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[bookmark: _Toc182435390]Part 2: Introduction 
Kimpton Clocktower Hotel Manchester has established a customer-focused organisational culture, providing tailored hospitality service to the guests of its 185 rooms and suites, banquets and meeting spaces (Agapito and Sigala, 2024). With Reception, the guests have their first contact with your hotel, and the efficiency of this department defines the success of the guest’s stay. During my 10-week placement in Reception, my crucial learning goals were. The main reason why I want to be a part of this organisation is that I would like to observe what the Front Office Manager does daily by engaging in shadowing endeavours. Enhancing guest service, communication, and teamwork must be met most appropriately since working with various guests may demand different aspects of service delivery (Zhao and Agyeiwaah, 2022, p. 188). To complement the repository of technical information regarding, for instance, the features of a right reservation system, services offered by a concierge, and a complaint mechanism. Gain insight into how guest service standards and organisation strategies assist Reception in doing its part for the hotel rated for magnificent hospitality (Johnston et al., 2023).

[bookmark: _Toc182435391]Section 1: Reflection on Experience and Personal Development
[bookmark: _Toc182435392]Gibbs Reflective Model 
[bookmark: _Toc182435393]Descriptions
Based on my observations, I saw queues because a travel agent mistakenly barred fifty rooms, and employees were stressed out because of check-ins from three families who lost their documents even with confirmations on the same.
[bookmark: _Toc182435394]Feelings 
The blocked rooms situation demonstrated the existence of operational risk from communication breakdowns. Thirty guests complaining about not getting a room from a mistake made during the booking process was nevertheless a burden to the employees and the consumers. But when I talked to my manager, he told me that the problem was that there was no coordination between the departments, and everyone was doing their part wrong. Referring to change management models, it demonstrated how establishing protocols and ensuring the staff are trained on how to work across divides can help eliminate cases of disruption that emanate from technical glitches. 
[bookmark: _Toc182435395]Evaluation 
My anger regarding missing documents was balanced, as I thought how useful shouldering it and remaining composed was in helping the team help families rather than provoke outrage that could have triggered other worse situations. However, one area where efficiency might be improved is through better delegation in time-keeping management, as applies when such a similar situation is experienced.
[bookmark: _Toc182435396]Analysis 
Matching observations to communication concepts from modules and listening empathetically by the supervisor of the blocked rooms diffused tensions, thus preventing a complaint in the research. Post-implementation debriefs corresponded to change management frameworks enforcing coordination and integration (Vallen & Vallen, 2023). Understanding the practicum at the hospital entails involving myself with many guests directly helped identify the human aspects that affect performance.
[bookmark: _Toc182435397]Action Plan 
Managing time when similar situations occur is much more efficient when observed during manager shadowing. Writing a reflective diary is helpful in generating new response strategies grounded in theories necessary to equip employees to meet a range of guests, as the literature recommends.

[bookmark: _Toc182435398]Conclusion 
Organising the activities proved the literature's stance on emotional competence and the cooperation necessary for maintaining consistency in guests’ satisfaction. This was supported by the positive conclusion reached through patience and cooperation demonstrated in the two cases.

[bookmark: _Toc182435399]Section 2: Critical Analysis of Work Skills and Technical Knowledge
[bookmark: _Toc182435400]Importance of Interpersonal Skills 
While working in Reception, Housekeeping, Restaurant, and Hotel bar, I noticed that to perform in the hospitality industry, individuals must focus on interpersonal communication. Direct client interactions involved handling various complaints, and the substances of communication, understanding, self, and empathy were useful. For instance, in Housekeeping, I learnt how team members were able to pacify annoyed guests who had something to complain about in their rooms in a very gentle manner. In the Restaurant, I noticed that careful consideration of the guests’ needs, whether concerning special diets or choices, makes their guest experience better. The following soft skills not only enhance customer satisfaction but also lead to successful feedback and additional working experience (Kuokkanen & Kirillova, 2024). Studying proves emotional skills bear cash value; Cornell Hospitality Quarterly envisages them as responsible for more than 35% of repeat-referral business, which influences profit (Kuokkanen and Kirillova, 2024). Dependence on the client orientation also means that the employed people must be emotionally intelligent to tailor their services for a constantly evolving environment.

