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[bookmark: _Toc158936881]Introduction
My experience shadowing the front office manager position at New Steine Hotel in Brighton has been transformative. This experience has proven to be very useful in my effort to harness the necessary workplace skills as well as technical knowledge required for building guest service expectations. In this reflective log, I will use Gibbs’ model (1998) to critically analyse my experience and explore the impact of personal and vocational development.
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Figure 1: Gibbs Reflective Cycle
(Source: Costley, 2021)

[bookmark: _Toc158936883]Description
During my placement at New Steine Hotel, I had the opportunity to shadow a supervisory position - front office manager. There was a specific instance which I deeply remember, when I had to supervise guests’ check-ins during the weekend rush. This encompassed the collaboration with the reception staff, making sure the rooms were ready, and handling any particular demands from guests. One specific instance that tested my ability to handle guest expectations happened when a VIP guest came in without previously making reservations (ASET, 2017). Compounding my previous industry profession, I managed to book the suite for my guest and added some personalized amenities within a short period, to showcase the significance of being quick-thinking and adaptive. This encounter made me realize in a very clear manner the close connection between both work-related competence and technical expertise required in hotel management (Costley, 2021). Maintaining the highest standards of service quality was achieved through effective communication between housekeeping and front-desk departments, and this came as a result of teamwork and task management. This scenario was a practical application of personal and vocational development as my previous experience of the industry allowed me to handle the situation as a professional employee whose core competencies were in the guest services and administration (Bardi, 2010). The experience with a guest illustrated the roles of good communication, teamwork, and task management in provision of excellent guest service. 

[bookmark: _Toc158936884]Feelings
The process of managing guest check-ins at New Steine Hotel in Brighton, was a mixed experience of excitement, anticipation, and a little bit of pressure. Initially, I felt a mix of excitement and anxiety. The position required swift decision-making and powerful communication, which pushed me outside of my zone of comfort (Casado, 2012). The unexpected arrival of a VIP guest added an extra layer of intensity to the situation. I was coordinating the front desk and housekeeping team that made me feel as part of a team. The teamwork in executing the task of preparing the suite in a short period of time had created a sense of joy and pride. I could say the experience gave me a real sense of satisfaction because I was able to resolve this challenge and it gave me the importance to improve both my technical and interpersonal skills to deal with situations like this in the future. 

[bookmark: _Toc158936885]Evaluation
The successful management of guest check-ins, particularly the handling of an unexpected VIP guest, highlighted several strengths and areas for improvement in my administrative skills (Haag, 2013). The most important quality that I have drawn from the experience is being able to quickly respond to the unexpected problems that come up. Being the VIP guest was the crucial moment, my ability to make decisions at the moment was proved, also finding practical solutions exhibited the usefulness of proper task management. Proper collaboration with the front desk team and housekeeping team has demonstrated strong teamwork and communication skills (QAA, 2018). The evaluation also revealed areas for enhancement, particularly in anticipating potential issues. The successful resolution not only gave the immediate solution but also became the stepping stone for improving the processes. It showed the need of being adaptable and skilful for solving issues. The resolution may be effective but a more upcoming action may be more effective in preventing the possible challenges. This experience emphasizes the importance of ongoing training and development to enhance the team’s collective ability to handle unexpected situations effectively.

[bookmark: _Toc158936886]Analysis
The task of managing guest check-ins, especially taking care of a VIP guest on a busy weekend, turned out to be a metaphor for self-improvement for me. The successful resolution of the situation highlighted my critical thinking, decision-making and adaptability skills. Anticipating potential challenges and having contingency plans in place could add an extra layer of preparedness. It will contribute to even smoother operations. The contribution and understanding of others helped me realize my capability in teamwork and effective communication (Fallon and Rutherford, 2010). This highlighted the critical role of interpersonal skills in the hotel administration landscape.  I realize that the commitment to ongoing improvement is essential for the achievement of a harmonious environment in which different departments might effectively cooperate. A newly enhanced training and refreshing technological awareness might be an additional step in achieving a higher level of skills in handling different scenarios in guest relations. The analysis emphasizes the need for continuous improvement in task management skills. From my perspective, streamlining check-in processes and having contingency plans in place for unexpected situations could contribute to smoother operations (Johnston et al., 2012). Therefore, it brings to my attention the need to regularly evaluate and update my work-based proficiencies that would lead to a smoother and faster interaction between guests and the hotel staff.

[bookmark: _Toc158936887]Conclusion
I have realized the importance of proactive planning (Raghubalan and Raghubalan, 2009). While I effectively managed the situation in real-time, a more comprehensive approach could involve anticipating high-profile guest arrivals. In my opinion, implementing systems or protocols to identify potential VIP guests beforehand would allow for more tailored preparations. It will ensure a smoother and more personalized experience. This proactive mindset aligns with the overarching goal of providing exceptional guest service. Further I acknowledge the fact that I can potentiate the collaboration and communication capacity much more. From my point of view, regular meetings with the participation of representatives from each department will intensively enhance the company’s interdepartmental operations connectivity (Tewan, 2009). The partnership of all teams in such a way allows everyone to have information and on hand to meet any unexpected occurrences which in turn builds a culture of shared responsibility. I commit to refining my task management skills. These changes will help to make a remarkable and smooth experience for the guests.

[bookmark: _Toc158936888]Action Plan
	Actions
	Impacts

	Initiate a cross-departmental training program
	Foster strong teamwork

	Collaboration with department heads
	Enhancing mutual understanding and effective delegation

	Streamlined check-in processes
	Enhancement of task management



In response to the challenges faced, I have devised a comprehensive action plan aimed at continuous improvement and enhanced preparedness. Over the next three months, I plan to initiate a cross-departmental training program to foster stronger teamwork (Vallen and Vallen, 2014). Collaborating with department heads, I will design modules focusing on mutual understanding, effective delegation, and shared responsibility. I will schedule bi-weekly interdepartmental meetings over the next three months. These meetings will include representatives from various departments, fostering better communication and collaboration. This initiative aims to create a more cohesive working environment. It will ensure that all teams are informed and prepared for unexpected situations. I will implement streamlined check-in processes within the next two weeks to enhance task management. This involves creating a checklist of essential tasks, from room preparation to guest amenities, to be followed during peak hours. According to Wood (2012), regular training sessions will reinforce these processes, ensuring staff familiarity and readiness. Also, I will engage in continuous professional development courses relevant to the hospitality industry to further enhance my personal skills and adaptability. This will encompass leadership training, problem-solving workshops, and industry trend analysis. 

[bookmark: _Toc158936889]Conclusion
I believe that this transformative journey has helped me to understand the interdependence of personal and professional development in hospitality. The evaluation pointed out strengths and specific areas that improvements should be in administrative skills, which are justifying the necessity of continuous training. The study contributed to the understanding of the relevance of managing in advance, identifying difficulties, and constructing an atmosphere of innovation as continuous improvement. The action plan comprises of different initiatives designed to develop the teamwork, task management, and personal skills. I will be able to create a more prepared and cohesive environment for providing excellent guest service by adopting such measures.
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