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The experience of shadowing a general manager position within the reception/front office of Ibis Hotel Greenwich has significantly contributed to my understanding of guest service operations. Using Gibbs' (1988) model of reflection, I will critically analyze my learning experience, focusing on the work-based skills and technical knowledge required to meet guest service expectations. This self-reflection will also explore how this experience, coupled with my personal and vocational development, has enhanced my comprehension of the importance of communication, teamwork, task management, and personal skills. Additionally, I will reflect on a specific situation involving a guest complaint, evaluating the response and proposing alternative solutions. This essay, structured around Gibbs' reflective cycle, evaluates the significance of various skills and knowledge gained from shadowing a supervisory role in the reception/front office and considers theoretical perspectives to propose practical improvements in guest service operations.


Description

During my placement, I had the opportunity to shadow the Front Office Supervisor at Ibis Hotel Greenwich. My primary responsibilities included observing and assisting with check-ins, managing guest queries and complaints, and ensuring smooth communication between different departments, particularly housekeeping and reception. This experience provided a comprehensive insight into the daily operations and the critical role of the front office in maintaining high guest satisfaction.

Feelings

Initially, I felt a mix of excitement and nervousness about taking on the responsibilities associated with the supervisory role. The dynamic environment and the need for immediate problem-solving were particularly daunting. However, as I became more familiar with the processes and built rapport with colleagues, my confidence grew. The satisfaction of resolving guest issues and contributing to a positive guest experience was immensely rewarding. Over time, my initial apprehension transformed into a sense of accomplishment as I successfully navigated various challenges.

Evaluation

The experience highlighted the crucial importance of effective communication and teamwork. Observing the manager, I noted how clear communication with guests and colleagues prevented misunderstandings and facilitated smooth operations. The ability to multitask and manage time efficiently was another critical skill, ensuring that guest needs were met promptly without compromising on service quality. Additionally, I observed the manager's adeptness at multitasking and managing time efficiently. Balancing multiple tasks, such as addressing guest inquiries, coordinating with different departments, and handling administrative duties, was essential to meeting guest needs promptly without compromising service quality (Verma, 2023). This skill was particularly evident during peak times when quick, decisive actions were necessary to maintain smooth operations.

These observations align with the findings of Hargie (2016), who emphasizes the significance of communication skills in building trust and rapport in service-oriented roles. Hargie (2016) argues that effective communication is foundational for developing positive relationships with both colleagues and customers. By observing these principles in action, I gained a deeper understanding of how vital communication and teamwork are in ensuring a high standard of service and operational excellence (Bronotte, 2023).


Analysis

The role required a blend of work-based skills and technical knowledge. Problem-solving and decision-making were essential in handling unexpected situations and guest complaints. The manager's ability to quickly navigate the hotel's Property Management System (PMS) to check availability, manage bookings, and handle billing inquiries showcased the technical expertise required for the role. Additionally, understanding standard operating procedures and policies was crucial in maintaining consistency in service delivery. As noted by Nickson (2013), technical skills are fundamental in the hospitality industry for ensuring operational efficiency and guest satisfaction. Additionally, effective communication, both verbal and non-verbal, was fundamental in ensuring guest satisfaction. Active listening and empathetic responses to guest concerns created a positive relationship and often reduced potentially challenging situations. For instance, when dealing with a guest complaint about a booking error, the manager's calm demeanour and clear explanation helped reassure the guest and resolve the issue. This aligns with Hargie's (2016) assertion that communication skills are vital in service roles for managing expectations and resolving conflicts. Furthermore, teamwork was another essential component observed during my placement. The coordination between reception and housekeeping ensured that rooms were ready on time and any guest requests were promptly addressed. This interdepartmental collaboration is supported by Salas et al. (2015), who emphasize the importance of teamwork in achieving organizational goals. The ability to work cohesively with colleagues from different departments enhanced operational efficiency and contributed to a seamless guest experience. In this way, teamwork could be optimised by integrating theories such as Herzberg's Two-Factor Theory (1959), which highlights the importance of addressing both hygiene factors (e.g., room availability) and motivators (e.g., complimentary services), the hotel's approach to guest complaints can be further refined to enhance overall satisfaction. Addressing both types of factors ensures that guests' basic needs are met while also providing positive experiences that contribute to their overall satisfaction. Furthermore, effective task management, including prioritizing tasks based on urgency and importance, was also critical in maintaining service efficiency. The ability to delegate tasks appropriately and manage workload was vital in ensuring that guest needs were met without delays. For example, during peak check-in times, the manager effectively delegated responsibilities to ensure that each guest received prompt and attentive service. This approach is consistent with the principles of effective task management outlined by Covey (1989), which stress the importance of prioritizing tasks to enhance productivity.

Conclusion

The supervisory shadowing experience significantly enhanced my understanding of the operational practices and the critical skills required in guest service operations. It highlighted the importance of continuous professional development in areas such as communication, teamwork, and technical proficiency. As such, the insights gained from this experience will be valuable as I pursue a career in the hospitality industry.




Action Plan

To further develop my skills and prepare for future roles in guest service operations, my action plan includes engaging in additional training on the hotel's Property Management System (PMS), attending workshops on advanced communication techniques, and participating in team-building activities. Additionally, I will seek opportunities to gain hands-on experience in other departments to broaden my understanding of hotel operations.

The first component of my plan is to enhance my proficiency with the hotel’s PMS. This system is essential for managing reservations, check-ins, billing, and housekeeping coordination. By becoming skilled at the PMS, I can streamline operations, troubleshoot issues more effectively, and support colleagues in optimizing workflows. Proficiency in the PMS will also enhance my ability to analyse data and make strategic decisions, which are critical skills for higher-level management roles. Attending workshops on advanced communication techniques is another key element of my development plan, as these workshops will help me improve my active listening skills, conflict resolution strategy skills, and enhance my communication abilities. These skills will enable me to handle complex guest interactions more effectively and foster a positive and collaborative work environment. Furthermore, participating in team-building activities will further strengthen my leadership capabilities. These activities are designed to build trust, improve collaboration, and enhance problem-solving skills within the team. Finally, gaining hands-on experience in other departments will provide me with a deeper understanding of hotel operations. Working in areas such as housekeeping, food and beverage, and sales and marketing will give me valuable insights into the challenges and best practices of each department. This experience will enable me to collaborate more effectively with colleagues across the hotel and apply a more integrated approach to guest service.
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