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Guest service operations are at the core of the hospitality industry, and managing them effectively is essential for ensuring guest satisfaction, fostering loyalty, and enhancing the overall guest experience. The classic adage, "the customer is always right," sums up why the visitor experience is so crucial. You may attract even more business and make more money if your guests are satisfied (Elphick, 2024). Throughout my experience working at the Leonardo Hotel, I have gained invaluable insights into the complexities of guest service operations, from check-in to check-out, and the importance of creating personalized experiences for guests. This log reflects on my experiential learning in managing guest service operations, grounded in Kolb’s reflective approach (Kolb, 1984), as well as key concepts in hotel guest services, communication, and the importance of customer satisfaction.
Guest service operations are the heart of the hotel business. Every service a hotel offers is designed to enhance a guest’s stay, from check-in to check-out. These services include not only basic procedures, such as room reservations, registration, and check-out but also more personalized experiences, such as concierge services, dining options, fitness centres, spas, and event management. As Lacalle (2025) mentions, "all of the facilities your hotel provides to improve a visitor's stay are considered hotel guest services." This wide range of services plays an essential role in reception and front desk operations, defining the overall experience for the guest. My initial understanding of guest services revolved around the basic tasks involved in guest interactions, such as answering queries and managing room reservations. However, with more experience at Leonardo, I began to realize that guest services are more than transactional interactions. They are opportunities to create memorable experiences, which can differentiate a hotel from its competitors and drive guest loyalty.
Kolb's (1984) approach emphasizes four stages: concrete experience, reflective observation, abstract conceptualization, and active experimentation. This framework has been especially relevant in my understanding of guest service operations. By engaging in direct interactions with guests, reflecting on these experiences, and experimenting with new methods for improving service delivery, I have learned to refine my approach to managing guest services. At first, the process seemed overwhelming, given the various guest needs and expectations I had to manage. However, through reflective observation (the second stage of Kolb’s cycle), I noticed how a warm welcome, timely registration, and personalized service could significantly enhance the guest's first impression. In the future, I intend to experiment with more efficient and personalized check-in procedures, using technology to streamline the process while maintaining a high level of guest engagement.
Effective communication is the cornerstone of guest service operations. A strong guest relations strategy is essential for addressing guest concerns, meeting specific requests, and ensuring that guests feel valued. For hotel operations to function effectively, excellent guest communication is crucial. A strong guest relations plan is essential for fostering loyalty and boosting favourable evaluations, from addressing concerns to helping with specific requests (Zahartizs, 2024). It’s essential not only to respond to guest inquiries in a timely manner but also to anticipate their needs and proactively offer solutions. From my experience working on reception with the duty manager, I encountered a situation where a guest had an issue with the cleanliness of their room. While addressing this concern, I realized that effective communication wasn’t just about resolving the issue at hand but also about acknowledging the guest’s feelings and ensuring they felt heard. Following up with a personalized note of apology and offering a small gesture, such as a complimentary drink, helped turn a potentially negative experience into a positive one. This highlights the importance of communication in turning challenges into opportunities for guest satisfaction. Another key learning moment for me was understanding the impact of guest feedback. Guests are often quick to voice their concerns, and it is essential for hotel management to not only listen but act on feedback. A strong guest relations plan involves addressing complaints, resolving issues, and, most importantly, following up to ensure that guests’ expectations are met or exceeded, as demonstrated at Leonardo Hotel.
The guest experience is about managing expectations and ensuring that promises made during the booking process are delivered upon during the stay. This is particularly evident in hotels that cater to both leisure and business guests. Expectations are fulfilled or surpassed during the actual stay. Personalized experiences, immaculate rooms, and first-rate service are essential to guaranteeing client contentment (Elphick, 2024). Personalization, immaculate rooms, and first-rate service all contribute to guest satisfaction. During my experience, I quickly learned that guests often have high expectations for their stay, whether in terms of room comfort, service quality, or the availability of amenities. To meet and exceed these expectations, I focused on paying attention to the little details, ensuring rooms were clean and well-equipped, and ensuring staff were attentive without being intrusive. For business guests, managing expectations also includes ensuring smooth, uninterrupted access to meeting spaces and facilities, as highlighted on Leonardo Hotel’s website (2025). Providing state-of-the-art equipment and catering services for corporate events is essential for ensuring guests remain focused on the event, rather than logistical concerns.
Managing guest services during peak seasons, such as holidays or major events, can pose challenges related to staffing. Seasonal variations in workforce requirements are common in hotels. Creating a flexible workforce model that may include seasonal or part-time contracts is an effective method to increase the operational efficiency of hotels (Bojan, 2024). This will help you efficiently handle these fluctuations. During these times, hotels often require additional staff to meet the increased demand for services. Creating a flexible workforce model helps the hotel maintain operational efficiency during these busy periods. This entails simplifying registration, effectively running events, and producing a distinctive experience. Keep in mind that participants are investing money and time to attend; make it special so they will want to return (Chee, 2019). During my experience, we had a week of coach parties. I was involved in coordinating the temporary staff roster and observed the importance of training additional staff to align with the hotel’s guest service standards. This experience underscored the value of having a workforce that can quickly adapt to peak demand without compromising service quality. Effective communication, proper training, and clear expectations were key elements in managing the fluctuating workforce during these busy periods.
One of the most significant insights I gained in my time managing guest services was the importance of personalizing the guest experience. Tailoring the guest experience to individual preferences can make guests feel special and valued (Crudu, 2024). Whether or not guests will return to your resort is heavily influenced by their experience during their stay. They are unlikely to give you another chance if they had a negative encounter. Additionally, a negative review is to be expected (IGMS, 2023). Guests are more likely to return to a hotel that makes an effort to understand their individual needs and preferences. For instance, I was involved in a scenario where a guest mentioned their interest in local culture during the check-in process. The duty manager made a point to recommend nearby cultural spots that aligned with their interests. This attention to detail was greatly appreciated by the guest, and it made their stay more memorable. Personalization doesn’t always require large gestures; it can be as simple as remembering a guest's name or offering customized dining recommendations based on their dietary preferences.
In conclusion, managing guest service operations is a multifaceted and dynamic task that requires constant reflection, communication, and adaptability. My experience, guided by Kolb’s experiential learning cycle, has helped me better understand the intricacies of creating positive guest experiences. From managing check-ins and addressing guest concerns to personalizing the guest experience and adapting to seasonal workforce changes, I have learned that every aspect of guest service operations contributes to guest satisfaction and loyalty. Through effective communication, attention to detail, and a commitment to meeting guest expectations, I have developed a deeper understanding of how to manage guest service operations in a way that enhances the overall guest experience. By continuing to reflect on my experiences, I hope to further use my skills in hotel management and contribute to the creation of unforgettable guest experiences.
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