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During the placement at the front office of Leicester Marriott Hotel, the learning experience was enriching and insightful. The guest service operation at the hotel is focused on providing exceptional experiences for guests, ensuring their comfort, satisfaction, and loyalty. The front office team plays a crucial role in creating a positive first impression and delivering excellent customer service (Bing, 2024).

The placement aimed to teach the front office staff about the check-in and check-out process, enhance communication and interpersonal skills, learn reservation management, understand guest service standards, and practice problem-solving and conflict resolution. The goal was to understand the procedures for welcoming guests, handling bookings, and ensuring accuracy in room availability and preferences. The training also focused on developing interpersonal skills, addressing guest queries professionally, and ensuring consistency in delivering exceptional service. The ultimate goal was to maintain a positive guest experience (Bassig and Writer, 2024).



Reflection on Experience and Personal Development using the Gibbs Reflective Cycle:

1. Description:
Shadowing a supervisor at Leicester Marriott Hotel provided valuable experience in managing guest service expectations, enhancing work-based skills and technical knowledge.

2. Feelings:
Initially, excitement and nervousness arose due to stepping into a supervisory role, but the supervisor's supportive environment and guidance helped alleviate apprehensions and promote a positive learning experience.

3. Evaluation:
Shadowing a supervisor highlighted the importance of work-based skills and technical knowledge in delivering exceptional guest service, emphasizing effective communication, problem-solving, and attention to detail.

4. Analysis:
The author's experience in a supervisory role, combined with previous industry knowledge and academic studies, significantly enhanced their understanding of communication, teamwork, task management, personal skills, and guest services. They learned to communicate effectively, collaborate effectively, prioritize tasks efficiently, and develop adaptability, resilience, and professionalism through various guest situations (The University of Edinburgh, 2020).


The shadowing experience was a valuable learning experience, allowing me to observe an experienced supervisor in managing guest service expectations. The supervisor demonstrated clear communication, problem-solving abilities, and attention to detail, which are crucial for meeting and exceeding guest service expectations. The experience also highlighted the importance of technical knowledge in the hospitality industry, as the supervisor demonstrated proficiency in check-in processes, reservation management, and guest feedback systems. This experience underscored the need for a strong foundation in technical knowledge to efficiently manage guest services (Harvard FAS | Mignone Center for Career Success, 2024).

Previous industry experience, placement, and academic journey significantly impacted personal and vocational development in the hospitality sector, providing a solid foundation for practical application and enhancing work-based skills and technical knowledge.
It emphasized communication, teamwork, task management, and personal skills. The experience also highlighted the importance of time management, multitasking, and adaptability in meeting guest service expectations. The shadowing experience in a supervisory position, combined with previous industry experience, reinforced the importance of work-based skills and technical knowledge in the hospitality industry (He, 2022).


The shadowing experience in a supervisory position highlighted the importance of work-based skills and technical knowledge in meeting guest service expectations. Effective communication, problem-solving, and task management were key work-based skills encountered during the shadowing experience. Effective communication involves clear and professional interactions with guests, ensuring a positive experience. Problem-solving is crucial in the hospitality industry, as it involves analyzing issues, considering alternatives, and making informed decisions. Task management involves efficiently organizing and prioritizing tasks to ensure smooth operations. Proficiency in the property management system (PMS) is critical, as it allows for accurate and streamlined guest service. Understanding the hotel's service standards and procedures is also essential, as it guides the team in delivering consistent and exceptional service.

Overall, the shadowing experience underscored the significance of these skills and knowledge areas in ensuring guest satisfaction and loyalty. The supervisor's ability to navigate the PMS, efficiently retrieve guest information, and manage reservations ensured accurate and streamlined guest service. The examples and insights gained from the shadowing experience underscore the significance of these skills and knowledge areas in ensuring guest satisfaction and loyalty (Mckinsey, 2024).


The hotel experienced a sudden increase in guest arrivals without sufficient staff, affecting its performance, guest service, and overall operations. This led to longer wait times for check-ins and slower response times to guest requests, causing frustration and dissatisfaction. Limited staff availability also increased workload and stress on existing team members, resulting in decreased efficiency and potential errors. This affected the department's performance and employee morale, leading to potential burnout and decreased job satisfaction.

To address this issue, several solutions can be considered. Cross-training staff members in multiple areas can help distribute workload and ensure staff availability in critical areas. Proper forecasting and scheduling techniques can help adjust staffing levels to match expected guest arrivals.

Relative theories like the Service Profit Chain theory and the Job Characteristics Model can be used to reinforce these discussions. The Service Profit Chain theory suggests that employee satisfaction and engagement directly impact customer satisfaction and loyalty. Addressing understaffing and ensuring a manageable workload can contribute to higher job satisfaction and better guest service. The Job Characteristics Model emphasizes task variety, autonomy, and feedback, which can be achieved by cross-training employees and providing timely feedback during peak periods (ResearchGate, 2008).


