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Within guest service operations in front office, 

Introduction 
This reflective learning log will focus on my observations of a supervisory role in the Cardiff Marriott Hotel's front office department. The Front Office Department is the first point of contact for visitors, and it is their responsibility to make the check-in and check-out procedures as simple as possible while also assisting and supporting them throughout their stay. This learning log aims to conduct a thorough examination of the significance of the technical knowledge and work-based skills required by the front office department to supervise and meet guest service expectations (ASET 2017). My primary goals for working in the front office department were to gain a better understanding of how the department operates, to improve my communication and problem-solving skills, and to expand my knowledge of guest service expectations. My goal for this experience was to apply the theoretical concepts I had learned in school and from previous work experiences in the industry to real-world, relevant situations.

Reflection on Experience and Personal Development
 While shadowing a supervisory position in the front office department, I gained valuable insight into the importance of technical knowledge such as understanding the OPERA PMS system, and work-based skills in meeting and supervising guest service standards. Managing guest check-ins, assigning rooms, and responding to guest questions and grievances were just a few of the responsibilities (Bardi, 2010).  I got to observe and participate in first-hand. I realised that effective communication is critical to providing a flawless and customised visitor experience. Effective and concise communication with guests  and other team members is essential for providing accurate and timely information , quickly resolving problems, and cultivating a welcoming environment. During interactions, it became clear how important it was to listen intently, demonstrate empathy, and adapt communication styles to different guests' preferences. Furthermore, the experience demonstrated the importance of teamwork in delivering excellent guest service. To coordinate guest requests and ensure seamless operations, team members from various departments, such as housekeeping and reservations, must collaborate effectively. When team members work well together, they improve output, reduce errors, and foster a positive work environment, all of which lead to happier customers (Vallen, et al; 2014). Using the Kolb Reflective Model, I will look at how this issue affects overall operations, guest service, and department performance. Furthermore, I will propose practical solutions based on relevant theories.
1. Itemised Experience: The visitor's complaint about the level of hygiene in the designated lodging.
2. Reflective observation: After learning about the guest's complaint, I focused on how it affected both the visitor's level of satisfaction and their perception of the hotel's level of service. The incident also demonstrated how important it is to communicate effectively and thoroughly when ensuring guest satisfaction.
3. Abstract Conceptualization: This experience has demonstrated the importance of maintaining high standards of hygiene and cleanliness in the front office division. To avoid such problems, it was emphasised how important it is for housekeeping staff to receive thorough training and to regularly check the cleanliness of the rooms.
4. Active Experimentation: To address the guest's grievance and prevent similar incidents in the future, I implemented the following policies:
I assured the guest that we would address their feedback promptly, acknowledging the inconvenience.
I sent a prompt request to the housekeeping division to investigate and resolve the guest's room's cleanliness issue.
 I conducted a thorough investigation to determine the root cause of the problem and put in place corrective measures to prevent it from happening again.
Additional training sessions were held for housekeeping staff in order to improve their understanding of cleanliness requirements and to emphasise the importance of attention to detail. In order to consistently meet cleanliness standards, we implemented proactive room inspections.
5. Potential Substitutes: In addition to the existing measures, there are alternatives that should be considered, considering pragmatic factors and relevant theoretical frameworks. The following items are included:
Implementing a quality assurance programme that includes systematic monitoring and evaluation of room cleanliness. The front office and housekeeping departments will be able to effectively communicate and respond to any cleanliness issues.
offering incentives or recognition to housekeeping personnel who consistently maintain high levels of cleanliness.
organising regular training sessions to enhance front-desk employees' customer service and complaint handling abilities.

Critical Analysis of Work-Based Skills and Technical Knowledge 

During my time shadowing in the Cardiff Marriott Hotel's front office department, I learned a variety of practical and technical skills that are essential for meeting guest expectations. I discovered that effective interpersonal communication is an essential work skill. To provide exceptional service, it must be able to communicate with guests in a proficient and compassionate manner.  in addition, To ensure effective and fruitful interactions, listen intently, understand visitors' needs and preferences such as providing excellent house kepping servie, and modify communication strategies (Johnston,et al;2012). I witnessed competent front-desk employees interacting effectively with one another to provide guests with personalised and focused service. Meeting guest service expectations necessitated proficiency in property management and reservation systems. The front desk staff used these systems to efficiently coordinate reservations, monitor room availability, and manage check-in and check-out processes. Knowing these technical areas allowed for error-free operation and a positive customer experience. I also observed that problem-solving was an important skill in the workplace. Quick decisions and effective handling of guest concerns are often necessary in the front office (Doyle, 2014).
To ensure guest satisfaction, the front desk staff demonstrated the ability to think quickly, assess the situation, and choose the best course of action. The ability to handle guest complaints or issues and turn them into positive experiences is critical. I also emphasised the importance of teamwork in the front office department. Similarly, to provide impeccable service to guests, front desk employees, housekeeping, and the concierge must work together effectively (QAA, 2018. Effective collaboration ensures a prompt response to visitor requests, accurate information sharing, and successful problem solving. I observed the team members' synchronisation and cooperation, resulting in a cohesive and effective department. During my observation period, I conducted an analysis of specific job-related competencies and specialised knowledge to demonstrate how important these are in maintaining high customer service standards. Technical proficiency, problem-solving abilities, communication skills, and teamwork are all critical components of providing excellent guest experiences which I learned during my internship (Hagg,2013). In order to provide high-quality service, individuals must acquire and refine these skills and knowledge. To accomplish this, I should consistently learn, aggressively seek opportunities for professional development, and stay current with industry developments and trends. By honing these skills and expanding my technical knowledge, I can contribute to exceptional customer service and further my success in the front office department.

