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[bookmark: _Toc182328665]Introduction
Guest service operations are one of the most important factors for any hotel as it directly affects its reputation and guest experience. This particular portfolio will provide a complete understanding of the Delta Hotels Tudor Park’s guest service operations (marriott, 2024). This particular hotel is one of the parts of Marriott and it offers classic appeal with modern comfort. The portfolio will reflect upon the experience gained from working over there during a placement. It will also explore various technical knowledge and work-based skills that are essential in guest service. 

[bookmark: _l6kf0nrnjdng][bookmark: _Toc182328666]Section 1: Reflection on Experience and Personal Development
Reflecting on my own involvement in the guest service department supervisory position have successfully improved my understanding with various work-based skills and technical knowledge (ASET, 2017). I have understood that all those are very important factors in effectively managing and meeting the expectations of hotel guests. I carefully observed the way my seniors took care of every aspect of the visitor interaction such as coordinating events, responding to guest complaints or welcoming guests. While working there I gained a lot of firsthand experience and learned many things such as the importance of problem-solving, clear communication and adaptability skills. All those skills play a very big part in boosting and maintaining the positive experience of visitors. Initially, I thought it was very challenging for me to work there as I had to work very quickly while I also had to maintain high standards to keep and improve the hotel’s reputation (Bardi, 2010). Slowly it started to become comfortable for me as soon as I understood the importance of those skills for providing outstanding service to visitors. My academic background and vocational development were very helpful for me throughout this time. Coursework and past placement also were very beneficial as they helped me with all the foundational knowledge, I was needed to effectively fulfil my role in guest service. Despite having excellent knowledge, I have found that guest service operations have a dynamic nature that needs more practical knowledge. I have also recognised the necessity for having effective communication while working here as it was not just able to help in actively listening to guests and pinpoint their needs but also very allowed me to share information clearly. For example, due to my effective and clear communication I was able to successfully change the guest experience into a positive one when I tried to resolve a misunderstanding issue regarding room amenities (Casado, 2012). During my time at Delta Hotels Tudor Park hotel, I have successfully boosted my own abilities and confidence by flexibly working in a team, prioritising tasks and understanding guest needs. All of those improve my own skills set which is also highly useful for my future growth. Along with that, while reflecting on my experience I also realised that technical knowledge is very essential in the hospitality sector. 

[bookmark: _m882gvsaw4we][bookmark: _Toc182328667]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
I found that technical knowledge and work-based skills are crucial for working in guest service operations while thinking about my working time at the hotel with the help of Schon’s reflective model. Several practical skills like effective problem-solving, active listening and clear communication are very helpful for directly engaging with guests alongside an outstanding friendly demeanour. While working at the front desk my communication capabilities were greatly tested. It was very clear for me that I needed to keep my explanation very concise and precise in order to answer all the diverse questions in a short time (Hagg, 2013). I have realised that effective communication was essential for working in guest service as it greatly enhanced my own confidence. I also learned that in order to manage the complaints of guests I need strong technical knowledge. Just by observing my team members and seniors managing all the complaints we received from guests I got a good knowledge regarding hotels’ policies and amenities as those were crucial for providing solutions (Tewan, 2009). There was a time when I struggled a lot due to a misunderstanding that happened with one of my guests, however my technical knowledge and problem-solving skills helped me significantly. Due to those, I was able to successfully change the negative guest experience into a positive one (Fallon & Rutherford, 2010). I also found that adaptability and teamwork are some of the work-based skills since those were very helpful in handling various challenging situations. While managing all the last-minute changes in the corporate event setup I realised that knowing the delegation times and coordination among tasks were very essential in delivering seamless service to guests. Apart from that, another importance of technical understanding was revealed during my time of handling the booking of golf courses (Johnston et al., 2012). Playing this particular role was very resourceful for me as it was able to demonstrate the usefulness of having detailed knowledge for effectively managing expectations of guests and boosting their satisfaction level. The significance of planning and flexibility was successfully highlighted when I assisted in the corporate event settings. My adaptability and quick thinking were very helpful in that time which also addressed that situational responsiveness and strategic planning are essential in providing exceptional service to guests (Rughubalan, 2009). Every situation that I have gone through in the past 6 weeks demonstrated that interpersonal skills and technical proficiency are crucial for developing a solid foundation in the hospitality industry. 

[bookmark: _19p3s39bjbc6][bookmark: _Toc182328668]Section 3: Reflection on Organisational Issues
With the help of the Schon model I have successfully reflected on my past experience during week two (Saffer, 2023). There was one particular incident which was a misunderstanding with one of the hotel guests about the room amenities. It has been addressed that our guest service process has a huge gap which has affected both the guest satisfaction and department’s performance. The expectation of that guest was not successfully met as he thought certain amenities will be there in his room as per the prior information that he has acquired beforehand. Since it did not meet, he was very much frustrated which caused lots of stress when I was interacting with him. It was very essential for me to clear his misunderstanding as it cannot just hinder the reputation of the front desk but also affect the reputation of this hotel (Wood, 2013). However, I was able to perfectly solve it and changed it into a positive experience and also got lots of appreciation from him for my quick resolution and response. The performance of the front desk also was affected due to this situation since both my team and my workload increased. Some resources and time we had to invest to solve this issue quickly so that we can handle our routine tasks and assist other guests. As per the Expectancy Theory dissatisfaction increases whenever the expectations of guests are not met and this can easily create a very big issue for the organisation in future (Mayhew, 2024). Implementing a standardised checklist will be one of the most effective solutions for solving issues like this in the future during their room booking. 



[bookmark: _iou4xvdcmdnk][bookmark: _Toc182328669]Conclusion and Action Plan
The above portfolio has highlighted that working in the guest service departments provided me with lots of valuable knowledge and skills that are beneficial for boosting guest’s experience. It has underscored that problem-solving, adaptability and communication play a big part in managing guest interaction. The portfolio also demonstrated that clear communication is one of the best ways to solve a lot of problem guest service operations. 
I planned to improve my interpersonal skills and technical knowledge moving forwards as those will assist me in becoming successful in the hospitality sector in the future. 
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