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Introduction 

As I begin my clinical placement at the Hilton DoubleTree Southampton Hotel, I am filled with eager anticipation and zeal. This opportunity presents a significant milestone in my pursuit of a degree in hospitality management by granting me the ability to apply theoretical understanding to practical, real-world scenarios. The hotel, which is widely recognised for its exceptional service and refined ambiance, offers an optimal setting in which I can enhance my proficiency in customer service, operations, and management. Situated in a picturesque environment adorned with lush vegetation, this location offers a unique blend of urban conveniences and natural beauty through its pastoral proximity to the city centre and tranquil waterways. Through participating in this work placement, I am afforded the opportunity to actively participate in the intricate workings of a prestigious hotel, thereby enhancing my knowledge of the hospitality industry and preparing myself to confront future challenges.

 
Gibbs Reflective Cycle

Assuming a supervisory position in the front of the house at a bustling hotel provided me with a valuable and enlightening experience, improving my understanding of the essential work-related skills and technical expertise required in the hospitality industry and this reflection delves into how this role has shaped the understanding of meeting and managing guest service expectations, along with the impact of personal and vocational growth on key competencies such as communication, teamwork, task management, personal skills, and guest services, based on Gibbs Reflective Cycle. (Foskett et al., 2019)


Description 

During my time at the front of the house, I was responsible for greeting guests and arranging their seating to ensure a seamless and pleasant experience upon their arrival and through this position, I engaged with guests directly, leveraging my strong communication skills and industry knowledge to establish positive first impressions. I was in charge of welcoming visitors and organising seating arrangements to ensure their preferences were met, which helped enhance guest satisfaction and maintain the establishment's reputation for excellent service. (Fields, 2014)

Feelings

I felt a strong sense of responsibility, understanding that my decisions could significantly influence the guest's perception of the hotel while efficiently meeting guests' needs always brought me a deep sense of accomplishment, witnessing their satisfaction and gratitude but despite this, there were moments of frustration when handling guest interaction alongside the logistics of seating arrangements, especially during peak times, leading to extended wait times and guest dissatisfaction. (Cichy & Hickey, 2006)

Evaluation

One great part of my experience was being able to leverage my exceptional communication skills and through engaging with guests, understanding their needs, and making them feel valued, it not only enhanced their experience but also strengthened the hotel's reputation. However, a significant challenge was finding the right balance between personal interactions and effectively managing seating arrangements and my focus on customer engagement sometimes detracted from the efficiency required to optimise seating arrangements, leading to unnecessary delays for guests. (Cousins et al., 2014)


Analysis 
This encounter underscored the importance of technical expertise and practical skills in the field of hospitality management while effective communication and guest service are essential, but must be balanced with efficient logistical management to guarantee smooth operations. Based on my previous work experience and academic history, I have learned the significance of teamwork, efficiency, and communication skills, all of which were crucial in this role but however , the practical application highlighted areas for improvement, particularly in handling multiple tasks and prioritising responsibilities during stressful circumstances. (Reid & Bojanic, 2010)

Conclusion

After careful consideration, it's evident that although possessing strong personal and communication skills, there is an opportunity for growth in managing multiple tasks concurrently, especially in high-pressure scenarios while balancing guest interactions with seating logistics showed me the importance of efficiency and strategic thinking in managing guest service. (Davis et al., 2018)

Action Plan

To improve my skills, I plan to engage in specialised training focused on task management and prioritisation, designed for challenging service environments while participating in workshops or courses that focus on strategic hospitality management will enhance my ability to balance guest service and operational needs. Moreover, gaining insights from experienced supervisors in the hospitality industry will provide me with valuable strategies and perspectives to improve my performance in similar roles and after carefully considering and evaluating, this action plan will prepare me to excel in hospitality management, exceeding guest service expectations and maintaining operational efficiency. (Fields, 2014)

Critical Analysis of Work-Based Skills and Technical Knowledge
During my shadowing experience in hotel administration, particularly at the front of the house, I gained valuable insights into the important role that work-based skills and technical knowledge play in the smooth operation of hotel management and this experience underscored the various facets of hotel management, stressing the significance of blending interpersonal abilities, technical knowledge, and hands-on experience to attain success. (Kotschevar & Luciani, 2007)

A top priority is mastering the art of effective communication while through direct interactions with guests, I realised the importance of clear, concise, and respectful communication. Emphasising the importance of creating a welcoming atmosphere for guests also involves setting and addressing their expectations as for example, when customers faced delays in getting seated, my effective and understanding communication skills helped ease any frustration, highlighting the significance of communication in maintaining customer satisfaction and loyalty. (Cichy & Hickey, 2006)

Being well-versed in the hotel's management system for seating arrangements and guest check-ins was a crucial aspect of my duties and being adept in this system has enabled me to efficiently manage guest flow by utilising software expertise and strategic planning for seating and timing. This aspect of my role highlights the relationship between technology and operational efficiency. (Dittmer & Keefe, 2008)

Moreover, problem-solving and multitasking are essential skills in the workplace as there were occasions when I needed to quickly adjust seating plans to accommodate unexpected guest needs or preferences, requiring swift decision-making and flexibility. Emphasising the importance of adaptability and creativity, these skills can be applied to a range of administrative tasks beyond seating guests. (Ninemeier & Hayes, 2006)


Reflection on Organizational Issues
The whole  scenario highlighted a key organisational challenge: the need for effective multitasking to ensure personalised guest service and smooth operational efficiency and although I focus on engaging with guests to foster a welcoming atmosphere, this can occasionally slow down the seating process, leading to extended wait times and potential customer discontent. (Foskett et al., 2019)

This issue impacted the department's efficiency by creating a bottleneck in guest flow, which could have compromised the overall guest experience and the hotel's reputation for fast service while highlighting and addressing the system's bottleneck can significantly enhance operational efficiency, as proposed by the Theory of Constraints (TOC). (Dospim & Hayes, 2020)

To enhance the current process for managing seating logistics, consider offering further training in multitasking and utilising technology to promptly monitor and enhance seating arrangements while in addition, bringing on additional staff during peak times could alleviate pressure, allowing certain team members to concentrate on interacting with customers and overseeing seating assignments. This approach aligns with the Theory of Constraints by concentrating on the bottleneck, resulting in improvements in guest service and departmental performance. (Cousins et al., 2014)

Conclusion 
In the end, my placement  experience in hotel administration provided a comprehensive grasp of the essential work-based skills and technical knowledge required in the industry while proficiency in effective communication, technology, problem-solving, and multitasking is essential for navigating the dynamic world of hotel administration. This experience has enhanced my understanding of the industry and highlighted the significance of continuous learning and development for success in hotel management.
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