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As the Front Office Supervisor at Leonardo Hotel Cardiff, I am aware of the need for continuous improvement and self-awareness. In today's fast-paced and competitive hospitality industry, complacency can be a recipe for disaster. That's why I have chosen to utilize the Kolb reflective cycle as a tool for professional development, recognizing its value in facilitating critical thinking and intentional growth (Kolb, 1984). The Kolb reflective cycle is a structured approach to reflection comprising four stages: Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation. Furthermore, via navigating these stages, I aim to dissect my experiences, identify areas for improvement, and craft actionable strategies for enhancement (Kolb, 1984). Through this process, I hope to refine my skills as a supervisor and contribute meaningfully to our hotel's success. Anything less would be a disservice to our guests and our team.
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I remember one particular situation that occurred while working as a Front Office Supervisor at the Leonardo Hotel Cardiff a challenging guest complaint that required an ability to remain calm and think on one’s feet. It was a typical Saturday evening, and when a guest, who had been with us for approximately a week, came to the front desk, he seemed rather anxious. In general, she complained about the cleanliness of her room and pointed out that there was dust on the furniture and a stained carpet (Awan et al. 2021). As she continued to argue, her voice rose higher and more aggressively and attracted other lobby guests. I began by listening to her in a bid to understand her frustration while at the same time noting the inconvenience she had undergone (Yu et al. 2021). I apologized for any inconvenience we caused her and promised to investigate the issue swiftly.
 I immediately checked the room on my own and confirmed the complaints. I proceeded to organize a thorough cleaning and carpet washing. During this process, I kept informing the guest frequently of the progress and offered her a complimentary upgrade for the rest of the stay. She slowly became polite and left the hotel with high satisfaction (Sharma et al. 2021). Through this experience, I learned the value of listening to what is said, acting quickly, and always maintaining clear communication to convert negative situations into positive ones. It also emphasized the importance of strictly implementing several measures that could help to avoid such problems. This experience has since helped me manage guests and train the staff to effectively and patiently handle any tough situations we encounter during our duties (Pillai et al. 2021).
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When looking at the experience in detail, I noticed that a guest complaint had escalated, and I had to get involved in handling the situation. First, there is the instinct to act fast and respond to the situation and a feeling of apprehension over the fact that it might be impossible to effectively respond to said situation (Sann et al. 2020). Nevertheless, as I was listening to the guest and performing the action, I was more understanding, and therefore, my attention was oriented towards the result. 
I said to myself, “This is a critical moment; I must stay cool and avoid aggravating the situation.”
At the same time, I also realised that the guest was upset because our hotel failed to meet her expectations. I listened carefully, apologised for our mistake, scanned the room swiftly, and corrected the mistakes. Looking back at the situation, I forgot to take the time to listen and understand the other person’s point of view, even though I was quick in coming up with a solution, which might have made her feel that I didn’t care about her feelings (Kaushal et al. 2021). Considering that the guest was upset, I could have been more sensitive and tender, though I kept a business-like attitude. My judgment and behavior were primarily influenced by the need to maintain the hotel's status, which, while being quite valid on some level, I could have neglected the customer’s mood and expectations (Kaushal et al. 2021). 
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Based on the organisational issues, it is possible to conclude that conflicts are required to be mitigated by achieving the right compromise between listening and acting. I noticed that being attentive to the guest’s complaints and responding to his feelings helped me prevent the situation from escalating further. Also, I realized that the necessity to respond immediately to the problem helps to show the company’s willingness to address customers’ concerns (Alcalde-González et al. 2021). If I find myself in the same situation, I will practice active listening and elaborate on the fact that the guest is upset more. I would also make it my responsibility to see that my team is ready to handle such situations. This experience interlinks with general concepts like customer service, leadership, and communication (Yacoub et al. 2021). This content underlines the importance of emotions in customer-oriented careers and why leaders should provide their staff members with the necessary resources and support to navigate challenging situations. The experience also requires proper and efficient communication regarding conflict solutions and strengthening the customer bond. Some principles that are useful in other circumstances include the necessity of listening, taking the client’s position into account, and acting quickly when there are conflicts (Sobaih et al. 2020). In addition, it is also important for leaders to promote employee growth and training to have a confident workforce to handle such incidents. If these principles are adopted, we can work towards creating a culture of good customer service and leadership, improving customer satisfaction and loyalty (Mehta et al. 2023).
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Looking at the future, I would like to use the information obtained from this experience by paying more attention to the emotional aspect of guests and being more vocal about their emotional state. When faced with difficult situations, I will ensure that my team members are well-equipped to handle them professionally through training. I will ensure that our employees are free to express themselves concerning the services they offer to the customers (Ann et al. 2020). To ensure that my behaviors are appropriate, I will ask guests and team members to point out areas that need correction and make the necessary changes, act out various situations with members of my team to demonstrate proper problem-solving techniques and active listening skills and attend training sessions and seminars to improve leadership and interpersonal communication skills (Ann et al. 2020). 
For these changes, I will require backing from my immediate supervisors to organise training for my subordinates, to receive feedback and guidance from my colleagues, and constant updates on the trends and practices in customer service and leadership (Bharwani et al. 2021). The probable difficulties or hindrances include employee resistance to change, scarce resources or funds, and the inability to evaluate the efficiency of the new approach; however, to overcome these, I will ensure effective communication with the employees, collaborate with my managers and HR department, and set up the parameters and models to assess the outcomes of our new approach using evidence-based decision-making system (Gaur et al. 2021).
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Conclusion
My reflection on the guest complaint incident has highlighted the importance of empathetic listening, prompt action, and effective communication in resolving conflicts and delivering exceptional customer service. I have learned that prioritising empathy and understanding, empowering my team, and developing a culture of open communication is crucial in building trust and loyalty with our guests. To continue growing and improving as a Front Office Supervisor, I recognise the need for ongoing reflection and learning, seeking feedback and coaching, and staying informed about industry best practices. By embracing a continuous improvement and reflection culture, I can ensure that our hotel remains committed to delivering outstanding customer experiences and exceeding guest expectations. 
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