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Introduction

In a hotel, front desk receptionists are essential because they greet visitors, handle reservations, give information, answer questions, and work with housekeeping and maintenance. Greeting visitors, overseeing check-ins and check-outs, providing information on hotel amenities, and maintaining payments and billing records are their main responsibilities. Maintaining long-lasting favourable impressions and providing outstanding customer service require striking a balance between these obligations. Front desk receptionists, however, frequently deal with issues including high employee turnover and administrative responsibilities, which might take attention away from developing deep connections with visitors. 
Front desk operations frequently lack warmth and personalisation, which lowers the probability that visitors would suggest or return to the hotel, according to a mystery shopping experience conducted across five hotels (Elphick, 2023). Resolving these issues is essential to upholding excellent service standards.
To keep their current clientele and draw in new ones, hotel companies place a high priority on providing outstanding guest services, which includes quick and easy check-in and check-out procedures. However, to realise a reflection of my experience for Front desk placement, I consider Kolb (1984) learning cycle to produce latest information that may be used in future circumstances, Kolb's cycle promotes self-reflection by considering deeds, outcomes, and enhancements.
There are some objectives that I need to complete during Front desk shadowing (Muenzen, 2024):
· Lobby Hosting
· Taking calls
· Complete bucket check list for each day
· Taking luggage to storeroom
· Checking express checkouts box
· Assist check in and check outs
· Validate parking car tickets
· Place amenities for gold and platinum members
· Place amenities for birthday guests

Section 1: Reflection on Experience and Personal Development
Through job shadowing, students may spend time with area individuals and get insight into the working world. It gives us a useful introduction to the working world and clarifies the link between education and professions. As Alemar (2023) consider, the purpose of the experience is to assist instructors and program coordinators in creating and carrying out student job shadowing. Students observe everyday operations and ask questions about the work and sector during job shadowing, which usually last three to six hours. Fact sheets, classroom activities, and example forms are included in the handbook, which also provides ideas for developing the framework for shadowing and describes how instructors might organise learning during the job placement (U.S. Department of Education, 1996).
Receptionists are essential healthcare professionals that help the other department and practice administration while offering guests exceptional service. They have a strong devotion, coworkers, and their job is intricate and stressful. Receptionists get confidentially training, one-on-one computer system instruction, and quality time training. Receptionists are the practice's representatives and should be supported, therefore investing in them from the beginning is crucial to success. As example in one of the days of shadowing, a guest in wheelchair come to check in and the receptionist did not know that she had to sigh fire alarm form which state in case of fire which guest need assistance with evacuation. This information is crucial, and this employee need to explore his work-based skills and technical knowledge to rich guest service standard.
International dignitaries, celebrities, community leaders, and conference guests swarm the hotel lobby, which is a centre of activity. With accounting and communications being vital tasks, the front office is vital to sustaining this enthusiasm. Enquiries from the cleaning staff, marketing, and sales requests are all handled at the front desk. Maintaining accurate and up-to-date accounting records, which include charges to both registered and nonregistered guest accounts, is crucial for effective front desk administration (Bardi, 2010). For example, at Delta by Marriott guest need to specify at check in how often their room should be cleaned. Receptionists have not ad this information for housekeeping department and the guest was disappointed next day and we had to call housekeeping to ask to prioritise this room. This aspect requires more job for housekeeping and in case staff shortage, department will not finish the task in times.
By combining training and conceptual knowledge, enhancing personal skills, and refining professional development, academic internship programs assist students in making the transition from students to professionals (Anjum,2020). They provide technical knowledge, useful worker-based skills, and real-world work experience. These initiatives can enhance students work experiences and performance to rich guest expectation.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Soft skills, including communication, interpersonal skills, and customer service, are increasingly valued by employers more than hard abilities. Advantageous moods, productive conversations, and upholding a favourable business image are necessary for customer service positions (Vulkov, 2022). Emotional intelligence, patience, conflict resolution, and accountability are examples of interpersonal skills. Success can result from highlighting these abilities on resumes.
Managing interactions during check-in and check-out, the hotel front desk is an essential part of the visitor experience. While a nice chat at check-out might promote favourable evaluations and draw in additional business, a welcoming face at check-in can improve the guest's experience.
During my shadowing I was asked to place each day amenities for gold and platinum members/ Amenity creep refers to the industry's increasing emphasis on providing special extras that differentiate properties from competitors, often becoming a fixed cost rather than a marketing advantage (Vallen, 2014). This trend has led Delta by Marriott hotel to offer larger rooms and executive lunch as amenities with costs exceeding price per room per night. One situation which caused issues during placement was the fact that the guest with gold and platinum membership have as amenities complementary early and late checkout. He let the front desk know that day that he required late checkout and extend his stay preferable in same room. Front desk employee tried to please him but unfortunately that room was allocated already to another guest who booked true another website. A solution to this aspect is for them to request each day an email from all the websites which states how many guests are expecting to check in next day. 

Section 3: Reflection on Organisational Issues
Customer service is a multidimensional process driven by individual profiles and demands. Nonetheless, it is important to consider universal values like compassion, justice, control, alternatives, knowledge, and time. These guidelines guarantee that clients have timely access to pertinent information and feel appreciated and understood (Hueffner, 2024). Hotels may provide outstanding customer service and make sure that clients feel appreciated and happy by giving priority to these concepts.
Respond to refund enquiries is an important in term of guest services by stating your appreciation and giving information on the refund procedure timeline if hotel does not have return criteria. Provide the customer's experience and anticipate receiving the money within five business days if the refund is approved. As observed at Delta by Marriott, some guests are hard to pleased and at the end of stay are coming with complains. Usually, front desk is apologising and advice next time to inform about the issue once seen and they reduce the car park, or they refund some money back. A solution is for a receptionist to call each day and ask if everything in okay with the stay and engineering to repair or replace the old pipes to avoid complains as most of times guest were complaining about blocked pipes or heating not working. The managers should consider invest some money in the hotel instead refunding to the guests. 

Conclusion and Action Plan

A unique way to obtain personal experience in a hotel is through job shadowing. It enables us, the students to discover interests, investigate various areas, and develop networking abilities. Positive experiences, such as project documentation, client interactions, and mentoring, are reported by graduates (Fuller, 2021). The experience is influenced by the assignment stage, which makes it an important educational opportunity.
For students studying hotel administration and hospitality, Hotel Front Office is an extensive textbook that presents the fundamentals of front desk operations using diagrams, flowcharts, photos, and examples (Tewan, 2009).
Furthermore, to consolidate the knowledge and to develop work-based skills I will be open to the feedback and specific information given from front desk supervisor and also, I will find learning opportunity on work. 
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