerome, 2014). There was a misunderstanding when many guests came at the same time that morning. At first, this caused tension because the guests were upset and thought they were entitled to free meals. Following my explanation of the situation and the hotel's policy, they understood and paid for the breakfast. 
Impact on guest experience: Guests first felt down when they discovered that breakfast was not included. The guests were annoyed by this event because they had planned for a smooth and enjoyable start to their day. Guests who are unhappy because they have to wait in queue early in the morning may have a wrong opinion of the hotel. Service was pushed back because customers had to clear up a mess at the front office before being served (Oh et al., 2022). Focussing on fixing this problem temporarily made it harder for me to provide excellent service to other guests, which may have started a chain reaction. The Expectancy Disconfirmation Theory says that when customers standards are unmet, like when they expect breakfast, they become dissatisfied.
Practical solutions: Improving how the front office staff and guests talk about the things included in their room rates is essential for fixing this problem in the future. A good idea would be to put up clear signs or printed papers at check-in that list the services, especially breakfast, included in the room rate (QAA, 2018). It is a good idea to focus on this point again during check-in to ensure everyone fully understands. Using a customer relationship management system can also help the front office give accurate information about which room types include food and which ones offer it as an extra (Bowersox et al., 2020). The hotel can make guests happier and clear up confusion by filling in these communication holes. 


[bookmark: _Toc182177665]Conclusion and Action Plan 
During my job at the Village Hotel Swindon's front office, I learnt a lot about how to talk to guests, deal with problems, and give accurate information. It is essential to be clear about what is included in the room during check-in, as the case with the breakfast reservations shows. The Expectancy Disconfirmation Theory focuses on how important it is to communicate clearly and precisely to avoid and clear up mistakes and manage guests' expectations. 
Action Plan: 
	SMART Goals 
	Resources 
	Expected Impact
	Timeframe 

	Clear guest communication at check-in
	Updated check-in schedules 
	Less misunderstanding for guests and a better check-in experience.
	Within 2 months 

	Enhance technical skills 
	Training sessions, CRM guidance 
	Better handling of guest queries and enhanced efficiency 
	2-5 months 
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