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[bookmark: _Toc167416440]Introduction 
The reception department is the primary connection between a hotel and its guests, making it an essential part of the operation. This team is responsible for welcoming the guests, registering them in and out, and offering information and assistance to enable them to overcome any challenges they may encounter. The purpose of this learning log is to discuss an observation of the supervisory position in the reception department during the work placement. Thereby, the goal is to critically reflect upon the processes of acquiring work-related skills and technical know-how required for effective performance in guest service operations to foster self and vocation training in the hospitality trade.
Overview of the Hotel and Placement 

Wynyard Hall is an elegant hotel that combines the atmosphere and facilities of a historic building with the comforts of contemporary accommodation located in a rural area. In the course of my internship at the reception of the hotel, I was able to perform some working activities through managing the guests and solving concerns that emerged from day-to-day operations such as check-in and check-out as well as answering inquiries from the guests. I gained a lot from this role, especially on how to handle a hotel Management system, communication and problem-solving skills. Employment at Wynyard Hall was very beneficial in my personal and professional development as it trained me to work effectively within the hospitality industry.
[bookmark: _Toc167416441]Placement Learning Objectives 
The learning objectives that were set when I was placed in the reception department of Wynyard Hall were aimed at developing both in practice and in theory. Firstly, I wanted to achieve a working knowledge of how the hotel’s guest service software systems facilitate check-in, check-out, and reservations. Secondly, I aimed to enhance communication and problem-solving skills by answering the guests’ requests and addressing their complaints (Hayes et al., 2017). Third, I planned to embrace the technical supervision aspects such as assigning tasks and organizing teamwork within the department. I also tried to develop an understanding of resources and their application in the organisation with regard to guest satisfaction and organisational effectiveness.


[bookmark: _Toc167416442]Reflection on Experience and Personal Development 
Concrete Experience: Among the duties that I was exposed to while in the reception department of Wynyard Hall include, following check-in and check-outs, reply guests’ inquiries, handle reservations and complaints. A memorable interaction I had was when we misplaced a guest’s reservation due to some technical glitch (Barker et al., 2016). I watched the supervisor politely explaining to the guest, identifying an instant solution to accommodate the latter, and providing a free service to compensate for the disruption.
[image: Reflective model according to Kolb]
Figure: Kolb’s Reflective Cycle (Morris, 2020)
Reflective Observation: This experience was a good lesson in how one should stay calm and act as a professional in a stressful environment. It also highlighted the importance of having a good understanding of the existing work of the hotel and the available options (Morris, 2020). By observing the relationship between the supervisor and the guest, I realized that compassion and fast decision-making are critical to keeping the guest happy.
Abstract Conceptualization: The exercise enriched me with a further perception of the essential key competencies expected of the reception department. There is a great importance in communication as it determines whether the guests feel appreciated or not. Understanding of the guest service software and the general hotel operations should be possessed by the employee since the basic tasks include problem-solving and organization (Hanisyah et al., 2023). However, what is also important is that the member of staff must be able to maintain his/her temper and make decisions quickly in extraordinary circumstances.
Active Experimentation: I used these ideas in practice by increasing my responsibilities with oversight. I simulated the check-in, paying attention to the efficiency of entering guests’ information into the guest service software. I also went the extra mile to attend to or address minor complaints from the guests, emphasizing effective communication and coming up with solutions within the shortest time possible (Vince, 2022). This proactive approach helped me gain confidence in my problem-solving skills and also gave me better insight into the way reception operates.
[bookmark: _Toc167416443]Critical Analysis of Work-Based Skills and Technical Knowledge 
Active Experimentation: I ensured that I embraced the knowledge and skills I had obtained in practice. For instance, I assumed the corrective responsibility in several check-ins and check-outs, among other issues. This entailed checking guests’ identities, charging their accounts, and offering relevant information about the hotel’s services and facilities.
Importance of Work-Based Skills: This discussion reveals that communication is an essential element of competency in the reception department of Wynyard Hall. Proper communication is effective in dealing with the guests’ needs to increase guest satisfaction (Vasadze et al., 2018). This skill helped me engage and communicate with guests and colleagues and ensured that they were comfortable when dealing with me or when they were working with me.
Technical Knowledge: Another considered competency was their ability to operate the hotel’s guest service software. The software helped in automating duties such as handling bookings, editing guests’ details, and handling payments. My practical knowledge of the software enhanced my technical skills and computer capability, making me more productive as well as eliminating my errors.
Task Management and Teamwork: Observing the behavior of the supervisor while shadowing was useful in understanding how he planned his tasks and managed a team. Adequate delegation and implementation of teamwork need to be effective to ensure that all the front office services are effectively run (Suhartanto, 2015). Working in a team, I understood how crucial it is to distribute the tasks according to the people’s abilities and how important it is not to confuse the team members regarding duties and responsibilities.
Examples and Insights: One such example entailed a guest who had special diet needs which was not relayed by the kitchen staff. Some of the guest’s requirements were addressed which involved liaison with the necessary departments. This is why inter-departmental communication is critical in a hotel, as well as the flexibility to respond to any situation and guarantee the guest’s satisfaction.


