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[bookmark: _Toc182232772]Introduction
As an intern at the Hilton Garden Inn Doncaster Racecourse, I was placed in the Front Office department, which is one of the most important points for facilitating guest services. This department takes care of all guests' expectations from the instant they arrive for check in. I will be using Gibbs’ Reflective Cycle and aimed to describe how I was engaged in real situations of providing guest services, emphasising and analysing each episode of interaction, how the problem was addressed and the final outcome (Williams et al., 2020). Some of my learning goals were improving complaint handling techniques, grappling with the development of communication patterns, as well as increasing self confidence in the ability to deal with problematic situations, whilst inside the hotel context upholding the established level of service and guest satisfaction.

[bookmark: _Toc182232773]Discussion
[bookmark: _Toc182232774]Section 1: Reflection on Experience and Personal Development
While on placement at Hilton Garden Inn Doncaster Racecourse, shadowing a Front Office supervisor gave me a close look at the skills and knowledge required for completing work-based tasks to meet guest service expectations. 
In the Description phase, I observed how the supervisor interacted with their guests and what they did about complaint handling. So, I observed they handled the guests with professional touch with empathy; a swift solution of the squashed problems booking discrepancies or any room dissatisfaction. The challenge became apparent: in a dynamic, problem-solving oriented role, strong problem solving and adaptability skills were required (Walker, 2021).
In the feelings stage I was feeling a bit challenged about handling guest complaints in higher stress situations. Given that, though I say that the number of positive interactions between my supervisor and me, I calmly watched my seniors handle these challenges with confidence and patience helped me to learn that these situations become opportunities to grow my resilience and interpersonal skills (Rutherford, 2021). 
In the evaluation phase I realised that shadowing a supervisor not only helped me understand the role better, but that it helped me predict guests needs, and expectations, because so much hinges on how I can help a guest have a positive experience (Petar, 2023).
Conclusively I realised that my vocational development and knowledge industry had come a long way, but this experience proved to me that the development continues. In terms of technical skills, I am going to stay strong in the hotel management system and will express my principle of communication strategy to maximise guest satisfaction and pass up to future roles in hospitality leadership.

[bookmark: _Toc182232775]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Skills obtained on the job, as well as technical skills, are very important for maintaining or surpassing expectations of the guest especially in the demanding role of the Front Office at Hilton Garden Inn Doncaster Racecourse The importance of such skills is evident, for example in effective guest service where every minor action multiplied contributes to guest satisfaction and even loyalty.
One critical skill which I observed was active listening and comprehension which allows for the appropriate assessment of the guest's requirements and their queries (Darukhanawalla, 2020). For example, the supervisor showed an instance of active listening when dealing with a guest who expressed dissatisfaction with their room. By hearing the complaints, the supervisor was able to suggest another room that suited the user, thus improving his experience instead. This emphasised the role of effective communication, behaving with empathy which allows the guest to be more satisfied.
What stood out was knowledge of the hotel’s property management system (PMS), which enabled the supervisor to view guest information and booking details easily. Understanding the PMS allowed them to resolve booking conflicts or make such requests which increased the level of operations and the guests’ satisfaction. Such technical know-how ensured that the one was able to provide the required level of service but also resolved issues in a manner that met the required professional standards in line with expectations of the hotel (Anwar et al., 2024).
Problem-solving was also a major skill which aided the quest supervisor in tackling unplanned problems (Sony and Mekoth, 2022). In a situation where a guest’s room was not only ordered but also accidentally booked on two different occasions, the supervising officer immediately offered another room and gave a complimentary upgrade. This swift action quieted the guest and assured him in the services of the hotel, thus helping maintain the integrity of service.

[bookmark: _Toc182232776]Section 3: Reflection on Organisational Issues
At the description phase, I was able to observe a situation where a guest showed up wanting an early check in, only to find that the room was still not ready, because the housekeeping was late. The delay had an impact on the Front Office staff’s ability to serve other guests quickly and the guest became visibly frustrated. Not only did it mar the guest experience severely, it also created more work for the department and made me wonder about the department, were there gaps in efficiency.
In the feelings phase, I didn’t know how to handle a guest who is visibly unhappy. Watching the response from the supervisor I realised the struggle of how much empathy to apply compared to procedural efficiency in guest service. The guest was calmed by the supervisor's approach, but I thought a more proactive approach could have helped avoid the entire issue.
In evaluating the process, I saw that the supervisor’s answer to the guest’s initial frustration was the right answer at that instant but became a basis for a better departmental coordination for avoiding such delays. Poor communication between Front Office and housekeeping had prevented the Front Office from offering topmost services to guests and destroying their workflow. Herzberg’s Two-Factor Theory was what I remembered in this analysis stage, as negative experiences (“hygiene factors” such as delayed room readiness) have a direct effect on this overall satisfaction. Therefore, there was emphasis on streamlined operations so that disruptions are minimised (Chittiprolu et al., 2021).
Conclusively, solutions could be implemented in final and action forms such as a real time communication tool for the Front Office and Housekeeping departments such that staff can track room readiness. Additionally, preventing similar issues would mean setting expectations around check-in times with guests. If in future roles I had the chance to shape the channels of communication, I would advocate for more structured channels of communication and allow guests to be aware of all the processes and manage their expectations to the upper hand.

[bookmark: _Toc182232777]Conclusion
To sum up, the practical understanding has given me a lot of experience on skills such as attentive listening, timely resolution of concerns and issues as well as appropriate communication to ensure satisfactory level of guest service and required performance of operations. In relation to these experiences, I tend to take notice of the importance of workplace skills and active management in person’s and in a department’s performance. In the future, I would like to improve my professional skills, and communication skills using this placement as a base for creating a more effective approach for hospitality businesses in the future.

[bookmark: _Toc182232778]Action Plan
	[bookmark: _Hlk182233530]Objective
	Relevant
	Time-Bound

	Improve technical skills in property management systems
	Proficiency in PMS is crucial for Front Office roles.
	2 Months

	Enhance communication and active listening skills
	Management of client objections and complaints hinges around problem solving.
	1 month

	Develop problem-solving skills in guest service
	Problem-solving is essential for managing guest complaints.
	1 Month


Table 1: Action Plan
(Source: Created by learner)
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