Action plan to enhance my work-related skills and technical knowledge in guest service operations, focusing on communication, teamwork, task management, personal skills, and guest services, aligning with personal and vocational development goals:

1. Communication Skills:
- Attend communication workshops or seminars to improve verbal and written communication skills.
- Practice active listening techniques to better understand guest needs and provide effective solutions.
- Seek feedback from colleagues and supervisors to identify areas for improvement in communication (Coursera, 2023).

2. Teamwork:
- Participate in team-building exercises and activities to foster better collaboration and cooperation within the team.
- Help colleagues when needed and encourage a supportive work environment.
- Develop strong interpersonal skills to build positive relationships with team members (Zippia, 2023).

3. Task Management:
- Prioritize tasks effectively using time management techniques such as creating to-do lists and setting deadlines.
- Enhance organizational skills to ensure efficient task completion and avoid delays.
- Seek guidance from supervisors or mentors on effective task management strategies (Littlehotelier, 2022).

4. Personal Skills:
- Take initiative in seeking professional development opportunities such as attending industry conferences or workshops.
- Continuously update knowledge and skills through self-study and online resources.
- Set personal goals to enhance skills and track progress regularly.

5. Guest Services:
- Develop a customer-centric mindset and strive to exceed guest expectations.
- Attend customer service training programs to enhance service delivery skills.
- Seek feedback from guests to identify areas for improvement in guest services.

The shadowing experience in guest service operations has given me valuable insights into job-related skills, technical knowledge, and guest service standards. It has also emphasised the significance of personal and professional development in shaping future career goals in the hotel guest service industry. The experience provided hands-on learning opportunities, allowing the observer to understand the industry's high standards of guest service. It also enabled the observer to apply theoretical knowledge to real-world scenarios, which improved their technical abilities. Effective communication and teamwork are essential for providing excellent customer service. The learning log emphasised the importance of continuous learning and improvement in staying current with industry trends and best practices. 
By applying these insights and improving skills, the observer is confident in their ability to excel in the hotel guest service industry and achieve their professional objectives.











References: 

Bassig, M. and Writer, C.X. (2024). Guest Experience Guide: Top Trends & Best Practices | InMoment. Available at: https://inmoment.com/blog/guest-experience/. (Accessed 10 May 2024).

Bing. (2024). the guest service operation. Available at: https://www.bing.com/search?q=the+guest+service+operation&qs=n&form=QBRE&sp=-1&ghc=1&lq=0&pq=the+guest+service+operation&sc=11-27&sk=&cvid=66DCA8FB887F449184706A818F46F3AD&ghsh=0&ghacc=0&ghpl=(Accessed 10 May 2024).

Coursera (2023). 22 ways to improve your communication skills in the workplace. Available at: https://www.coursera.org/articles/communication-skills (Accessed 11 May 2024).

Harvard FAS | Mignone Center for Career Success. (2024). What is Job Shadowing? Definition, Benefits, and How to Set It Up. Available at: https://careerservices.fas.harvard.edu/blog/2024/04/11/what-is-job-shadowing-definition-benefits-and-how-to-set-it-up/ (Accessed 10 May 2024).

He, G. (2022). 16 Job Shadowing Ideas & Activities for Work in 2023. Available at: https://teambuilding.com/blog/job-shadowing (Accessed 10 May 2024).

Little Hotelier. (2022). Hotel front desk responsibilities and checklist. Available at: https://www.littlehotelier.com/blog/running-your-property/hotel-front-desk-responsibilities/ (Accessed 11 May 2024).

Mckinsey (2024). Taking a skills-based approach to building the future workforce | McKinsey. Available at: https://www.mckinsey.com/capabilities/people-and-organizational-performance/our-insights/taking-a-skills-based-approach-to-building-the-future-workforce (Accessed 11 May 2024).

ResearchGate. (2008). (PDF) Critical Reflection in the Workplace: Is it Just too Difficult? Available at: https://www.researchgate.net/publication/235251829_Critical_Reflection_in_the_Workplace_Is_it_Just_too_Difficult (Accessed 11 May 2024).

The University of Edinburgh (2020). Gibbs’ Reflective Cycle. The University of Edinburgh. Available at: https://www.ed.ac.uk/reflection/reflectors-toolkit/reflecting-on-experience/gibbs-reflective-cycle. (Accessed 10 May 2024).

Zippia (2023). The Most Important Teamwork Skills. Available at: https://www.zippia.com/advice/teamwork-skills/ (Accessed 11 May 2024).


