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[bookmark: _Toc1164703179]Overview of the Hotel's Guest Service Operation:
During my time at a luxury hotel, I was able to have the opportunity to shadow the supervisory position in the front office department. This is the main area of the hotel, as it is responsible for guest interactions and reservations. Check-ins are done in this part of the hotel, and this also ensures that there is a good guest experience. Hence, this report is focused on the understanding of managing guest service expectations, developing work-based skills, and also acquiring the technological skills and knowledge that are important for effective supervision (Vallen et al., 2014). The Gibbs Reflective Cycle provides a system for smart reflection for this undertaking. I carefully analyse my front office supervisor shadowing experience through the six phases of reflection: description, feelings, evaluation, analysis, conclusion, and action plan. This method guides an in-depth examination of technical proficiency, job-related skills, and personal development in relation to guest service operations.
[bookmark: _Toc2026243131]Section 1: Reflection on Experience and Personal Development
My journey as a supervisor in the front office has transformed my skills and knowledge. Everyday operations help me understand the roles that are based on my work and the technological knowledge needed to meet my guest service expectations. The various factors I have gained are effective communication, teamwork, and deeper task management, which helped in the success of the department (Bardi et al., 2010).
The importance of my personal and vocational development, which aligns with my previous experiences and academic achievements, has been used in this role. My previous roles in hospitality played a basic role in the foundational understanding, and this foreshadows my experiences, which enhanced my understanding of the new roles. This role acted as a critical sense of awareness in my interconnection between my skills and knowledge. The aspect of academic insight combined with pragmatic hands-on experience has enabled me to have the ability to analyse and navigate the complex circumstances in the hospitality environment (Bardi et al., 2010).
[bookmark: _Toc1522004516]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
At the front office, having an interaction with the new guests requires a high demand for a balance between work-based skills and technological skills. In terms of effective communication, it is considered to be the epitome of the front office task. The roles revolve around the time the guest arrives and the departure time. Being able to welcome the guests warmly, provide them with crucial information, and make decisions in resolving the issues at hand, which is encompassed by an understanding of the art of communication and setting a talking tone, is considered important in the guest stay (Hagg et al., 2013). Interpersonal skills are also required for the management of the guests, as this will also help them meet their expectations.
Teamwork is also important for front office success, as this ensures that operations can flow easily. Being able to have the work-collaboration effort of the team makes it easy for each and every person to gain the experiences that are required for the hospitality sector. Task management is essential to be a factor that binds the working elements together, and this ensures efficiency and the level of personalised service delivery (QAA, 2018).
The technical knowledge that comes to the front office involves the various ranges of the hotel’s reservation system that are used in the check-in procedures and the various protocols that are helpful in resolving the issues. During my shadowing experiences, certain scenarios where the decision-making and understanding of the hotel systems were considered to be important. Exploring the reservation mix-up is required in terms of the technical and interpersonal skills that help in ensuring the guest experience is accomplished.
The experience has underlined the dynamic nature of the front office and its important role, which has played a crucial role in enhancing guest service standards. Their need for work-based skills and technological knowledge are both professional requirements, and this propels the department to achieve excellence in ensuring that each guest is able to have a good time to their satisfaction (Fallon et al., 2010).
[bookmark: _Toc616470658]Section 3: Reflection on Organisational Issues
One of the experiences in the role I played evolved in scenarios of the gust complaint concerning a room discrepancy. This issue was felt within the department, and this causes dissatisfaction among the guests, which brings a threat to the hotel’s good reputation. In navigating these situations, it required slowed action, which required a diplomatic approach to the bad situations.
The solutions to the issues involve elevating the guests to the higher room category, which is a decision aimed at resolving immediate concerns and meeting guest expectations. Despite the quick restoration of satisfaction, this short-term solution also revealed a fundamental problem within the business: more correspondence between departments is required (Rughubalan et al., 2009). Miscommunication antagonistically influences the visitor experience, which underlines the need for convincing interdepartmental cooperation.
A multifaceted approach is required to resolve such organisational issues. Organising cross-departmental activities that are not entirely settled to additionally foster communication channels is another valuable choice. These undertakings can fill the openings between a couple of divisions, guaranteeing a persistent movement of information and cutting down the opportunity of inconsistencies that could unfavourably impact visitors' experiences. By using organisation recovery hypotheses, visitor issues might be settled from one more perspective. Being able to offer discounts is guided by the theories, as this rectifies the immediate issues and also cultivates loyalty through the demonstration of the hotel’s commitment to satisfying guest experiences (Tewan et al., 2009).
This experience helped me understand the importance of addressing the problems as it dug deeper into the causes of organisational problems. Through this comprehensive approach, the front office departments can help in resolving the immediate challenges as long as the foundations sustain the goals of the organisation. The interconnection between the many departments in the hotel ecosystem incorporates the effort that aims to achieve good service excellence.
[bookmark: _Toc1772960036]Section 4: Future Action Plan
Through my experience, I have gained insight that is projected in my future action plan and addresses the areas that will require my improvement in my skills, which are based on my working skills and my technological skills. Being able to recognise the crucial role of communication in guest interactions, I am planning to do more training and workshops focused on improving my communication skills. This effort is aimed at being able to handle the guests in the interactions, which is important, and this also enhances the positive and good memories of the guests.
Teamwork is also another skill in the front office that is important, and this enhances the teamwork between the departments and also ensures that there are shared work experiences (Vallen et al., 2014). By creating a teamwork culture, the department can analyse the challenges, which ensures the collective professional aspect that contributes to a good guest experience.
In enhancing my technical skills, I commit to being able to keep up with the latest trends in terms of skills and knowledge for the hospitality industry and hotel management through continuous education and short-term courses. A continuous mindset will always be taken into consideration in my daily tasks, contributing to task management and operational efficiency. The action plan encompasses both personal and vocational development, as this forms the strategy for professional growth in the industry (Wood et al., 2012). reflecting my commitment to meeting these objectives in attaining guest service experiences and the expectations that contribute to the success of the front office department.
[bookmark: _Toc1172428309]Conclusion
In conclusion, my experience shadowing a front office supervisor fundamentally influences my life. The worth of occupation-related abilities, mechanical aptitude, and effective correspondence in gathering visitor administration necessities has been exhibited through true insight. The combination of academic information with personal and professional events made it possible to have a thorough understanding of the inn business's nuances. The hierarchical issue of reflection stressed the meaning of proactive arrangements and the job of hypotheses in critical thinking. By placing an emphasis on continuous improvement and aligning it with goals for personal and professional development, the future action plan aims to build on the lessons learned. My desires have developed because of this experience, as has how I might interpret client care principles.
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