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Introduction. 
My experience in managing guest service operations at the Marriott Hotel in Cardiff has been an insightful journey filled with challenges, learning opportunities, and growth. In this reflection, I will employ Gibbs Reflective Cycle to explore and understand the lessons I have gained during this role (Main, 2023). Gawlik, (2023) states the role of a manager in managing hotel administration is crucial in ensuring the smooth and efficient operation of a hotel. Hotel administration encompasses various functions, from reservations and guest services to financial management and overall coordination. The manager in this role plays a significant role in overseeing these functions and ensuring that guests have a positive and hassle-free experience.

Main body.
Description 
During my shadowing experience, I had the privilege of spending time with a Hotel Administration Manager. This manager was responsible for overseeing the administrative functions of the hotel, including areas such as reservations, billing, and coordination with other departments. I observed their daily tasks, which included managing guest reservations, coordinating check-ins and check-outs, and ensuring the smooth operation of the hotel's administrative systems. It was evident that the manager's role required a diverse skill set and a strong service-oriented mindset.

Feelings 
I initially felt a mix of excitement and nervousness. The fast-paced nature of the hotel industry and the high expectations for quality service made me a bit apprehensive. Front desk staff often need to multitask, managing phone calls, check-ins, and guest inquiries simultaneously. Effective time management and multitasking skills are essential, but it can also lead to feelings of pressure. However, as I settled into the role, I started to feel more confident and eager to learn.

Evaluation 
The experience was invaluable in providing me with insights into the challenges and rewards of guest service management. I could see the high level of responsibility the Guest Service Manager carries. Guest Service Managers are often the face of the hotel and interact directly with guests. They welcome guests, handle check-ins and check-outs, and address any inquiries or concerns. Building and maintaining positive guest relations is a core responsibility (Farooqi, 2023). Hollander, (2023) states Guest Service Managers are responsible for addressing guest complaints and concerns. They must have excellent problem-solving and conflict resolution skills to turn negative situations into positive experiences. According to Vallen and Vallen (2014) to be a successful Guest Service Manager in the hospitality industry, you should possess a range of skills and qualities that enable you to provide excellent customer service, manage staff, and oversee guest relations effectively. However, there was a moment when I was working at the front desk, few guests became frustrated with the lengthy check-in lines. Also, visitors lodged complaints regarding their accommodations. 

Analysis 
As I observed the manager's actions and interactions with both guests and staff, I began to realize the critical importance of effective communication. The manager's ability to convey warmth, empathy, and professionalism in every interaction left an impression on guests. Additionally, I noticed the manager's skill in resolving guest issues swiftly and decisively, turning potential conflicts into opportunities to exceed guest expectations. The hotel sector can be lively and fast-paced. It's critical to have the ability to manage several priorities and tasks at once (Wood, 2013). It's crucial to be familiar with the technology and software used by hotels for reservations, check-in and check-out, and visitor information. Sturman, Corgel and Verma, (2011) express ensuring adequate staffing during peak hours, providing cross-training to employees to undertake different duties, and investing in training programmes for ongoing improvement are all crucial. Effective hotel management guarantees a seamless and satisfying stay for visitors. From the time of reservation to the point of departure, efficient administrative procedures enhance client happiness and retention (Knežević,et al, 2015). The front desk has the potential to further personalise the guest experience. Utilizing the customer relationship management (CRM) system more effectively to track and cater to guest preferences would create a more tailored experience (Vallen and Vallen, 2014). The front desk operations have many strengths that contribute to the positive reputation of our hotel. By addressing the identified areas for improvement, there is an opportunity to elevate the service to new heights and stay ahead in the competitive hospitality industry. The dedication and hard work of the front desk team are commendable, and with targeted improvements, staff can continue to exceed guest expectations and drive the success of our hotel. There is a strong sense of teamwork among front desk staff. Communication channels are clear, and team members collaborate seamlessly with other departments, ensuring a coordinated effort in delivering services. Rutherford and O’Fallon, (2007) states lack of communication between front desk staff and other departments can result in service gaps. By implementing clear communication channels, conduct regular briefings, and use a centralized communication system to keep all staff informed.

Conclusion 
In conclusion, shadowing the Guest Service Manager at the Marriott Hotel was an enriching experience that deepened my understanding of the complexities and nuances of guest service management. This reflection, following Gibbs' Reflective Cycle, has provided me with a clear roadmap for personal and professional growth in this field. I now understand that managing guest service is not just about following established procedures but about prioritizing the guest's needs, empowering the team, and fostering a culture of continuous improvement. Guest service management is a complex role that demands not only technical knowledge but also exceptional interpersonal skills (Wood, 2013). Jiuguang, (2015) state to attain the highest level of pleasure from their guests, managers need to adopt a guest-centric mindset. The Guest Service Manager plays a central role in creating a positive and memorable experience for guests in the hospitality industry. They must manage a team effectively, provide excellent service, resolve issues, and continually strive to improve and enhance the overall guest experience (Rutherford and O’Fallon, 2007). Farooqi, (2023) express leadership and interpersonal skills are essential in maintaining high guest satisfaction and a positive reputation for the establishment. I'm eager to advance in guest service management now that I have a better grasp of the dynamic, customer-focused nature of this position. The insights gained from this process of reflection will surely direct how I manage guest service operations with a renewed focus on quality and customer satisfaction.


Action Plan As a result of this experience and reflection, I plan to take several actions. First, I want to enhance my communication skills, focusing on active listening and empathy. Additionally, I aim to develop conflict resolution skills to turn challenging situations into opportunities for guest satisfaction. I also want to encourage a culture of empowerment among the team, allowing them to make guest-focused decisions within established guidelines. Finally, I'll seek out training and feedback loops to ensure continuous improvement in guest service operations.
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