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Coldra Court is an elite hotel which tends to accommodate various types of guests including tourists and business persons. The hotel provides user services. Business processes of the hotel are Front Office, Housekeeping, Food and Beverage, and Sales and Marketing divisions. The primary objective of this placement is to gain hands-on experience in guest service operations, specifically focusing on the following:
· To understand and gain intimate knowledge of basic principles such as client service, conflict resolution and interpersonal communication.
· To main skills in for instance check-in/check-out processes, room assignments, answering guest inquiries, addressing complaints and cleaning activities.
· To develop definite enhancements in verbal and non-verbal skills that can be applied concerning guests as well as employees from different cultures.
· To explore existing procedures for acquiring information about the guests and how new strategies can help enhance accountability, increase convenience for guests, and most effectively coordinate resources to meet their needs.


[bookmark: _Toc182335394]Reflection on Experience and Personal Development
In my course of study, I had the opportunity to follow a Front Office Supervisor for a period of my placement at Coldra Court. Such experience was priceless as it opened my eyes to broader aspects of the supervisor position and made me appreciate the value of work-related skills and professional knowledge to meet the expectations of guests.
· Experience:  A specific example that illustrated the importance of these skills was when performing the interaction with a difficult guest complaint. One guest checked in earlier but the room was not available and he complained. Subsequently, the supervisor – with communication and conflict-solving competence – politely listened to the guest's complaint. She then provided recommendations of a check-in a little earlier than the usual time, free breakfast or a guided tour of the hotel. By understanding the situation the manager is put in by the guest and offering solutions before the issue escalates, the guest experience is preserved.
· Personal Development: It became clear that to deal with guest concerns one needs good communication skills, the ability to understand the guests' concerns and practical strategies for dealing with inquiries. As an aspiring hotelier, I need to build these competencies as the goal of all hospitality businesses is to make customers leave satisfactorily and spread the word in this fast-growing tourism industry. Moreover, I can add that my previous industry experience during my work in the field of hospitality together with my academic path contributed to the improvement of my perceptions of guests' service expectations. I have realised that things need to be done accurately, more specifically, within certain time boundaries, and any arising issues need identification and solving from the start. Also, I received the opportunity during this practice to incorporate theories into practice while expanding my knowledge about guest services.
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Work-based skills are pertinent for providing excellent guest experiences. This knowledge and the skills that I got during my shadowing at Coldra Court made me realise the importance of their implementation to the guests. Clear communication is vital in the business, particularly in hospitality organisations (Ali et al., 2021). A supervisor needs to be able to convey information effectively and in a comprehensible and understandable oral as well as written form (Baek, Choe and Ok, 2019). In one of the experiences, I saw a way, whereby a supervisor handled a complaint made by a guest by paying attention to what he was saying. Seeing that the guest was concerned, the supervisor managed to change the negative into a positive experience.
Also, other technical knowledge includes property management and reservation software. Knowledge of these systems enables supervisors to organise room allocations, guests and any other operational activities well (Hassanein and Özgit, 2022). As a result, these processes can be optimised so that supervisors can focus more of their time on being friendly with customers and making sure that they are satisfied with their needs (Casado, 2012). Also, to provide supervision, other key areas such as organisational skills and time management are useful (Fallon and Rutherford, 2010) I also must be able to coordinate workload and delegate my responsibilities effectively to handle several tasks successfully. I should thus find ways and means of managing my workload to ensure that the rest of the team enjoys a positive, constructive attitude towards their assigned duties and responsibilities.
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At Coldra Court, I once had a guest complaining that their rooms were not clean enough to their expectations. The model I used to guide my reflection is the Gibbs Reflective Cycle involving six stages. 
[image: The Gibbs Reflective Cycle, explained — BiteSize Learning]
Figure 1: Gibbs’ Reflective Cycle (Adeani, Febriani and Syafryadin, 2020)
1. Description: A guest was dissatisfied with the tidiness of the room, pointing at the dust on the furniture and uncleaned washroom. The guest's complaints can also be cited as a lack of cleanliness to the expected standards within that area. It was made upon arrival of the guest in the respective room. The guest reported their concerns to the attendants at the front desk. 
2. Feeling: I developed a sense of disappointment knowing that one of our guests had a bad experience because they had to share a room with bed bugs, these are things we do not wish to happen at our hotel. A negative guest experience is always capable of causing severe loss to the hotel business. I then talked to my supervisor explaining my disappointment.
3. Evaluation: It might be due to a lack of staff training, low supplies for cleaning, or high workloads that they serve many clients in a single period. Some of these factors are likely to reduce hygiene levels in the facility. The problem may be attributable to recent efforts to staff up for programs or a new population of patients. It is possible to find out the cause of the problem if a proper examination is carried out.
4. Analysis: This situation can result in bad reviews by the guests and further bad word-of-mouth which in effect directly results in low future bookings. It may also repel prospective visitors from making a decision to stay in the hotel, it can help ruin the hotel’s reputation in the perusing hour, and Negative reviews can also be posted on the hotel's social media handles or different review sites.
5. Conclusion: It was important to find an answer to the root of the problem and provide effective measures to avoid such situations. In order to keep guests satisfied and having a good opinion about the hotel the problem must be solved as soon as possible. But if those solutions are correctly applied and their results are closely observed the problem can be solved perfectly.
6. Action: These are the following recommended solutions that will be beneficial for the implementation in the hotel: 