[bookmark: _Toc182435401]Development of Technical Expertise
Shadowing complemented growing technical expertise in such critical areas as the capability to support reservations functionality and concierge databases necessary for coordinating viewer-specific events. New complexities were learned about the specific features of rate/inventory availability being customised through the Property Management System. This knowledge ensures a confident guest interaction recommended when regarding service level expectations, according to scholars such as (Hung et al., 2023). Testing these technologies under supervision enhanced liquidity to enhance readiness for handling eighty per cent of the requests on their own as soon as possible in a period not exceeding five years based on the projections in Marriott 2022 (Pung et al., 2022). Keeping reflective dairies helped pinpoint down potentials for personal growth for self; systematic documentation as per QAA of strength and areas of improvement went a long way in shaping a specialised course for the changing scenario of the hospitality workforce needs.

[bookmark: _Toc182435402]Section 3: Reflection on Organisational Issue
[bookmark: _Toc182435403]Analysis of Observed Issue
Sometimes, there are inevitably long lines in rotations because not enough associates are available to manage many check-ins, even with forecasts. Seeing disgruntled guests brought home the consequences of poor reviews harm a brand, which scholars argue is the most precious resource and both intangible and irreplaceable (Vallen & Vallen, 2023). For instance, 30-minute periods of wait time led to dissatisfaction of families compromising on customer retention and advocacy, as brought out by comment cards. Employees experienced a stressful organisational environment and worked against providing positive customer-oriented experiences as core to operations. 

[bookmark: _Toc182435404]Proposal of Practical Solutions
Sadly, associating and reoccurring scheduling reviews with recurring complexities cannot prevent recurrence without associate training utilising industry-informed models to anticipate the issue. Auditing patterns for root cause analysis and ongoing improvement falls well within practices promoting prevention, as seen in quality management (Johnston et al., 2023). For instance, monthly check-in times for the next 12 months identify seasonal fluctuations that are helpful in proactive staff scheduling. The statistics show that including mobile concierges to serve light meals and beverages during very long breaks reduces negativity aimed at loyalties, an investment that creates goodwill. 

[bookmark: _Toc182435405]Action Plan 

· I will accompany the supervisors during busy times, including the Manchester International Festival. For instance, the Front Office Manager at the Hilton Manchester had to increase the use of proper communication approaches during an unexpectedly high flow of people, reducing the check-in time by 30% (Zhao and Agyeiwaah, 2022).
· Following this weekend, when a family had to be prepared to wait for 45 minutes to be allocated a room, I will describe my reaction and review how the employees at Ritz-Carlton responded to a similar scenario of guests having to wait long. 
· I want to attend conflict resolution training after having witnessed how the Marriott staff overbooked a major conference. They immediately offered compensation and free services to offended guests, who in turn gave them positive remarks on their websites and increased patronage.
· I will use data-driven scheduling, which I understand because Holiday Inn Express studied its booking pattern, adapted working hours to attendance, and managed to reduce check-in time during holidays by 40% (Viterouli et al. 2023).
· After solving a booking mistake, I want to advance my technical knowledge and learn how the Sheraton’s front desk team addresses up to 90% of guests’ issues regarding property management systems without much help from managers, improving guests’ satisfaction (Teoh, Wang and Kwek, 2023).
[bookmark: _Toc182435406]Conclusion 
Obtaining a systematic view of several examples of the ‘front office work’ appeared as a proper starting ground for understanding how to be attentive while serving good first-line ‘guest’ services. The final goal was to cast light on the kind of skills whereby observing interactivity and efficiencies correlates with customer retention, intimidating what otherwise can easily explain the financial qualities of organisational sustainability. Listing short-term repercussions of ill preparations or ineffective communications enabled the support of the continuous learning philosophy fostered multiple literatures. This transformative placement confirmed how competency-based assertion helps meet consumer diversity, which is core to operations and organisational performance in a competitive business segment that requires dimensions of competencies and skills.
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