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Guest service operations in the hospitality industry aims to be provide a memorable and positive guest experience. This experience should leave the guests feeling satisfied and more likely to come again (Les Roches, 2024). Guest services include providing a smooth check in and check out process, providing a clean accommodation and well-equipped services also providing access to various facilities. In a hotel setting the people responsible for guest services are the front desk staffs/receptionists, concierge, housekeeping, food and beverage staff and guests service managers (Hello shift, 2024). I will be using the Gibbs reflective model to guide my experience on shadowing reception staff and food and beverage staff while being on placement at the Holiday Inn, Sunderland, hotel. The Gibbs reflective cycle published in 1988 by Professor Graham Gibbs helps people regularly learn people from situations and experiences that have not particularly gone too well. The cycle looks at a situation in detail to analyse and then works through the steps of: Description, feelings, evaluation, conclusion, and action (Hughes, 2024).
From shadowing the staff in the hotel and from what I have learnt from my experience of being at the Holiday Inn Sunderland hotel is you need to have a clear understanding of the task you are going to do because this will prevent any major mistakes happening which could result in serious issues. Having a great understanding of the company’s products and services is an essential part of great guest services. This enables you to be able to provide the accurate information and services this also helps to deal with any customer queries that may come (Travis Perkins, 2024).  I have felt while shadowing it is better to be open and ask for help rather than guessing. There was a situation when I was on the food and beverage department a guest came down for breakfast and asked me if we do oat milk latte, I asked Lynn a member of staff on shift and she said its only in Starbucks they have oat milk lattes but that is not included in the breakfast price, but instead of asking the customer first I made the latte and  Lynn told me that the guest will be charged for this drink. So, I told the guest there will be a charge because Starbucks is not included in the breakfast. Luckily the guest was fine with it because she wanted an oat milk latte. But this made me feel a bit worried and anxious because even though this guest did not mind someone else might have. I have learned from looking back at this experience I should have confirmed with the guest if she was fine paying extra before making her latte. This is why communication skills is vital in the hospitality sector. Good verbal communication makes customers feel valued and welcome. This helps to make accurate choices and create a good impression with the guests (BBC, 2024). From such experiences I have developed critical work-based skills that is essential in the hospitality sector. Skills such as: communication skills, team building skills, product knowledge, attention to detail, and efficiency all help to achieve and manage guest service expectations (Wren, 2024). 
Work based skills and technical knowledge is very important in any sector but especially in the hospitality sector because you are serving guests daily. In the hospitality sector a set of soft skills and technical skills are required. Hospitality skills and behaviours provide the relevant information for service industry professionals to gain a positive relationship with the guests. Having good hospitality skills provides an individual with having positive interpersonal communication with others and organise activities to help fulfil guest demands and needs (Herrity, 2024). In the hospitality industry having good technical skills optimises operational efficiency and managing resources. These skills are crucial to navigate the hotels operations. Technical skills manage revenue management, customer service excellence, food and beverage management, housekeeping, and marketing. These skills foster growth and enhance achieving excellence in the hospitality sector (Talent guard, 2024). My placement has enhanced my experience of managing guest service expectations within a hotel setting by understanding and learning the systems used by the hotel. Holiday Inn uses the Opera system but when I was on placement in Level 4 at Premier Inn, they used a system called BART. I found using the Bart system easier than the Opera system. I did find the opera system a bit more complicated, maybe because I have not been able to use the system for long so, I think I need to develop my technical skills on this system more compared to how I was with the Bart system. While I was shadowing Kathleen at reception, I have understood a smooth check out and check in process manages guest service experiences because this stage builds a relationship with the guests. This is the first impression you give to the guest. This stage has a significant impact on the long-term relationship you build with them. (Customer Alliance, 2024). This is why it is important provide a warm and friendly welcome and provide a smooth service. 
While being on placement there was an issue with a guest complaining on the food and beverage department. There was a tour group that came in and they complained about the food service they received they said it took too long and that the food ran out. This impacted the guests experience because they did not experience a good service. Negative hotel guest experience can affect a properties success in many ways. A guest complaint can leave a lasting damage to the reputation of a hotel. Professional hoteliers recognise that leaving an unresolved guest issue can affect a hotels performance. This is why hoteliers place great significance to handling guest complaints efficiently. To help deal with the complaint you need to find the real source of the complaint and consider why this issue occurred. Try and find a resolution that addresses the complaint or issue. Guest complaints can sometimes be resolved by acknowledgement and a sincere apology, and committing to do better in the future. Sometimes other complaints may involve monetary adjustments to their bill or a one-on-one conversation with the manager (Cvent, 2022). If the complaint is valid an offer of complimentary meal coupons could be given to the guest or politely offering alternative food solutions if possible. For going forward in the future this issue needs to be rectified and ensure more capable staff members handle the guests needs (Roelen-Blasberg, 2024). 
I have found being on placement has given me an opportunity to gain more knowledge and skills. I have developed an understanding of what key skills are required in the hospitality industry. From my previous placement in Level 4 to current Level 6 I have been able to improve on the skills I picked up and had general knowledge of. A good knowledge of technical skills is required. Communication skills is key in this industry as you must be able to communicate with all departments in the hotel as well as the guests. Being in the hospitality industry teaches you about how to solve problems, team work, time management, and working together.  This industry is a fast-paced environment where guest satisfaction is at the core of everything. From this experience I have learnt from my mistakes and understood which approach is better for the future. 
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