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Overview of the Hotel’s Guest Service Operation
Forest Pines Hotel, Spa & Golf Resort provides various guest amenities, including a reception/front desk, cleaning, a leisure club, and a meeting and events department. These services are intended to improve guest pleasure and maintain a smooth operational flow. The emphasis is on providing outstanding visitor experiences through highly trained employees and efficient operations.

A. Reflection on Experience and Personal Development
Model of Reflection: Gibbs’ Reflective Cycle
I'll structure my reflection around Gibbs' Reflective Cycle (1988), which comprises the stages of description, feelings, assessment, analysis, conclusion, and action plan.
Learning Objectives:
• Improve problem-solving and conflict-resolution skills. 
• Enhance communication and teamwork skills. 
• Develop technological skills in managing guest services. 
Description
During my placement at the Forest Pines Hotel, I saw and learned from the supervising position in the reception/front office area. This department is the first point of contact for guests, coordinating check-ins and check-outs and responding to requests and complaints. The team worked well together under the supervision of a seasoned leader to ensure that operations ran smoothly and continuously. An instance I witnessed featured a consumer complaint about a mistake in their reservation, needing quick and effective action.
Feelings
While viewing the reception supervisor, I initially felt a mix of anticipation and worry. The dynamic environment and the need for quick decision-making presented obstacles. Nonetheless, the team's excellent professionalism and sympathetic demeanour boosted my confidence. The incident involving a guest complaint demonstrated the need of effective communication and problem-solving skills in guest services.
Evaluation
The encounter was very positive and instructive. The staff demonstrated excellent communication and coordination, which is critical for maintaining high guest service standards. The reception manager's leadership was critical to ensuring that operations ran smoothly. The guest's complaint underscored the importance of effective problem-solving and conflict-resolution skills, which the team successfully demonstrated.


Analysis
The success of reception/front office operations can be attributed to strong communication skills and effective leadership. Effective communication is critical in guest services, as noted by Rheede and Blomme (2012), who emphasised its importance in meeting operational goals. The reception manager's leadership made efficient service delivery possible through teamwork and task management. The guest's complaint emphasised the need for technical skills and rapid thought when resolving challenges. This is consistent with Fatma's (2014) research, which underlined the importance of communication in the effective functioning of hospitality operations.
Conclusion to Reflection
Reflecting on this experience, I learned the importance of communication, teamwork, and leadership in providing excellent guest service. The guest complaint issue offered essential insights into the actual use of problem-solving and conflict-resolution skills. Future developments could focus on developing these skills through specialised training and ongoing feedback.

B. Critical Analysis of Work-Based Skills and Technical Knowledge
Work-related skills and technological expertise are critical for satisfying guest service requirements. The reception/front office at Forest Pines Hotel demonstrates numerous essential competencies:
1. Communication Skills: Effective communication ensures smooth operations and quickly resolves guest complaints. According to Kalaman, Dyshkantiuk, and Vlasiuk (2023), professional communication considerably impacts job satisfaction and organisational success.
2. Teamwork: The team's seamless functioning showed the importance of collaboration in achieving common goals. Bryson and Daniels (2008) underline the importance of collaboration in the hospitality business, acknowledging its impact on developing new and enhanced services and efficiency.
3. Task Management: Efficient task management, enabled by the reception manager's scheduling, meant that all tasks were completed on time and effectively. Aasheim, Williams, and Butler (2009) stressed the importance of task management in ensuring service quality.
4. Technical Knowledge: Knowledge of hotel systems and processes was evident, resulting in a smooth processing of guest check-ins, check-outs, and complaints. Alexakis and Jiang (2019) emphasised the value of technical skills in hotel management.
C. Reflection on Organizational Issues
One major issue noticed was a guest complaint about a booking error. This issue influenced both the department's performance and guest satisfaction. To address this, practical solutions were required, including:

1. Improving Booking Systems: Improving the precision and dependability of booking systems is critical for reducing errors and increasing visitor satisfaction. According to Rathore (2017), efficient booking systems reduce the likelihood of errors while increasing passenger pleasure. To address booking issues, the hotel can use cutting-edge technology and schedule regular system updates.
2. Training Staff: Providing detailed instructions on managing reservation systems and handling client complaints is critical. Dinnen and Hassanien (2011) found that employees with extensive training are better equipped to handle and resolve concerns. Training should cover both the technical aspects of booking systems and customer service skills, as effective complaint handling is linked to customer retention and satisfaction (Ogbeide et al., 2017).
3. Effective Communication: Facilitating clear and uniform communication between departments can help to prevent misunderstandings and errors. According to Filimonau and Todorova (2020), effective communication and training are critical for overcoming operational issues and improving service quality. Implementing regular inter-departmental meetings and using good communication tools can help to optimise operations and reduce the number of booking errors.
The repercussions of this booking blunder were severe, resulting in lower guest satisfaction and inefficiency. Implementing these practical solutions will allow the hotel to increase booking accuracy, staff competency, and inter-departmental communication. This holistic approach addresses the current issue while laying the groundwork for long-term improvement in guest service quality.D. Future Action Plan
Based on my experience at the Forest Pines Hotel, my future action plan includes several key tactics for improving my work-related abilities and technical knowledge, notably in the context of sustainable practices in the hospitality industry.
1. Skill Improvement: I aim to attend training sessions on sustainable practices and advanced booking system management to increase my technical skills. Elshaer, Azazz, and Fayyad (2023) underline the importance of green management methods, which can improve environmental performance, employee engagement, and efficiency. This program will provide me with the expertise required to adopt and promote sustainable practices in the hotel sector effectively.
2. Enhanced Communication: Improving communication methods is critical for effectively handling guest complaints and coordinating with other departments. Rheede and Blomme (2012) suggest that effective communication is critical for meeting operational and environmental goals in the hotel business. By honing my communication abilities, I can more effectively solve challenges and allow seamless departmental coordination.
3. Team Collaboration: Prud'homme and Raymond (2013) emphasize the importance of close collaboration with the team to discover areas for development and make changes collectively. Effective cooperation is vital for overcoming operational challenges and boosting service quality. I plan to participate in team meetings and actively contribute to collaborative problem solving.
4. Personal Development: Meeroff et al. (2020) emphasized the importance of seeking feedback and self-assessment on a continuous basis in order to find opportunities for personal and professional development. Regular feedback meetings with supervisors and peers will help me discover my strengths and areas for improvement, promoting ongoing personal and professional development.
By following these tactics, I hope to improve my technical skills, improve communication and collaboration among team members, and foster a culture that values continuous learning and development. This action plan is consistent with my personal and professional development goals, advancing my career in the hospitality industry.
Conclusion
The shadowing experience at Forest Pines Hotel improved work-related abilities and technical expertise, which are essential for sustaining high guest service standards. The event demonstrated the importance of communication, teamwork, and effective task coordination. Effectively handling guest complaints is critical for maintaining excellent service levels. Continuous learning and improvement are essential for professional development in the hospitality industry.
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