[bookmark: _Toc167416444]Reflection on Organisational Issues 

I witnessed one major scene in Wynyard Hall during my practical lesson; a guest complaint against a noisy room. The guest had come for a business trip and required a quiet room for work but the noise from the renovation of a neighboring room degressed him. The problem was raised during my shift, and I saw how the supervisor was dealing with the complaint.
Impact on Performance and Guest Service: Regarding the noise problem, it was clear that there was a lack of planning for the maintenance works in a way that would take into account the guests’ presence and wishes (Silvia & Phillips, 2011). This brought a negative impression on the guest’s status potentially causing loss of reputation and guest satisfaction in the hotel.
Management of the Situation: The supervisor promptly made his excuses to the guest, and gave an explanation for the problem; he then provided the guest with a new room that was to be located in a less noisy zone of the hotel. Also, the guests were given a free breakfast as a show of good faith. This example showed problem-solving as a skill in guest service as well as the significance of communication in prioritizing the guests’ needs.
Alternative Solutions: In order to avoid such problems in the future, there are several adjustments that could be made in the hotel where schedules for maintenance work could be effectively integrated with data on the occupancy of the guest rooms (Slepcevic-Zach & Stock, 2018). Considering these, feedback and preferences of the guest can be used to schedule the maintenance activities during off-peak time or take notice to the guests when maintenance is being done and where necessary make some adjustments to their booking.


[bookmark: _Toc167416445]Future Action Plan (SMART Objectives)
	Objective
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	Improve Communication Skills
	Participate in advanced communication and conflict resolution workshops.
	Completion of at least two workshops, and feedback from colleagues.
	Workshops are available online and locally, making them accessible (Hayes et al., 2017).
	Enhanced communication is crucial for managing guest interactions and complaints effectively.
	Complete two workshops within the next six months.

	Enhance Technical Proficiency
	Enroll in online courses related to hotel management software and guest service innovations.
	Completion of courses, and improved performance in software usage tests.
	Courses are readily available and can be integrated into the current schedule.
	Proficiency in technical tools is essential for efficient guest service operations (Das, 2023).
	Complete at least one course within the next three months.

	Develop Problem-Solving Skills
	Study different scenarios and create contingency plans; seek mentorship.
	Creation of at least five contingency plans, and mentor feedback.
	Access to industry professionals for mentorship is feasible.
	Structured problem-solving enhances operational efficiency and guest satisfaction.
	Develop contingency plans and establish mentorship within four months.
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In conclusion, my placement experience in the reception department of Wynyard Hall has been fruitful when it comes to the acquisition of critical work-based skills and technical proficiency. Drawing from the experience of the strengths and the weak points, I appreciated the aspects of communication, technical skills, and organization in guest service. The knowledge and the exposure that a person gains are not only beneficial in developing one’s current skills but also in planning one’s future career. Hence, by enhancing these competencies, I feel equipped to make a positive contribution to the hospitality industry and accomplish my career objectives.
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