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Introduction
The guest service operations at the hotel utilises above and beyond its capability for ensuring that a warm welcome is presented to the customers. The company provides the speediest systems of check-in in the city along with free Wi-Fi and a hot breakfast buffet to guarantee a proper welcome to the customers. The learning objectives for placement in this location include:
· A proper focus on the experiences and how they have been capable of contributing towards development and understanding the supervisory positions that are present in each of the departments. 
· Identify the skills related to work and the technical knowledge that are important for achievement and management of the expectations of guest services.
Section 1: Reflection on Experience and Personal Development
For this particular section, Gibb’s reflective cycle is utilised as the guide model. The cycle is quite effective for reflective practices as it is capable of encouraging structured exploration of the experiences that are faced by the individual. Adeani et. al., 2020 present the cycle as follow: description, feelings, evaluation, analysis, conclusion and action plan. This particular model allows for creating a detailed assessment of each of the experiences that are capable of impacting the skill and learning development in the working environment.
Description
During my placement at the hotel, I shadowed the roles of the supervisors in different departments which included the reception/front office food and beverage and the housekeeping/maintenance. I was also further exposed towards operational tasks as well as management of guest service across the departments by observing the supervisory staff and managing the guest expectations, problem-solving and staff coordination in real-time.
For the front desk, I observed the operations of the desks which involved the management of the guest check-ins along with checkouts. I was also capable of interacting with the guests and answering their inquiries and learned about the challenges that are related to the management of busy check-in times along with guest complaints. One key experience that I gathered while observing the front desk was the struggle of the staff with the handling of new software during the process of check-out. This particular aspect highlighted the fact that delays were caused and the lack of clear communication impacted the time management of the front desk during pressure (Asmara et al. 2024).
I was also assisting in different roles for the Food and beverage sector like setting up the breakfast for working in the kitchen and also serving the guests that are present in the restaurant. This particular experience provided me with an understanding of the protocols of food safety and proper storage of food along with labelling and the importance of management of high standards in the interaction with guests. I also observed the importance related to teamwork in the restaurant and kitchen setting and it highly contributed towards smooth operations (Sonnenschein 2021).
I shadowed the organization during conferences which included interaction with guests and serving the food and beverages and also assisting with different logistics. I was capable of observing how teamwork and a well-coordinated approach along with clear communication ensured that the events were running smoothly (Lee and Lim 2023).
Feelings
Initially, I was overwhelmed by the current pace as well as the variety of tasks especially while sitting at the front desk during the checkout and check-in times. However, I was gathering more exposure and felt much more confident in interacting with the guests and also assisting in the tasks of the operations. I understood the significant role of the supervisors where in ensuring the smooth functioning of different departments of the hotel (Leta and Chan 2021).
Evaluation
The shadowing experience also provided me with an opportunity to develop work-based skills like communication, problem-solving and multitasking. For instance, I was provided with the opportunity to see how the supervisors were capable of handling the complaints of the guests along with operational challenges in real-time scenarios (Sann and Lai 2020). However, I was encountering situations in which clearer communications might have elevated the frustrations of the guest like that of when the guests are getting frustrated with the delayed time of checking due to the issues of the systems (Ghani et al. 2022).
Analysis
This shadowing experience was capable of emphasizing the importance related to work-based skills along with the technical knowledge required for the management of guest service exploitation. For instance, the requirement for clear communication during the transition system at the front desk provided me with an idea about the process by which guests are going to be informed regarding any issues during dissatisfaction. In the Food and beverage section, I learned that a deep understanding of the safety of foods and hygiene protocols ensures the safety of the current customers along with compliance with various regulations (Gallo et al. 2020).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Reflecting on my time spent in the front office and the meeting along with the food and beverage sector, it was quite evident that each of the areas relied on specific work-based skills along with technical knowledge. The key skills that I identified included proper communication or patient communication with the customers is important and technical proficiency is also very important to ensure that the employees can switch from existing software to new software (Ali et al. 2022). In the Food and beverage sector, I identified that attention towards detail like food preparation and labelling the food is quite important for the proper maintenance of guest health (Drummond and Brefere 2021). In the meetings along with the events department, I believe the planning and organization were of crucial importance as they ensured the smooth operations of the events.
Section 3: Reflection on Organizational Issues 
During my time in the reception, I identified that a group of customers arrived before the time of official check-in. The rooms were not ready which led them to become impasse along with dissatisfaction with the service. The front desk team could manage the current situation by explaining the policy of the hotel and offering the customers space to store their luggage and advising them to explore the city until their rooms were properly ready.
This particular scenario and the delay effect were capable of impacting the perception of the customers towards the hotel which risks the satisfaction level and future reviews. I believe the situation was adding pressure on the front desk employees and it also is impacting the workflow. The negative experience might potentially impact the loyalty of the guests and the reputation of the hotel (Paulose and Shakeel 2022). As a part of the proposed solution, I believe pre-arrival communication must be presented to the customers so that they are already informed. Front desk employees must be provided with training on the management of guest frustrations in an empathetic way. A comfortable waiting area must also be provided by the hotel along with refreshments so the experience of the guests can be improved. The SERVQUAL model can be utilized to support the importance related to reliability as well as responsiveness of the hotel in the quality of service which can directly impact the satisfaction of the guest (Shi and Shang 2020).
Conclusion and Action Plan
Work-based skills and technical knowledge are quite crucial as identified from the learning log and the shadowing experience provided me with an opportunity to develop my work-based skills in terms of improving communication and enhancing my proper skill set. Personal improvement along with vocational improvement is crucial to identify the steps of the leaders and implement self-learning to develop those steps further to enhance proper customer experience.
Based on the experiences that were gathered by me the following are my action plans:
· Development of the skills for proper communication I am going to participate in workshops and training for further enhancement of my ability to manage difficult interactions with the guests in a calm and professional manner.
· Gaining technical proficiency, I must familiarize myself with the different software of hotel management to prepare myself properly during technical transitions.
· Improvement of problem-solving abilities I must study the management of guest service strategies along with different theories to expand my current toolkit in handling unexpected issues.
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