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Introduction

According to Ozdemir A. (2018) guest service operations in a hotel play a crucial role in ensuring customer satisfaction and loyalty. They encompass a wide range of responsibilities, from front desk management to doorman services, housekeeping coordination, and conflict resolution. The primary objective of this placement is to gain an in-depth understanding of these operations, particularly by shadowing a supervisory role in the guest service department. Through this experience, the goal is to develop work-based skills, technical knowledge, and an appreciation for the complexities involved in managing guest expectations. This essay will utilize Gibbs' Reflective Cycle to structure reflections on personal development, work-based skills, and organizational challenges encountered during the placement, as per McLeod S. (2024).

Description

During my placement, I shadowed a supervisor in the guest service department, observing their role in managing guest expectations, resolving issues, and coordinating with other departments. I witnessed how they handled complaints, facilitated smooth check-ins and check-outs, and ensured high service standards. According to Khan, M.A. and Hefny, M. (2019) the experience offered a direct view into the rapid and demanding nature of guest service operations. The supervisor's role extended beyond merely assisting guests; it also involved managing staff, ensuring compliance with hotel policies, and liaising with different departments to provide a seamless guest experience.

Throughout the placement, I encountered various situations that tested my ability to remain observant and analytical. One notable incident involved a guest arriving in the afternoon to find that their room had not been cleaned. The supervisor swiftly addressed the issue by coordinating with housekeeping to prepare the room immediately, providing a temporary lounge access with complimentary refreshments, and offering a free room upgrade for the inconvenience. This demonstrated not only technical knowledge but also the importance of quick decision-making and empathetic customer service.

Feelings

Initially, I felt both excited and overwhelmed by the supervisor's responsibilities. According to Walker J & Miller J. (2015)Observing their ability to multitask and resolve conflicts efficiently was inspiring, but I also realized the pressure associated with maintaining high guest satisfaction. The rapid nature of the hospitality industry meant that every situation required immediate attention, leaving little room for hesitation. My feelings evolved as I became more familiar with the workflow. I started to appreciate the challenges that come with supervising a department, recognizing that every decision could have a significant impact on the guest experience, as per Walker J & Miller J. (2015).

According to Vejlgaard, H., Simonsen, D., & Nissen, R. (2019), despite initial concerns, I developed confidence in my observational and analytical skills. As I spent more time engaging with the supervisor and other staff, I noticed improvements in my understanding of guest interactions and service recovery strategies. I also felt a sense of fulfilment when I observed positive guest feedback resulting from excellent service. This reinforced my motivation to pursue a career in hospitality and highlighted the importance of continuous learning in the field.

Evaluation

According to Mazzetti, G., & Schaufeli, W. B. (2022), this experience had both positive and challenging aspects. On the positive side, I gained insights into real-world guest service operations, teamwork, and leadership. I observed how communication and problem-solving are crucial in ensuring smooth hotel operations. The ability to work collaboratively across departments, such as housekeeping and food services, played a pivotal role in maintaining guest satisfaction. One of the most rewarding aspects was seeing how guest service staff could turn a negative experience into a positive one through genuine care and effective solutions.

However, there were also challenges. One of the primary difficulties was handling difficult guests and unexpected problems, such as overbooking. The supervisor often had to think on their feet and find solutions that satisfied both the guests and the hotel’s business needs. I realized that conflict resolution and negotiation skills are just as essential as technical knowledge in the hospitality industry. Furthermore, balancing guest satisfaction with company policies sometimes posed a dilemma, as not all guest requests could be accommodated. These challenges reinforced the necessity of adaptability and emotional intelligence in a guest service role, as per Lam R., Cheung C. & Lugosi P. (2020).

Analysis

According to Miao C., Humphrey R. H., & Qian S. (2021), work-based skills and technical knowledge are fundamental in meeting and exceeding guest service expectations. The ability to engage with guests professionally, anticipate their needs, and resolve issues proactively determines the quality of service provided. Shadowing a supervisor exposed me to the significance of emotional intelligence in handling difficult guests while maintaining the hotel's reputation. The placement also highlighted the critical role of leadership in ensuring smooth team operations.

During the placement, I encountered various work-based skills, such as problem-solving, adaptability, and attention to detail. For example, when a guest complained about a room service delay, the supervisor promptly assessed the situation, coordinated with the kitchen and housekeeping teams, and offered a complimentary service as compensation. According to Sharma A. (2024), this instance demonstrated how technical knowledge such as understanding service timelines and effective communication plays a pivotal role in guest satisfaction.

Moreover, familiarity with hotel software systems such as property management systems (PMS) and customer relationship management (CRM) tools proved essential in tracking guest preferences and ensuring personalized service. According to bookboost.io (2023), these technical competencies enable hotels to operate efficiently while enhancing the overall guest experience. The importance of industry standards and compliance, including health and safety regulations, was also emphasized during the shadowing experience. I saw firsthand how these regulations ensured that guest services were delivered effectively and safely. For example, food safety regulations ensured that food was stored, prepared, and served safely, preventing foodborne illnesses and ensuring guests received high-quality meals.
Fire safety measures, such as regular risk assessments and staff training, were crucial in protecting guests and staff from emergencies. The hotel's adherence to the Regulatory Reform (Fire Safety) Order 2005 demonstrated their commitment to guest safety, as per Lewis N. (2024).

Conclusion

While the overall experience was enriching, one significant issue stood out: an overbooked hotel. A guest with a confirmed reservation arrived to find no rooms available due to an administrative error. This frustrated the guest and impacted the department's performance. The supervisor sincerely apologized, offered a complimentary stay at a partner hotel, and arranged transportation, which mitigated the negative impact. However, this situation highlighted the need for better booking system checks and communication between departments.
A potential solution could involve integrating an automated overbooking alert system within the PMS to notify staff of discrepancies before they escalate. Additionally, implementing a standard protocol for handling overbookings, including predetermined compensation measures, would streamline response times and improve guest satisfaction. Theories such as the service recovery paradox, which suggests that effective problem resolution can increase guest loyalty, support this approach and emphasize the importance of proactive service management.

Action Plan

This learning experience provided valuable insights into guest service operations and the importance of work-based skills and technical knowledge. The shadowing experience emphasized effective communication, teamwork, and adaptability in a fast-paced hospitality environment. Exposure to real-world challenges, such as overbooking, reinforced the importance of problem-solving and service recovery strategies.
To enhance my skill set, I plan to undertake training in customer relationship management and conflict resolution. Enrolling in courses related to hotel software systems and hospitality management will also strengthen my technical expertise. Seeking mentorship from experienced supervisors and engaging in networking opportunities will provide deeper industry insights and career advancement opportunities.
Applying Gibbs' Reflective Cycle to this placement experience has been instrumental in structuring my learning process. By continuously refining work-based skills, embracing technical advancements, and staying attuned to industry best practices, I aim to contribute effectively to the evolving landscape of hospitality management. My long-term goal is to leverage these experiences to develop a strong career in the guest service sector, providing high-quality service that meets and exceeds guest expectations.
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