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[bookmark: _Toc181360804]Introduction
The Hampton by Hilton Hotel is known for being a good quality and clean, close to the airport, near the town centre location with excellent travel links to major cities, which customers prefer. The guest service operation of the hotel remains responsible for handling the complaints and requests of the guests and it is a primary duty to resolve the issues of the guests within time in an effective way (Best Western, 2024). The learning objective of the placement within this area was to understand the importance of guest services within the hotel industry and the development of guest service skills. There are some effective sets of skills such as problem-solving skills, communication skills, adaptability and so on and developing them was one of the most efficient objectives. 

[bookmark: _Toc181360805]Section 1: Reflection on Experience and Personal Development 
I can reflect on the entire experience of shadowing a supervisory position in the Guest Services department using the SCHON model of reflection. According to this model, individuals can learn from the experiences that they develop from their day-to-day activities by reflecting on them in a proper way as it includes two components: reflection-in-action and reflection-on-action (Hero, 2023). 
Reflection-in-action
Throughout the module, I have developed many effective and relevant skills and experiences and due to this reason, I feel that the developed skills can be highly beneficial for my future career. I am experiencing that I have become much calmer and more patient than before and now I can handle any situation properly. My communication skills have also improved and I can convey my thoughts and perspectives to another person in an effective way. Most importantly I have learnt to listen to the other person properly so that I can understand their perspective and can react accordingly (Rughubalan, 2009). Therefore, there is a need to hold this development process so that I can get continuous improvement. I want to conduct continuous practice sessions so that the skills that my knowledge and skills can be further developed. Immediately I will develop an action plan that will align with the requirements of the development of skills (Vallen et al., 2014). 


Reflection-on-action
Using this stage of the SCHON model I can reflect on the previous experience that I have acquired in the placement. I have understood the need for guest satisfaction for the development of the business of Hampton by Hilton Hotel. Previously, I observed that that at the initial stage, my active listening skills did not improve much and due to this reason, I faced difficulties in listening to the customer's experiences and perspectives properly. Additionally, due to a lack of patience level, I have encountered many difficulties. As I reconsider these experiences, I understand that since then, my skills have developed, however, there is a requirement for further development of active listening skills and the skill of having patience. I can make myself ready for the future and can boost my career by improving these areas (Tewan, 2009). 

[bookmark: _Toc181360806]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
There are several technical knowledge and work-based skills that are highly required to meet the needs and expectations of the guests. The set of important work-based skills includes effective communication skills, problem-solving, time management, patience and so on. These skills play an important role in efficient guest service operations and provide the opportunity to resolve the issues that the customers face regarding the hotel services and it becomes easy to gain the trust of the guests (Johnston et al., 2012). In this way, they are provided with positive and efficient experiences and they become satisfied. The lack of these skills may harm the reputation of the hotel as customers become dissatisfied and prefer the other hotels. This damage to the hotel’s image may negatively affect the business and due to this reason, it is highly important to have the set of skills and technical knowledge to fulfil the guest's expectations (QAA, 2018). 
As I mentioned in the learning log while learning in this module, I have accomplished the activities of various tasks by shadowing my colleagues. Though I have faced a lot of pressure, the activities and experiences have provided me with the opportunity to boost some of my highly beneficial skills and knowledge (Wood, 2013). I have learnt how to provide efficient services to the guests and how to fulfil their expectations. I have come to know about the relevant skills such as effective communication, teamwork, task management and the other required personal skills. There were some areas where I was weak at the initial stage, however, gradually, I got the opportunity to develop them by executing the tasks of the module (Hagg, 2013). 
[bookmark: _Toc181360807]Section 3: Reflection on Organisational Issues 
While executing my duties in the supervisory position I have encountered an experience which has left a severe impact on my performance as well as on the performance of the department. Once a guest complained to me regarding the quality of the food and drinks as the quality failed to match their expectations. According to the family, the food that they ordered was of very bad quality, and for this reason, they were extremely dissatisfied (ASET, 2017). I listened to their complaint very calmly and tried to understand their perspective at first. Then I tried to ensure that they would not encounter a similar type of experience in the near future and the quality would be maintained to meet their expectations. Due to this complaint, the performance of the entire food and beverage department was improved as it is highly important to fulfil the expectations and needs of the customers. The overall, operation process was also improved as the risk of the hotel's reputation being damaged was associated with this complaint (Bardi, 2010). At the initial stage, the guest was extremely furious, however, after I explained to them and assured them that a similar type of incident would not happen again, they understood and became calm.
An effective solution can be provided so that similar types of situations do not raise and the food and beverage quality meet the customer expectations. The preferences and needs of the customers can be asked, before preparing the foods ordered by them. This aspect can provide the benefit of fulfilling the guest's expectations and avoiding the chances of their dissatisfaction (Casado, 2012). 

[bookmark: _Toc181360808]Conclusion and Action Plan 
The entire module and the role of Managing Guest Service Operations have helped me to understand the needs of guest satisfaction for the effectiveness of the business. The set of activities that I have executed throughout the placement has provided me the opportunity to improve effective communication skills, time management skills, problem-solving skills, technical knowledge and other important personal skills. Considering all the aspects it can be said that shadowing experiences in the development of work-based skills, technical knowledge and understanding the standards of guests are highly important. The overall experience has let me know that I have the requirement to improve some of the areas to boost my career and to achieve excellence in this field. Due to this reason, I will prepare an effective action plan and will follow the plan for overall development. 
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