



Hotel Placement – Managing Guest Service Operations
Module : BMIH6003





Student ID: 2119317
Student Name: Gabriel Ivanof
						Lisa-Marie Bassler










Introduction:
Working as a supervisor in a guest service department provides outstanding knowledge about the skills required to control and manage operations while meeting the needs and expectations of the guest effectively. 
This paper underlines the high importance of work-based skills: communication, teamwork, and task management – perfect tolerance – requisite to maintaining service levels and leaving a good impression on the customer. 
Academic development and industry experience are put together to provide a comprehensive understanding of guest service operations. 
This experience not only illuminates theoretical knowledge but also augments practical competencies, which are prerequisites for efficient redressing of guest complaints and maintaining emotional competence. Guest Service Operations: Communication Skills Communication is a vital element in guest service operations. 
Communication aids in the seamless interaction between workers and guests and, therefore, acts as a source of information flow problem mitigation in guest relations. Polite and clear communication in the welcome desk, or reception area at the time of check-in, helps to resolve guest complaints in due time. 
Teamwork is essential in managing this high number of guests. Front desk, housekeeping, and concierge desk are considered one unit when dealing with guests. 

This unison creates a very friendly environment in line with ensuring that the predefined standards of services are maintained, and guest needs are met. This unit creates a sense of homogeneity among the staff who are charged with the role of hosting guests. 




Task Management: 
There is task management in terms of the skills of multitasking and prioritizing. Prioritization is required in the guest service sector. The type of job may require supervision to prioritize jobs, for instance, checking in guests, taking reservations, and handling guest complaints. 
The competency of task management can ensure that operations materialize in the most seamless way. By juggling among these multiple tasks, supervisors can attain precise service standards and cater to their guests. 
Technical Knowledge in Guest Service Technical skills are an asset to operations. Technical guest service knowledge, specifically a reservation and property management system, Is vital to the effective operation of guest service. Such systems help in efficient booking and guest preference tracking. 
This is in addition to real-time information in room status and reservation information. This eliminates chances of overbooking, in turn increasing guest satisfaction. Apart from the technical knowledge of guest service, good hotel services and local attraction knowledge would ease staff in offering personalized recommendations. 
This extends the experience of the guest. Enhanced Reservation Systems The critical point in eliminating overbooking is enhancing reservation systems. Updated property management systems (PMS) offer current inventory and give alerts to staff in probable overbooking situations. 
Proactive communication to the guest and issuance of alternatives weigh down dissatisfaction. Besides, a properly developed overbooking policy, including compensations or upgrades, quantifies customer expectations and consequently increases satisfaction. Training in Proactive Communication Training on proactive communication is vital to guest providers. 



Reduced guest dissatisfaction is only possible through proactive communication with staff. Herzberg's Two-Factor Theory emphasizes that spicing training and communication can elevate job satisfaction and performance. This means that training programs based on proactive communication equip staff with the capability of handling possible overbooking situations that could potentially rise, thus elevating overall satisfaction on guest, hence profitability. 
Clear Overbooking Policies Clear overbooking policy supports theoretical practice in contingency theory through adaptive tactics in the handling of overbooking cases. It outlines how overbooking will be handled, including compensations or upgrades for affected parties. 
This eases the pressure felt by staff and in turn increase guest satisfaction. C. Theories at Work Rationalizing theoretical knowledge with practical application on the ground would result in effective management of guest service. A multifunctional booking system corresponds to the systems theory by integrating guest service with booking. 
Training all staff with proactive communication reflects Herzberg's Two-Factor Theory, which leads to more job satisfaction and hence higher performance. A policy that is clear to all service regarding overbooking reflects contingency theory. Contingency theory, thus provides varied solutions to different situations. 
Future Action Plan for Skill Development To maximize the competencies at workplace and professional knowledge, I tried to outline a future plan that can help in improving communication, teamwork, coordination of tasks, personal skills, and guest service: 

 Communication: 
Attending workshops and training programs focusing on communication both verbal and non-verbal skills, active listening, and conflict resolution. Public speaking and Work professional networking events should be joined to practice and enhance communication skills. 

 Teamwork:
Group and team work based activities and events. Task in team-based projects and leadership roles are to be taken up to learn how to motivate and coordinate with the team. Study team theory models and approaches like Belbin's Team Roles to appreciate the team members' different strengths 

 Task Management: 
Trello, Asana, or other productivity tools are tools that can be utilized in setting priorities and manage tasks. Training in time management and project management approaches to learn structured ways of working and managing workloads and deadlines. 

 Personal Skills:
Increase adaptability, problem-solving, and emotional skills by reading books and journals and attending seminars, and by involving in challenging situations. These are the skills that will empower me to improve impart high standards of guest service. 

Guest Service:
 Enroll in customer service training programs focused on empathy, active listening, and conflict resolution. Seek regular feedback from guests and colleagues and make them tell me about some suggestions to make. 





Conclusion:
The outcome of the shadowing experience in the guest service department has been very enriching in terms of understanding the operations and skills that are required to be demonstrated in ensuring high standards of guest service.
 Supervisory role observation Among the most critical things that I learned while shadowing the staff included the importance of communication, teamwork, and task management, in e.g. the front office and housekeeping, when there was high traffic. The experience put much emphasis on a technical knowledge within systems, e.g., reservation system and property management system. Mastery of the reservation and property management system gives an assurance that one does not delay a visitor in bookings or even fails to serve him from cases of overbooking. The knowledge therefore serves the operational smoothness and better guest experiences associated with it. 
Technical knowledge is critical to assure that said levels of quality of service are kept intact, and that operations are smooth. Personal and vocational development has been critical in the application and understanding of the skills mentioned above. Previous industry experience, combined with elements learned from the academic setting, showed me how the application is done in the real setting, hence proving relevance and worth. Adaptability, problem-solving, as well as emotional intelligence, are elements of personal skills that can be learned through continuous learning and experience to efficiently address guest complaints and concerns. 
The same is necessary to deliver excellent guest services. Going forward, the skills acquired through the shadowing experience are crucial, and they will guide my professional development within the hospitality industry. With development of skills in communication, teamwork, task management, and technical competencies, I am ready to move to any organization and deliver high standards of service to the delight of guests. Admittedly, it is a development plan yet extensive and quite in line with my desired career in a vibrant and challenging guest service management career. A shadowing experience that has provided a clear pathway to personal and professional development, equipping me with the skills and knowledge I need to be successful in guest service.
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