Reflection on Organisational Issues 
 It was there that I encountered a specific situation involving guest service that required careful consideration and management at front office of the Cardiff Marriott Hotel (Lowe, and Marriott, 2012).  A guest once complained to the front desk about how filthy their assigned room was. The guest requested a room change and expressed dissatisfaction with the cleanliness standards. This incident had a significant impact on the department's overall performance, customer service, and efficiency. It emphasised the importance of following strict cleaning procedures and responding quickly to any concerns raised by visitors. Failure to adequately address the guest's negative experience can impact the hotel's reputation and future business. The front desk staff responded quickly to the guest's complaint. Individuals who were adept at active listening acknowledged the guests' concerns. They understood the guest's dissatisfaction and sincerely apologised for any inconvenience.
 In collaboration with the housekeeping division, the team moved quickly to examine and address the cleanliness issue in the guest's room. Furthermore, they allowed the guest to switch rooms to ensure their comfort and satisfaction. The team's quick thinking and effective handling of the situation helped to limit any further impact on guest service and department output. However, after deliberating, the team determined that other options were worth considering. An alternative solution would have been to offer the guest a free upgrade to a superior room category as a token of appreciation for their inconvenience. 
This was an opportunity to exceed the visitor's expectations and leave a positive impression. When it comes to practical considerations, it is critical to weigh the financial consequences of these actions against the potential long-term benefits of guest satisfaction and loyalty. The hotel could have demonstrated its commitment to guest satisfaction by providing a complimentary upgrade, in accordance with the Service Recovery Paradox Theory, which states that a successful service recovery can result in increased customer satisfaction and loyalty following a failure(Michel, and Meuter, 2008). 
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    The graph shows customer loyalty over time. (Pic source )https://www.customerthermometer.com/customer-retention-ideas/the-service-recovery-paradox/

Future Action Plan 
After reflecting on my years working in guest service at the Cardiff Marriott Hotel, I have identified a number of areas for improvement, including both work-related skills and technical knowledge. These areas encompass interpersonal skills, task management, communication, teamwork, and guest service.
To gain a better understanding of how I can communicate with guests and colleagues, I intend to actively seek feedback from my supervisors and colleagues to improve my communication skills (Mazen Alomari, 2017).  I am going to set aside some time to work on my writing and speaking skills, as well as actively seek professional communication opportunities. When it comes to teamwork, my primary goal is to be proactive by fully participating in team discussions and aiding as needed. I will also work on improving my ability to collaborate effectively with colleagues who have diverse experiences and perspectives.
To improve my task management skills, I will use strategies such as creating to-do lists, prioritising tasks, and setting realistic deadlines. To ensure quick and effective completion of tasks, I will prioritise delegating tasks to others when appropriate and seeking assistance when necessary. In terms of personal abilities, I will l prioritise emotional intelligence and self-awareness. This necessitates actively seeking opportunities for personal growth and advancement, as well as being aware of my own strengths and limitations. In terms of guest services, I would like to learn more about the hotel's facilities and services so that I can better assist guests with their questions and requests. Meeting and exceeding guests' expectations by going above and beyond will be my top priority when it comes to providing exceptional customer service (Donate et al 2023) .
My action plan prioritises the development of critical skills and knowledge required for success in the hospitality industry, which aligns with my overall personal and professional development objectives. By implementing these strategies, I hope to advance my professional development in this field and provide exceptional service to my customers.

Conclusion 
 the front office department shadowing experience has proven to be extremely beneficial in developing technical proficiency, job-related skills, and an understanding of guest service standards. This experience has given me a deep appreciation for the role that effective communication, teamwork, task management, and personal skills play in providing excellent guest service. I have also realised how important it is for me to continue my personal and professional development in order to advance in the hotel guest service industry.By applying relevant theories and practical considerations, such as the Service Recovery Paradox, I have demonstrated my ability to critically evaluate and propose workable solutions that will increase customer satisfaction and loyalty.
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