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Every department of the Holiday Inn Birmingham City Centre takes great satisfaction in providing outstanding guest service to make sure every visitor has an unforgettable stay. Reception, cleaning, food and drink, meetings and events, and other aspects are all part of the guest service operation. In this setting as a placement student, I have many learning goals. First and foremost, I want to fully grasp all aspects of guest service operations, including the policies, methods, and standards that the hotel maintains. Second, I want to acquire real-world abilities in task management, collaboration, and communication—all of which are necessary to provide outstanding guest experiences. Finally, to preserve the hotel's stellar reputation for hospitality, I work to develop a customer-centric attitude that understands the need of foreseeing and surpassing guest expectations. By use of immersive experiences and practical learning opportunities, I want to accomplish these goals and make a beneficial contribution to the Holiday Inn Birmingham City Centre's guest service department.



[bookmark: _Toc167553064]Reflection on Experience and Personal Development:
It has been an outstanding learning experience that has greatly advanced both my career and personal development to shadow an active role in the Front office. By using The Schön Reflection Model, I was able to move between "In Action" and "On Action" reflection, therefore enabling me to break down my experiences in real time and examine their effects later. I directly saw the challenges of fulfilling and controlling guest service standards as I became fully engaged in the daily operations of event planning and execution. I discovered the value of work-based abilities including good communication, flexibility, and attention to detail in guaranteeing smooth guest experiences from collaborating with clients to directing to event preparation. As I worked, I considered how my prior work experiences, internships, and academic background gave me a basis on which to develop and hone these abilities. Though I had basic communication skills from my prior work in customer service, this placement's actual exposure helped me to better appreciate how important it is in the hospitality business. Comparably, although my event management academic training gave me theoretical knowledge, practical experience sharpened my capacity to use it in practical situations. Furthermore, I had a comprehensive grasp of hotel operations from my placement in many departments of the hotel before this experience, which helped me to see how different departments work together to provide outstanding guest service.
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Meeting guest service standards in the Front office requires both technical expertise and work-based abilities. Liaising with customers, comprehending their requirements, and turning them into workable strategies for the operational team all need excellent communication skills (Kaanapali & Solnet, 2020). When it came to a business gala, for instance, precise and succinct communication made sure that the event arrangement appropriately represented the tastes of the attendees.
Coordination of successful events also heavily depends on technical proficiency with logistics management and event planning tools (Zeithaml, Bitner, & Greller, 2020). Effective scheduling, resource allocation, and cooperation made possible by software tool familiarity reduces mistakes and increases output. For example, knowing how to use event management software allowed many departments to coordinate smoothly, which led to the timely preparation of event venues and a flawless operation (Hayes & Ninemire, 2019).
Furthermore, maintaining service standards throughout events requires the capacity to adjust to unanticipated situations and think critically under duress (Harrington, 2020). For example, fast thinking and productive cooperation made sure that guest expectations were satisfied without sacrificing quality when seating arrangements were changed at the last minute (Pizza & Mansfeld, 2020).
Finally, the shadowing experience in the Front office has brought home how crucial technical expertise and work-based abilities are to fulfilling guest service requirements. By means of critical analysis and real-world experience, I have acquired perspectives that go beyond academic understanding, therefore equipping me for upcoming difficulties in the hospitality sector.
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When I think back on my whole time in the Front office, I came into a circumstance that had a big influence on departmental performance and guest service. The operational staff and the client miscommunicated about certain layout needs, which caused a delay in the preparation of the event space for a well-publicized corporate function. In addition to frustrating the customer, this problem slowed down the event's progress and had a detrimental effect on both the general operations and visitor pleasure.
The departmental communication and coordination problems brought to light by the setup delay made it more difficult for the staff to provide flawless service. It also emphasized how crucial proactive communication and a complete awareness of customer expectations are to avoid future problems of this kind.
Application of workable remedies based on pertinent ideas is possible to solve this problem. The department may take a proactive stance to service recovery by quickly identifying the problem, apologising to the customer, and providing compensating measures like freebies or discounts on next reservations (Smith & Bolton, 2002). By doing this, the immediate issue is not only resolved but also visitor loyalty and confidence are restored, which eventually improves departmental performance and guest service.
Furthermore, putting into place a strong communication protocol, such the Situational Crisis Communication Theory (Coombs, 2007), will guarantee that customer needs are communicated to the operational team clearly and expedite lines of contact. Frequent training sessions on conflict resolution and good communication skills will help the team better manage such circumstances in the future and promote a proactive problem-solving and ongoing improvement culture within the department.
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I have created a thorough action plan to improve my technical knowledge and work-based abilities, which will eventually help me advance professionally in the business, based on my experiences in guest service operations within the Front office.
First, I want to improve my communication abilities even further by going to seminars and workshops that cover efficient verbal and nonverbal communication strategies (Robbins & Judge, 2019). This will help me to communicate information succinctly and clearly, which will improve teamwork and comprehension.
Secondly, by taking specific training classes and looking for practical experience with these technologies, I want to increase my technical understanding of event management software (Jones, 2019). In the end, this will increase my work management and resource allocation efficiency, which will raise the quality and promptness of the services I provide.
By taking part in cooperative projects and team-building exercises, I also want to improve my ability to work well in a cohesive and encouraging team setting (Katzenbach & Smith, 2003). I want to maximise team performance and together we want to surpass guest service standards by developing strong interpersonal connections and establishing a culture of mutual respect and trust.
All things considered, this action plan fits with my objectives for both professional and personal development and offers a road map for ongoing development and advancement in the ever-changing field of hotel guest service operations. By means of proactive learning and development programmes, I am sure that I can make a constructive contribution to the departments and the overall visitor experience.
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By means of the introspective process recorded in this learning journal, I have acquired priceless knowledge about the realm of guest service operations in the hotel sector. My work-based abilities, technological knowledge, and comprehension of guest service standards have all been greatly enhanced by my shadowing experience at the Holiday Inn Birmingham City Center's Meetings & Events Department. Through active participation in practical situations and use of The Schön Reflection Model, I have developed my skills in efficient task management, collaboration, and communication—all of which are necessary to provide outstanding guest experiences. The need of both professional and personal growth in determining future professional goals in the hotel guest service sector has also been highlighted by this experience. I am sure that by always looking for chances to learn and develop, I can make a good contribution to the industry and progress my professional path towards achieving my goals.
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