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The guest service operations of the hotel are to ensure high-calibre reception and check-in, cleanliness of accommodations, event planning and execution and leisure services management. Every department has a part to play in guest satisfaction because they represent a broad range of guests' needs, including their check-in and tidiness, comfort and organisation of events. The placement objectives relate to communication skills, as well as teamwork and service skills which would improve the predictability of accuracy and professionalism in meeting guests' needs and expectations.
[bookmark: _Toc182575754]Session 1- Reflection on Experience and Personal Development 
Description
While on my placement at Best York House Hotel, I took personal responsibility to work with a supervisor in Guest Service where I got a chance to learn how the supervisor deals with guests, dealing with complaints and communication with other departments. I was also responsible for checking in guests, reporting to the housekeeping, or assisting the group in handling guests' complaints. These exposures explained how supervisors maintain service standards in different episodes (Sweet et al., 2019).
Feelings
Earlier, I was thrilled and had butterflies in my stomach, I did not know how to handle guests' concerns in real-life scenarios. Listening to the way the supervisor used his speech was calming and it built my confidence. By and by, I became more relaxed, especially when interacting with guests in person. I could better see the general sense of reward when helping a complete stranger, although I found how hard it is to cater to everyone's needs (Markkanen et al., 2020).
Evaluation
This training was also beneficial because it showed how practical abilities associated with employment are crucial to fulfilling assignments and knowing the computer infrastructure of hotels. The positive aspects included an understanding of how proper team work and communication can avoid such challenges while maintaining a positive balance of guest satisfaction. One of them, though, was the ability to remain composed when things got stressful and this may hardly be the best scenario when meeting the guests.  
Analysis
My academic career helped me to gain knowledge of hospitality theory, however, knowledge of guest service needs practical exposure. Prior positions showed me the value of being in a team but in this position, the concept of working with different tasks and meeting guests' expectations in an actual setting was a learning factor for me (Higgins, 2021).
Conclusion
I understood that it is as important to have a technical view and understanding of the organisation as it is to know how to interact with the guests. Certainly, the skills gained when dealing with guests and attempting to resolve issues while on the job have boosted my confidence while on duty.
Action Plan
For future placements, I will make sure I work on my problem-solving facet and continue to strengthen myself in the usage of guest service software. I will also aim to have the nursing skills to improve the expectations of guests to prepare for supervisory positions (Dunne et al., 2024).
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Technical skills at the workplace and product and industry knowledge are prerequisites to delivering guest service in the hospitality industry. In my role, when I followed a supervisor at Best York House Hotel, including the ways of fulfilling multiple needs of guests, communication, conflict solutions, and flexibility helped to do this successfully. For instance, amid the occupied weekend hoped the effective communication with guests and housekeeping staff to manage the free rooms and possible Check-In point delays. I put this skill into practice to ensure guests are informed so as to minimize complaints which showed that communication affects guests.
Professionals coupled with technical know-how including mastery of the hotel's reservation and feedback systems also contributed to the findings. Due to the consciousness of how the profiles can be accessed and updated, I was able to meet guests' needs, hence increasing trust. Furthermore, in addressing complaints, understanding the way in which guest feedback is received, reported, and addressed allowed me to document and report complaint matters properly per established service standards and establish personal responsibility (Dhaliwal and Misra, 2020).
Specifically, the contingency of time indicated that flexibility and effective planning were important components in order to manage multiple assignments. The most useful experiences in terms of assignment results were the chances to observe how the supervisor prioritised the tasks and controlled the team to ensure smooth guest service and manage potential conflicts.
In conclusion, therefore, it is physically required as well as technically vital in giving a constant standard and great quality guest experience. They help hospitality professionals to deliver guest expectations, improve internal and external communication and maintain good standards so as to improve guest satisfaction hence guest loyalty (Baum, 2019).
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While working at Best York House Hotel, I experienced a conflict that arose when a client was unhappy to check in early due to a late he/she arrived because of a problem that arose with a housekeeper. Not only the guest stay was twisted by this problem, but the Reception team experienced a work overload because several inquiries and complaints reached them on the same day. This time disagreement had a domino effect on human resources, morale and guests. This went to show that when there is one operational incursion, then the various departments and the hotel service delivery may receive a blow (Ali et al., 2021).
The case shows why communication in guest services needs to be efficient considering the different issues that are bound to arise. One possible of addressing the problem would be reaching for the basic implementation of communication system that connects Reception and Housekeeping via the real-time means. By tightening integration, the front desk could alert the guests to delays and even give a wait time, which would mitigate the level of dissatisfaction from guests. Moreover, training the staff members in empathy and active listening could make the interaction with the guests complicated during such problems more effective as well, contributing to the Service Recovery Theory, which states that service failures could be turned into service successes through Staff response (Kansakar et al., 2019). 
Another possibility could be the implementation of a forecasting and optimisation system for choosing housekeeping workers' schedules to respond to an increased need for cleaning during irregular intervals. This is a proactive approach that TS has adopted together with the principles of Total Quality Management which focuses on achieving steady improvement of services offered to meet the guests' expectations.
Combined, all these solutions could minimise the effects similar challenges have on operations while enhancing guests’ experience. Probably, improved cooperation between organisational departments and prevention of the problem would enable the hotel to sustain its standards affecting guests favourably (Kalargyrou et al., 2018).
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This paper presents a shadowing experience conducted at Best York House Hotel to identify skills and knowledge relevant to service delivery to guests. Organisational communication, change, and technological savvy in the context of hotel systems are critical to satisfying guests and managing service delivery. Implementing teamwork and proactive troubleshooting in order to accomplish guest-orientated tasks was supported by directly observing the supervisor.
It has been most helpful towards the definition of career paths in the hospitality industry exploring my levels of confidence and competence. To enhance my performance, I will take a course in conflict management and postgraduate training in touch hospitality software to enable me to deal with difficult guests. Also, I have a career interest in leadership training in anticipation of promotion to supervisory positions; I should develop skills like decision-making; and interdepartmental cooperation among others. These steps will enable me to grow in the delivery of the above services and activities in the hotel (Yaacob et al., 2023). 
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