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Introduction
Overview of Guest Service Operations:
Hilton Garden Inn Luton North is a hotel that offers high-quality services to guests, with a strong focus on customer satisfaction. The hotel features departments such as Reception, Housekeeping, Leisure Club, and Meetings and Events facilities. Key functions include managing reservations, check-in and check-out processes, room cleanliness, and event organization. According to Bardi (2010), effective front-office management is crucial for ensuring a pleasant experience for guests.

My Learning Objectives:
- Develop effective communication skills with guests.
- Understand the operational processes within the hotel departments.
- Apply theoretical knowledge in practical work contexts.
- Learn about team management in the hospitality environment.

Reflection on Experience and Personal Development

Experience of Shadowing a Supervisory Position
During my placement weeks, I had the opportunity to shadow the Front Office Manager, learning about daily operations management. For example, during a busy day, I observed how the manager coordinated the team to respond efficiently to guest requests, demonstrating essential leadership skills (Hagg, 2013). This experience highlighted the importance of adaptability and proactive problem-solving in a fast-paced environment.

Contribution of This Experience to Understanding Work-Based Skills
This experience helped me understand the significance of work-based skills such as clear communication and time management. For instance, during a guest complaint, the manager handled the situation calmly, listening to the client's concerns and providing quick solutions, which led to increased guest satisfaction. This approach aligns with the recommendations in the Good Practice Guide (ASET, 2017), emphasizing the importance of communication skills in service industries.

Impact of Personal and Vocational Development
My personal development has been influenced by my previous experiences in the hospitality field and my academic studies. I realized that my teamwork and task management skills significantly improved through active involvement in the hotel’s daily activities. As Gibbs (1988) states, reflective learning is essential for professional development, enabling individuals to assess their experiences and grow from them.

Critical Analysis of Work-Based Skills and Technical Knowledge

Importance of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge are essential for meeting guest service expectations. For example, familiarity with the reservation system used at the hotel (Opera) helped me understand how to manage information flow effectively and improve the guest experience. According to Johnston et al. (2012), knowledge of service management technologies contributes to performance improvement in the hospitality sector.

Specific Skills Encountered During the Shadowing Experience
I learned to use reservation management software and developed conflict-resolution skills. For example, one relevant situation involved managing a double booking, where I assisted the manager in reconfirming reservations and finding alternative solutions for guests. This illustrated the importance of problem-solving abilities (Rughubalan, 2009). Furthermore, I recognized the need for continuous training to enhance these skills.

Examples and Observations
· Utilizing Negotiation Skills: I observed a situation where a family arrived late, only to find their reserved room unavailable due to a booking error. The Front Office Manager skillfully negotiated by offering them a complimentary suite upgrade and free breakfast, transforming a negative experience into a positive one (Hagg, 2013). This highlighted the need for staff who can advocate for guests' needs.
· Prioritizing Tasks During Peak Hours: During a busy check-in on a Saturday, I witnessed the Front Office team effectively organizing roles to manage the influx of guests. One staff member handled check-ins while others prepared welcome packages, which minimized wait times and maintained service quality, illustrating key principles of operations management (Fallon & Rutherford, 2010).
· Handling Guest Complaints: A guest complained about noise from a neighboring room. The receptionist listened attentively and assured the guest that the issue would be resolved by offering a quieter room on a higher floor. This situation emphasized the importance of active listening and empathy in customer service (Johnston et al., 2012).
· Implementing Feedback Mechanisms: After a major event, the hotel gathered guest feedback, which identified areas for improvement, particularly in catering services. The management promptly addressed these concerns in a team meeting, showcasing their commitment to continuous improvement and the value of guest feedback (Service Industries Journal, 2020).
· Learning Guest Service Software: I gained practical experience using the Opera property management system while checking in a large group. This reinforced the importance of technical knowledge for enhancing operational efficiency and optimizing the guest experience (Rughubalan, 2009).
· Collaboration with Housekeeping: I observed a scenario where the Front Office needed a room cleaned quickly for a last-minute guest. The Front Office Manager effectively communicated with Housekeeping to prioritize this task, illustrating the importance of interdepartmental teamwork in providing timely guest services (Wood, 2013).
· Managing Event Logistics: During a corporate event, I noted the careful planning required to ensure smooth operations. The event planner conducted daily briefings to discuss every detail, from room setups to catering. This experience taught me the critical role of attention to detail and thorough preparation in hospitality (Vallen & Vallen, 2014).

Reflection on Organizational Issues

Reflection on the Overall Experience
One situation I encountered was an issue with room cleanliness when a large group of guests arrived simultaneously. This led to delays in room readiness and guest dissatisfaction. This incident highlighted the importance of effective planning in managing hotel operations (Vallen & Vallen, 2014).

Impact of This Issue
This problem negatively affected the department’s performance, generating complaints and creating a stressful atmosphere for the team. Guests were disappointed, and the overall service quality suffered. According to Wood (2013), service quality is crucial for maintaining a good reputation in the hotel industry. The ability to respond promptly to guest needs is a fundamental aspect of successful hotel management.

Suggested Solutions
One potential solution would be to implement more efficient cleaning schedules, especially during peak times. Utilizing a resource management system to allocate additional staff during busy periods could help improve workflow. Time management theory (Covey, 1989) could be applied to better organize daily tasks and ensure that cleaning schedules align with guest check-in times.

Conclusion and Action Plan
Summary of Key Insights
This shadowing experience was essential in developing my work-based skills and technical knowledge. I realized how important it is to be prepared for any situation and to communicate effectively with colleagues and guests. This experience reinforced my understanding of guest service standards.

Importance of the Shadowing Experience
The experience helped me appreciate the standards of guest service and strengthened my desire to pursue a career in hospitality.

Value of Personal Development
This placement showed me the significance of continuous professional and personal development to succeed in the industry. The insights gained will shape my approach to future opportunities in hospitality.

Specific Steps or Strategies
- Participate in additional training courses focused on guest service management.
- Continue improving my communication skills through constant feedback from colleagues and supervisors.
- Seek mentorship opportunities within the hotel to enhance my leadership skills and industry knowledge.
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