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Introduction 
 The guest service operations of the hotel mainly focus on delivering exceptional experiences that exceed and meet the expectations of guests. This area includes front desk, operation, personalised assistance, and guest relations while ensuring that the guest has a seamless and enjoyable stay (Liu et al., 2023). Key responsibilities are mainly greeting guests, managing reservations, handling enquiries, and addressing complaints or special requests with professionalism and efficiency. The learning objectives for displacement mainly include gaining hands-on experience in customer service. While understanding the significance of effective communication and developing problem-solving skills in a fast-paced environment. Additionally, displacement also provides insight into the enhancement of guest satisfaction and loyalty within the hospitality industry (Ozdemir et al., 2023). Furthermore, this analysis will include details related to reflection, experiences, and personal development, followed by the critical evaluation of work-based skills and technical knowledge. A reflection of organisational issues followed by a conclusion and action plan will be included.
Main Body 
 Reflective Journal
Gibbs's reflective model mainly offers a structured approach to reflection that consists of six stages, including feelings, description, analysis, evaluation, action plan, and conclusion. Using this model, I will reflect on my experiences that shadow a super visionary position at Voco St. David’s Hotel in Cardiff, focusing on how such experiences have contributed to my development to manage the expectations of guest service (Koens et al., 2021). This reflection will highlight specific knowledge and skills gained across different departments, my approach towards addressing a challenging guest service situation, and the significance of these competencies.
Reception/Front Office: Shadowing Experience and Development

Description: In the front office, I was mainly involved in managing guest check-in and guest check-out and coordinating billing issues. Shadowing a supervisor mainly provided me with insights into managing complex enquiries and supporting team effectiveness.
Feeling: Initially, I felt both intimidated and excited by the high level of responsibility that was required to meet the expectations of guests and maintain a smooth operation (Sigala et al., 2021). Observing the approach of the supervisor towards problem-solving inspired me to think on my feet. 

Evaluation: this experience greatly improved. My abilities of multitasking as I was required to manage the request of guest while answering the enquiries on phone. I was also observing how the supervisors handle situations of high-pressure that enhance my understanding of poise and adaptability. 

Analysis: front office supervisor play a very important role in setting the tone for guest experiences. I learned that effective empathy and communication are important towards diffusion potential conflicts (Gómez and Veloso, 2020). These skills will be invaluable in the future role within guest services.

Conclusion: my experience here taught me the significance of professional yet communication of person manner, particularly during the different challenging interactions. I also realised the need to remain empathetic and calm, even under stress. 

Action plan: moving forward. I plan to practise these skills by stimulating the interactions of guest and focusing on empathy communication. This will help me prepare myself for handling different situations of guest in an effective manner.
Housekeeping/Maintenance: Shadowing Experience and Development

Description: in housekeeping or maintenance, my duties included inspection of room cleanliness, and shadowing the supervisor during maintenance, coordination and inventory check.

Feeling: initially, I under underestimated the fast pace and complexity required to meet the readiness standards of room (Jones and Comfort, 2020). I was surprised by the level of precision and detailed involved with insurance in the quality of room. 

Evaluation: I gained respect for the supervisors who ensure smooth housekeeping operations despite of the turnover of high room. The hands on experienced also emphasised the significance of attention to efficiency and detail so as to maintain the standards of that are important for guest satisfaction. 

Analysis: I learned that maintaining room quality directly impact the satisfaction of guest and reputation of Hotel (Jones and Comfort, 2020). Supervisors in this role must balance efficiency with the quality while ensuring that rooms are consistently cleaned and prepared to meet the expectations. 

Conclusion: this experience reinforces the value of time, management and precision. Understanding the different logical challenges behind maintaining room standards has also drawn by appreciation for the department, role of housekeeping in the overall experience of guest. 

Action plan: I aim to further develop my skills of time management by setting personal efficiency goals, and strategies for learning to maintain high standards under pressure.
Leisure Club: Shadowing Experience and Development

Description: shadowing the leisure club supervisor, I mainly assisted with a guest enquiry, monitored safety, compliance, and bookings within the gym and spa facilities.

Feelings: I felt a very strong sense of responsibility as I realised how important is towards to ensure relaxation and guest safety (Ivanov and Webster, 2021). Observing the supervisor handle guest expectation mainly showed me the significance of service quality and attentiveness.

Evaluation: this experience mainly helped me to develop a balance between rule enforcement and attentive services. The approach of supervisor to handle guest enquiries and ensure regulations of safety inspired me to handle the expectations of guest in a professional manner while also upholding the standards. 

Analysis: the leisure club is important to guest satisfaction that provides well-being, experiences and relaxation. Understanding the role of supervisors here emphasise the significance of maintaining a welcoming and calm environment while managing the expectations of guest. 

Conclusion: I gained valuable skills in maintaining attentiveness and professionalism, both important for ensuring high-quality leisure experiences (Pohl, 2024). 

Action plan: I intend to practice these skills by creating scenario in which I can respond to diverse range of guest enquiries while maintaining professional professionalism and composure.  
Meetings and Events: Shadowing Experience and Development

Description: in events and meetings, I assisted with setting up the event spaces while coordinating with the team of catering and managing last-minute request.

