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[bookmark: _heading=h.gjdgxs]Introduction
The Hilton Garden Inn Racecourse in Doncaster is a guest experience like no other, thanks to the fleeting view of Doncaster Racecourse from its prime location. Fast growing hotels may aspire to an internationally competitive level, which relies in part on maintaining high standards of operations within the Front Office, being the first point of contact for the hotel’s guests (Jawabreh et al., 2022). As the Front Office team, we are responsible for check ins and cheque outs, guest queries and managing any issue or complaint as it arises, and in particular, during times of heavy demand such as race events.
Some of the key goals which I would like to achieve in this placement are to continue to improve my multitasking skills, the ability to be patient, and to remove or slow down my reactions to stress. In such a dynamic environment of the Front Office, I want to be able to do this efficiently, interact with guests professionally and effectively with other colleagues to deliver a seamless experience to the guest. 
[bookmark: _heading=h.30j0zll]Description
At the Front Office of the Hilton Garden Inn Racecourse as I was, I managed a host of other guest-facing tasks that needed critical attention to detail and speedy decision making. Specific responsibilities included check in and check out, answering guest questions about hotel services and tourist places in the surrounding area and dealing with various guest complaints (Pyo, 2013). Communicating for each task was important and, even more so, customer satisfaction was vital in each task we had to deal with while managing several requests at the front desk.
Race events were particularly challenging due to the increase in guest volume, making the environment more challenging when guest volume jumped up significantly. During race days, the front desk was always occupied on race days, as people were coming in and going out, asking directions on where to go, and needing immediate help for different issues. In this high-pressure context, I was tested running several guests at once, advising other departments like housekeeping and maintenance to assist them both with guest experience and coordination. It was important to stay calm, without compromising quality, because any delay or mistake with a guest could affect the experience of our guests as well as collapse our reputation (Babcock, 2004). All this experience helped me build resilience and grow my capacity for dealing with very high stress situations.
[bookmark: _heading=h.1fob9te]Feelings
I often began feeling overwhelmed and nervous in the beginning, particularly during the start of these times and particularly during race times when guests are very present. I worried that I would make a mistake or not be able to meet the guest’s expectations. This anxiety would occasionally affect my performance and was something that constantly prevented me from playing fully composed under pressure. In rush I found myself doing assignments which sometimes led to me neglecting the details and overall confidence.
Yet as I was more experienced and knew the way of the hotel, my emotional response started shifting. I started to feel a little more comfortable with consent handling guest inquiries and dealing with the demands of the front desk. I found that staying calm actually helped me think more clearly and prioritise tasks more effectively than I otherwise would. According to Eid (2013) it also makes guest interaction better and workflow smoother. Nonetheless, this emotional growth was essential to assist me to perform seamlessly, even in the period of big stress, and enhance my ability to give quality service.
[bookmark: _heading=h.3znysh7]Evaluation
Several positive things happened while I was in the Front Office. I began to perfect the art of helping a guest as quickly and as efficiently as possible, while still maintaining great service in his presence and supporting not being annoyed by new issues that come abruptly. I got better at suppressing my urge to just jump into the next thing and was able to put my focus on each task one at a time knowing that the process would yield a better guest experience. This greatly improved guest satisfaction and the quality of the services delivered. In the opinion of Das (2023), being able to provide effective services helps build better connections with guests, answering their questions more effectively, and helping deliver a better guest experience. It also backs recommendations by Umasuthan et al. (2017), who point at the need for patience, adaptable guest services as significant for creating a strong guest relationship and achieving guest satisfaction.
However, managing tasks during peak times, particularly during race events was a huge challenge. It would be overly simplistic to proclaim that my workload was effectively managed, because there were simply so many guests coming and with their fluctuating wants and needs. Liu et al. (2021) suggested that multitasking is a key element of one of the top Front Office operational skills - focus, prioritisation, and thinking fast. At first, I could not quite move from task to task without some slights or missing details, but overall, it was a smooth experience. What I learned from this experience is the importance of practising cognitive flexibility, being able to quickly shift focus between tasks without losing your ability to ‘get into the detail’ (Elche et al., 2020). This challenge was refined over time to how I could become more strategic in managing high stress situations during busy times to make operations run smoothly.
[bookmark: _heading=h.2et92p0]Analysis
The Front Office gave me much in the way of multitasking and patience skills. Due to the fast-paced environment, and especially during race events, I would need to multitask - answering phones, checking in guests and coordinating with housekeeping to do all that in real time. Liu et al. (2021) argue that hospitality requires effective multitasking because it, in fact, affects the guest satisfaction directly through the reduction in the wait time and smooth service delivery. Practising this helped me know how to prioritise tasks more so that I could complete more work more efficiently.
According to the learning emphasised by Kuo et al. (2021) of the management of customer dissatisfaction, I used the principles, and kept a cool head, empathised with the guest’s frustration and delivered a prompt solution. I maintained my composure and resolved the issue and improved the mood of the guest, consequently improving his experience. Ensuring client’s satisfaction is of utmost importance in the hospitality industry as it helps maintain a good brand image and ensure effective communication of organisational values that helps build brand identity (Zeqiraj, 2022).


[bookmark: _heading=h.tyjcwt]Conclusion
My Front Office at Hilton Garden Inn Racecourse is where I gained insights into the skills that are needed to deliver high quality guest service. So, I picked up practical skills of multitasking, patience and composure that become a part of good habitude in handling the crowded demands of a busy hospitality environment. You might say this experience helped me realise to remain calm under pressure and delegate tasks accordingly, all of which made them easier to manage and easier to deal with when it came to interacting with guests. Furthermore, promoting resilience and empathy through handling difficult scenarios (guest complaints), gave a facelift to the strategy of guest experience.
One of the things these learnings have been useful for is building me as a person as well as helping me evolve as a professional. This will assist me to develop improved guest relationships, adapt quicker to operational needs, and as a result help a welcoming efficacious service atmosphere as I move into a career in hospitality.
[bookmark: _heading=h.3dy6vkm]Action Plan
I would like to continue building on the skills I was exposed to in the Front Office and look for positions that require multitasking and patience using time in a very fast paced environment or positions that involve high guest interaction. To further learn about busy guest service in such environments as hotel reception, during peak season I am aiming to gain experience prioritising tasks as best under pressure. This approach will also teach me how to implement and execute skills such as time management, decision making, while in real life situations.
[bookmark: _heading=h.1t3h5sf]In addition, I will also be doing training programs in conflict resolution as well as emotional intelligence as they are such an importance for keeping a clear head and empathy in having such interactions. 
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