Figure 2: Action steps for Coldra Court (Author, 2024)
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By using the weekly learning log and the requirement to shadow, I was able to explore a lot of complex aspects of the hotel guest service. This aspect of the placement has been beneficial in that learning takes place under the guidance of experienced supervisors as well as attaining work-based skills, for instance, communication, problem-solving time management skills etc. Furthermore, it has given me important technical experience in the sections for instance property management systems as well as reservation software. The placement experience has further boosted my interest in the hospitality industry and the relevancy of guest satisfaction. With this knowledge and skills, I am sure that the future success of the endeavours that I intend to be involved with will be improved. 
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As I carry on with my academics and career, I will always seek to be professional in the aspects of guest service delivery and always ready to meet the changing world's needs. I will develop my skills by taking these necessary steps:
	Skill
	Action Steps
	Timeline

	Communication
	Practice active listening and empathetic responses. Attend communication workshops (Hagg, 2013).
	3 months

	Problem-solving
	Engage in case studies and role-playing exercises. Seek feedback from supervisors.
	6 months

	Time management
	Use time management tools and techniques. Prioritise tasks effectively.
	2 months

	Leadership
	Take on leadership roles in group projects. Observe effective leaders.
	1 year

	Technical skills
	Complete relevant online courses and certifications. Seek opportunities to practice software skills.
	6 months



Figure 3: Action Plan for Personal Development (Author, 2024)
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Steps: To gather feedback from guests and identify areas for improvement implement guest comment cards, online surveys, and in-person feedback opportunities (Kumar, 2022). 


Feedback mechanisms


Steps: To identify and rectify any cleanliness issues promptly conduct regular inspections of guest rooms, public areas, and back-of-house areas (Rughubalan, 2009). 


Regular inspections


Adequate staffing


Steps: To ensure that there are enough staff members to maintain cleanliness standards, especially during peak periods review staffing levels and consider hiring additional staff if necessary (White et al., 2020). 


Time: Distribute comment cards to guests upon check-out and encourage online reviews daily. Analyse guest feedback to identify trends and implement corrective actions (Rivera et al., 2021).


Time: Conduct a staffing analysis during peak and off-peak periods. Use historical data and future forecasts to determine optimal staffing levels (Yang et al., 2021).


Time: Schedule inspections daily or weekly, depending on the hotel's size and occupancy levels. Use a checklist to ensure that all areas are inspected thoroughly (Johnston, Clark and Shulver, 2012).
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