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[bookmark: _Toc167696766]Overview of Hotel Guest Service Operations
Research shows that the Reception Department plays a pivotal and highly significant role in the overall guest experience at a leisure club. It serves as the primary point of contact for guests, handling check-ins of visitors with proper protocol, inquiries, and reservations, and is also accountable for providing complete information about club facilities and other services offered by the hotel. The department confirms smooth coordination between different other hotel departments to efficiently meet guest requirements (Sayin, O.G.K. and Karamanm, 2012). 
Learning Objectives
Deeply understand the operational workflow of the Reception Department.
Develop all necessary skills in guest interaction, communication, and also related to problem-solving (Sayın, and Karaman, 2018).
Learn about coordination and teamwork among interrelated departments to better deliver exceptional guest experiences to our visitors.
[bookmark: _Toc167696712][bookmark: _Toc167696767]Section 1: Reflection on Experience and Personal Development
Description
I personally think that In my new role within the Reception or Front Office department as a receptionist, I followed a supervisory manager responsible for overseeing daily front-end operations at the hotel's front desk (Adeani, Febriani, and Syafryadin, 2020). My key responsibilities mainly included observing the management of guest check-ins and check-outs as per the protocols, handling reservations from online sources, addressing guest inquiries and concerns, and ensuring the smooth flow of operations at the reception area. All these are my key responsibilities that were assigned by my seniors.
Feelings:
Transitioning to the Reception department brought a strong sense of excitement and full of anticipation inside me (Adeani, Febriani, and Syafryadin, 2020). I personally believe that working directly with our hotel guests at the forefront of their experience added a dynamic aspect to my placement at the leisure club. Despite the initial challenges that I was faced while adapting to a new environment, I quickly found my footing and became occupied in the fast-paced atmosphere of the front desk. All I am saying is, I feel very happy, nervous and excited at the same time.
Evaluation:
The experience of shadowing a supervisory manager in the reception department at a leisure club strongly highlighted the essentialness of professionalism and efficiency in guest interactions. Observing how the supervisor efficiently managed check-in queues during peak hours and peak seasons (summer and winter holidays, festivals, etc.) and promptly resolved guest issues strongly highlighted the importance of quick thinking and adaptability in this role in difficult circumstances.
Analysis:
I believe that my academic journey successfully provided me with a vast amount of theoretical knowledge about hotel and staff management, including principles of effective communication, leadership, and conflict resolution which really helps in my present job at a leisure club. However, this hands-on experience was very crucial and equally critical in understanding the practical application of these strategic management theories (Hu, Trivedi, and Teichert, 2022). For example, I learned about the importance of active listening and collaboration during my studies, but observing the supervisor effectively listen to and address staff issues in real-time highlighted how this soft skill allows individuals to build trust and enhances overall team morale.
Moreover, my previous professional experience as a front desk assistant helped me understand guest expectations and first impressions (Hu, Trivedi, and Teichert, 2022). I learned a lot from seeing the supervisor address guest problems. In one instance, a guest complained about their room's cleanliness. He listened sympathetically, apologized, and offered a free service as recompense. This fixed the issue and gave the guest a good impression of the hotel's service.
Conclusion:
My experience in the reception department at a leisure club strongly highlights the importance of blending personal skills with professional knowledge to excel in guest service roles within the hotel industry. I learned that the placement not only helped me to enhance my overall understanding of front desk operations but also allowed me to reinforce the significance of professionalism, adaptability, as well as customer-centricity in delivering unforgettable and exceptional guest experiences to our visitors.
Action Plan:
To further enhance or nourish my soft and technical skills in the Reception or Front Office department, I plan to:
Attend training on advanced reservation management and guest service excellence.
Continuously improve performance and address development areas using feedback from supervisors and peers (Hu, Trivedi, and Teichert, 2022).
Work with experienced front desk staff to handle distinctive situations, such as VIP arrivals or emergencies.
By participating in these initiatives, I hope to improve my front office operations skills and position myself for hospitality sector progression.
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During my placement, numerous technical knowledge and work-based skills areas stood out as critical components for effective hotel administration from the front office. These mainly included:
Task Management: Observing how the supervisor used task management skills in order to effectively prioritize and delegate tasks was enlightening. They generally used digital tools like scheduling software to ensure optimal staffing levels and timely task completion, leading to improved staff satisfaction and also improved guest experience.
Effective Communication & Teamwork: Effective communication and teamwork were also dominant skills that are crucial for front-office candidates in the hotel industry. Whether coordinating with housekeeping or resolving a guest's queries, clear and concise communication and effective collaboration with the team prevented misunderstandings and maintained service quality. All these are key applications of these skills (Kimani, and Scott, 2023).
Technical skills
Software Proficiency: Proficiency in software applications such as customer relationship management (CRM) software, and property management systems (PMS) is very essential for receptionists to manage hotel operations more efficiently (Jawabreh, Al Fayoumi, and Bareya, 2022). During the shadowing experience, I personally familiarized myself with these software or tools and learned to leverage their functionalities to efficiently streamline administrative processes, analyze performance metrics, and optimize revenue generation strategies to deliver the best service to our customers from the front desk.
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A significant issue that I personally encountered was the inconsistency and irregularities in staff performance, mainly in following standard operating procedures (SOPs) (Allam et al., 2023).
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According to me, this kind of inconsistency adversely affected the overall guest experience and increased the pressure and workload on the supervisor, who had to frequently try its efforts to address gaps in service quality.
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Training and Development: Regularly educate staff on best practices and enforce SOPs. (Zein, and Noureddine, 2019). 
Performance Monitoring: Use performance tracking to anticipate and resolve difficulties (Allam et al., 2023).
Motivational Strategies: Offer rewards to staff who follow SOPs to promote excellence.
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[bookmark: _Toc167696720][bookmark: _Toc167696775]Areas for Improvement
Communication: Engaging in workshops to quickly enhance my verbal as well as non-verbal communication skills is the area where it should be more focused.
Teamwork: Participate in group discussions, group projects (especially field-based projects, e.g. Volunteer jobs) and other interactive activities that require collaboration (Mohanty, and Mohanty, 2018).
Task Management: Learn to use advanced scheduling and task management tools to quickly and efficiently improve efficiency level (Donate, Guadamillas, and González-Mohíno, 2023).
[bookmark: _Toc167696721][bookmark: _Toc167696776]Specific Steps
Try to enroll in a conflict resolution course to efficiently handle guest complaints (CX Training, 2023).
I can also join professional networks related to hospitality to stay updated on hotel industry trends.
Seek mentorship from experienced and knowledgeable professionals within the hotel industry.
Alignment with Personal as well as Vocational Development Goals.
These measures surely support my professional goals of being a skilled hotel manager who has the ability or skill set to lead teams and improve guest experiences through administration.
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From the above report, it is concluded that my placement experience in the reception department at Leisure Club provided lots of valuable insights and meaningful information into the nuances of front office operations and guest service management. Through reflection and analysis, I successfully gained a complete understanding of the importance of work-based skills, technical knowledge, and proactive problem-solving skills set in delivering exceptional and unforgettable guest experiences. Moving forward, I am highly committed and fully motivated to implement my action plan and apply my learnings to drive continuous improvement and professional development at the leisure club.
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