Feeling: I initially felt nervous related to meeting the first phase demands of even coordination, especially with the changes of last-minute (Busulwa et al., 2022). However, observing the proactive approach of supervisor to handle logistics boosted my confidence. 

Evaluation: this experience highlighted the significance of teamwork, flexibility, and problem solving. Seeing how the supervisors communicate with multiple teams reinforced by understanding of coordination of the interdepartmental manner. 

Analysis: managing the events mainly require strong communication and organisation skills as last-minute adjustments are common. The role of supervisor taught me that adaptability is important in order to maintain the client satisfaction and ensuring events that run in a smooth manner. 

Conclusion: the experience helped me to appreciate the need for effective teamwork and quit thinking in event coordination (Tomassini and Cavagnaro, 2020). 

Action plan: to improve, I will mainly work on enhancing the skills of company by planning the mock events, focusing on adaptability and practising problem-solving.
Importance of Work-Based Skills and Technical Knowledge

Through my placement at Voco St. David’s Hotel, I developed skills which are important for excellence and guest service, including empathy, communication, time, management, and adaptability followed by the collaboration of interdepartmental manner. Each of the department highlighted unique skills and demands by scoring the effective services of gas that rely on both interpersonal abilities and the technical knowledge (Gómez et al., 2020). Developing these competencies has increased my ability to manage the expectations of guest while emphasising the significance of a well-rounded approach in the hospitality industry. Reflecting on my academic journey, these experiences have been to the theory and practical, especially in guest relation, customer service, and operational efficiency.
Critical Incident Reflection: Guest Complaint in Reception

Description: one evening, a guest mainly expressed his dissatisfaction with the cleanliness of room and reported minor issues related to maintenance that impacted their stay quality.

Feelings: the frustration of guest made me anxious initially, but I also recognise the importance of addressing their concerns in a prompt and calm manner.

Evaluation: the situation highlighted the need for proactive care of guest and underscores the significance of thorough checks of housekeeping (Gómez et al., 2020). It became evident that overlooking details could crucially impact the reputation of hotel and guest satisfaction. 

Analysis: from the perspective of guest, issues with maintenance and cleanliness can affect the trust and comfort in the quality standards of Hotel. For the hotel, such complaints, strange resources as staff work to resolve the issues in a quick manner. The response of supervisor involving immediate apologies and reassignment of the room helped in mitigating the issues. 

Conclusion: the incident taught me that the supervisors must respond quickly to the complaints, offer practical solutions and communicate properly. It also highlighted the significance of preventive measures such as avoid similar situations and thorough inspections. 

Action plan: to manage the similar issues within future, I would implement a checklist system for the inspections of housekeeping to catch the minor issues before arrival of the guest (Jones and Comfort, 2020). Additionally, I would enhance my conflict resolution skills by participating in exercise exercises of role-playing that can help in stimulating the complaints of guest and handling them in an effective manner.
Proposed Solutions and Theoretical Insights

In handling the complaints of guest, the SERVQUAL model offers insight into improving the quality of service, focusing on dimension, such as assurance, responsiveness, and empathy. By implementing the proactive inspection routine and emphasising empathy in the interactions. According to the service recovery, paradox theory, effective problem resolution can increase the loyalty of guest while suggesting that Hotel must prioritise empathetic and swift responses to issues to turn the potential dissatisfaction into experiences of trust building.

Reflecting on my placement experience at Voco St. David’s hotel, shadowing, and the supervisors across departments have enriched my understanding of the various complexities related to management of guest service services. Each experience deepens my interpersonal and technical skills and knowledge from handling the complaints of guest to understanding standards of housekeeping and the coordination of events (Tomassini and Cavagnaro, 2020). Applying the Gibbs reflective model has also allowed me to critically evaluate such experiences while identifying areas for growth and propose solution for the improvement of services. These skills and insights have prepared to manage the expectations of guest effectively while delivering the service of high-quality in future hospitality roles.
Conclusion 
In conclusion, the reflective analysis has provided a comprehensive examination of the various experiences that are gained through supervisors who shadow across the department of hotels by using the Gibbs reflective model to frame each learning aspect. This reflection has allowed for various insights into critical work based to skills that require hospitality such as empathy, communication, adaptability, and time management. Each department from the front office to housekeeping, meetings and events, and leisure club had revealed the unique challenges and the various essential skills that emphasise importance of technical knowledge alongside the interpersonal abilities to meet the expectations of guest service.

Analysis has also underscored the importance of service quality and proactive problems solving, particularly to handle the complaints of guest. A case of guest dissatisfaction has been examined with different practical solutions and the theoretical support from the model such as service rep, paradox, and the others while demonstrating how the guest issues could be transformed into port to build loyalty. Through this structured reflection, the critical role of supervisors to maintain service standards and promote positive guest experiences has been highlighted. Ultimately showing how each experience had contributed to a understanding of time management and guest satisfaction strategy have also been included.
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