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Introduction
Guest service is an important part of the hotel industry because it's how people first and last impression an organisation (Knežević et al., 2015). The Front Office/Reception department takes the controls in what indicates a perfect level of experience for guests at the Best Western York House Hotel. They handle check-ins and check-outs, address inquiries and problems, collaborating with other departments to maintain proper operations. Through shadowing a supervisor in this sector, I learned that to serve guests well, it takes more than just customer service skills; professional behaviour, proper communication and solving problems is key.
These were the main objectives of learning for this placement:
· the daily tasks of supervisors in guest services are being watched and understood
· getting better at the technical and practical skills you need to manage interactions with guests and service operations. Learning more about how to lead a team and how to communicate clearly
· personal and professional progress are very important in a high-pressure, customer-focused workplace.
For my reflection, I will frame my observations and learning using Gibbs' Reflective Cycle Model (Gibbs,1988). 
1. Reflection on Experience and Personal Development
Description
By following supervisor around the Reception/Front Office, I was able to see how the busy front desk of a hotel works. I was able to talk to people, take care of plans, and help guests with issues. The supervisor showed his employees how to perform office tasks while also providing quick and friendly service (Uen et al., 2018). As part of my job, I had to help the superior delegate tasks, handle guest requests, and work with other departments to make sure service went efficiently.
Feelings
I first felt overwhelmed by all the things I had to do for the guests, especially since the percentage of guests over 65 years old is 32.4%  as it appears from the hotel's reports, and it is known that they are more conservative and demanding (Simonis, 2023). Observing the supervisor and receptionist, I recognised the importance of technical and interpersonal abilities for effective service. I was excited and scared when I discovered the work needed more than physical talents. I also had to maintain my calm with problematic guests.
Evaluation
I learnt from this experience that problem-solving, time management, and conversation skills are very important in guest service roles (White, 2020). The way the supervisor assigned work showed how important clear communication and teamwork were, since everyone in the department had a part to play in meeting guest standards. I got better at handling guest questions on my own, which made me realise how important it is to prioritise tasks and focus on customer’s needs. This experience also taught me how personal attributes like patience, understanding, and the ability to change can affect how pleased guests are and how well a hotel is known generally (Kandampully, Zhang, & Jaakkola, 2018).
Analysis
From this experience I understood the importance of work-based skills in hospitality. I will need to deal with matters such as excessive visitors, or late arrivals (after check-in) and early arrivals (before check-in). Employees need to work together in teams and communicate with one another to regularly provide service (Lugosi & Jameson, 2017). And all the stuff I learnt in hotel management, about things like customer satisfaction models. This job demonstrated that practical experience may reinforce class instruction by enabling you to appreciate the intricacies of customer service more actively.
Conclusion
Overall, this experience helped me understand how technical knowledge and people skills work together to meet and exceed guest standards. It also showed places where improvements could be made, especially in delegating tasks and managing them. In future jobs, I want to improve these skills even more because they are necessary to lead a team well and make guests happier.
Action Plan
Moving forward, I will seek opportunities to have greater responsibility in collaborative environments to continue to develop my organizational skills. Since there is always the interaction of both good and bad guests, I decided to move on and learn to deal better with the not-so-pleasant ones, hence the conflict resolution training.
1. Critical Analysis of Work-Based Skills and Technical Knowledge
The benefit of workplace skills and technical knowledge, particularly in the Front Desk/Reception area is critical for great customer service, this was evident during my placements.
One example is when a guest came to check in and found that their room had been booked twice because of a computer glitch. In this case, the supervisor’s mix of technical and social skills was very helpful. First, he used the hotel's property management system to quickly find a different room, showing that he knew how to use and fix the reservation technical issue. And this quick fix saved the guest from a number of other difficult scenarios.
Understanding that my supervisor needs to be good at communication and have problem solving skills at the same time can be very beneficial (Rutherford and O'Fallon, 2007). He politely explained to the guest what had happened, apologized for the confusion, and compensated with a free breakfast as a gesture of appreciation. This approach smoothed everything out and also helped the guest share their importance, in a respectful way. The technical knowledge that comes along with the people skills - which would have otherwise ruined the experience - made a good one, thus showing that technical knowledge is only half the battle. Employees must know how to use tools and communicate effectively to provide guest service consistent with hotel service standards and in a manner that delights guests.
2. Reflection on Organisational Issues
Regarding the preceding example, the problem affected not only the initial perception of the hotel but also put pressure on the department. Organizationally, the requirement of accurate reservations and effective problem resolution was first priority. This experience underlined the need of personnel training and technical skill in order to avoid and fix problems (Brazdauskas and Gaigalaite, 2015). 
2. Conclusion and Action Plan
During my time picking up skills at the Best Western York House Hotel, I learnt a lot about guest service management. It helped me to understand the key functions of satisfying guests including responding to inquiries, booking and complaints (Drozdowska, Faron & Gruszka, 2019) in order to observe the highlights. My experience in the hospitality industry taught me that technical skills, practical experience and great soft skills are crucial to provide unbeatable guest services. I felt fully aware of the need for ongoing professional development in areas like managing a project, resolving disputes, and leading a team (Shetach, 2012). Moving forward, I plan to strengthen my skills for a successful career in the hotel industry through the following steps:
1. Improve my technical efforts.
2. Work on my approach to handling customer concerns by attending seminars concerning conflict resolution and customer service.
3. Take on a leadership position during an academic project or future internship, as this can help me overcome the discomfort of directing and delegating tasks in group work.
That has honed my career path for the hospitality industry to be more specific in terms of management roles within guest service. With the skills and knowledge published through this shadowing experience, I am positive that I can provide amazing guest experiences in my future roles.
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