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[bookmark: _Toc168047025]Introduction
This report is all about regarding my supervisory shadowing at the reception/front office department, the most vital work-based skills and technical content vital for supervising and improving guest services.
[bookmark: _Toc168047026]Guidance for layout 
Guest service operation at the hotel is well coordinated and each guest gets the best experience in the service. Accommodation areas of operation include the reception/front office which deals with registration, check in and check out as well as taking bookings; the housekeeping department which ensures cleanliness and comfort of guests (Bardi, 2010). The leisure club comprising of a recreation area, Spa and fitness centre and the meetings and events department that liaises and co-ordinates meetings, incentives, conference and exhibitions. Every department also function together to provide various guest services exercising efforts to surpass expected premium service and lasting customer retention (Johnston et al., 2012).
Learning Objectives for the Placement
· Enhance Communication Skills: Acquire the skills needed to interact with different guests and members of staff; half of this skill involves cordial, clear and professional mannered communication (Patel & Gupta, 2017).
· Develop Teamwork Abilities: Cohesion and task interdependence: learn and effectively participate in the working environment of a diversified team.
· Improve Task Management: Learn to handle day to day activities as they juggle through the flow of activities and offers good services.
[bookmark: _Toc168047027]Section 1: Reflection on Experience and Personal Development
Involvement in the practical environment by shadowing a supervisory position in the reception/front office department was beneficial and improved the general knowledge about the complex structure of the guest service. The Gibbs model helps to analye a specific experience in detail, which will be done in this reflection:
Description: Observing a supervisor in the reception / front office gave the field experience of having to manage reception duties, deal with guests and how to co-ordinate with other staff members (Gibbs, 1988).
Feelings: Initially, I experienced difficulty in effectively performing the functions that I was assigned but later realised that being a ‘Jill of all trades’ was a necessity owing to the importance of each task and the fact that it helped in being exposed to many different tasks at once.
Evaluation: This resulted in the identification of the following important parameters regarding guests’ expectations: organisation of communication, collaboration, and professionalism.
Analysis: The efficacy of these skills became apparent when I watched the supervisor effectively manage complaints and easily implementing the hotel management software at the hotel (Thompson & White,2021).
Conclusion: This enriched my perspective on all the required effective job oriented skills and technical competency useful for the provision of an excellent service to the guest.
Action Plan: Concentration on the need to work on communication competence, technical training, and practice that put more emphasis in working on the team.
Hence, academic journey and or previous experience, either gained through placements or past industry experiences has and faculty an impact on the appreciation of important competencies What applies to all of the afore-mentioned aspects is that all of them and added to my personal skill set; besides problem solving skills which are vital in managing the guest services, there is the aspect of flexibility (Williams & Miller, 2018). It has provided me with an all-rounded perspective of how seamlessly the components of communication, collaboration, and knowledge come together to create magic in providing guests with their experiences.
[bookmark: _Toc168047028]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Knowledge attained in working environment, experience and practical knowledge are crucial to providing guest service at the level and beyond expectations. 
Communication Skills: A key ingredient to delivering quality guest service is the promotion of communication. They showed how effective communication can be when it especially comes to satisfactory attending to a guest’s concern (Tewan, 2009). For example, a guest had certain expectations about which room he/she would like to be assigned and there were no rooms available at first. Not only the problem was solved, but the guest’s satisfaction was increased due to effective communication from the supervisor about the possible options, and an understanding of the guest’s requirement.
Teamwork: Cooperation with other structural units, for example, housekeeping and maintenance, guarantees the implementing of guests’ requests. Some of the supervisor’s activities entailed working with these teams to ensure that additional rooms where required for new guests, or where there were problems with the amenities, to organise their repair (Wood, 2012).
Task Management: There should be a proper indication of the timely accomplishment of the tasks which was observed in the former supervisor’s capability of handling the multitude of activities ranging from check-in/check-out to the possible unforeseen problems that occurred (Hayes et al., 2017). This skill is imperative when it comes to the general operations of the place and ensuring that the guests do not have to wait for long whenever they are attending to them.
Technical Knowledge: It is therefore important to work with a program that is familiar with the functions of the hotel management software. Effective use of the reservation system, gaining insights of the guests, and handling all the payments by the supervisor makes efficiency and accuracy, which all directly affects the guests (Rughubalan, 2009). For instance, overbooking called for the supervisor to quickly find an alternative place to host the customers through the software; the above example is a real-life situational analysis of how one can apply technical skills to minimise service delivery gaps.
[bookmark: _Toc168047029]Section 3: Reflection on Organisational Issues
Significant incident that happened at the time of my placement was when a guests’ booking details were not processed in the system correctly due to technical malfunction which means, the guest arrived and there would be no room available for them (QAA, 2018). This circumstance negatively affected the performance of the department in such a way that frustrated the guest for being accorded a place on the floor instead of within a reasonable time. 
Possible Solutions:
Enhanced Training and System Upgrades: The above findings imply that perhaps having regular trainings on the use of the reservation system and conducting periodical system maintenance might help prevent such mistakes (Herzberg,1968). An enhancement of the technical skills and proper working tools to tools and software would minimise the status of lost reservations.
Theoretical Reinforcement: In line with Herzberg’s Two-Factor Theory, improving the hygiene factors of the technical system to address complaints effectively and offering staff training to improve their motivation can help to boost job performance and hospitality guest satisfaction (Hagg, 2013).
[bookmark: _Toc168047030]Section 4: Future Action Plan
From the guest service operations, I have some lessons that I have drawn and outlined some of the aspects of gaining improvement and my future action plan.
Areas for Improvement:
· Communication Skills: Increase the clarity of communication processes and improve the staff’s attitude towards guests.
· Technical Knowledge: This in turn helps to improve the proficiency of the management when operating the hotel management software.
· Teamwork: Enhance coordination with various divisions with the organisation.
Specific Steps:
· Communication: Make it a point to attend training courses that will enable the development of master interpersonal communication and conflict mastery (Fallon & Rutherford, 2010).
· Technical Training: There must be a provision of sophisticated courses in hotel management software and one has to put themselves abreast with the current technologies.
· Teamwork: Engage in fun programs like team building and other systems which embrace cross section of a given department.
Alignment with Goals: This action plan supports my personal and vocational development objectives because it encourages personal and professional development through the acquisition of new knowledge and enhancement of acquired and inborn skills (Casado, 2012). They are as follows: By attending to these areas, I will enhance my professional growth since achieving optimum scores in the assessment of competency results in outstanding GS scores necessary for efficiency in hospitality industry.
[bookmark: _Toc168047031]Conclusion
In conclusion, it is said that the shadowing was useful in developing work-based skills, technical expertise and experience, as well as understanding of the guest service operating performance requirements (ASET, 2017). This placement proved that documents must be communicated properly, and the work must be divided and completed in a coordinated manner. Knoll and Giffin has stated that personal and vocational development has influenced my career path significantly in future hotel guest service industry success.
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