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[bookmark: _Toc190969591]Introduction 
Guest service is an important aspect of hotel management which consists of pre-arrival to post-departure experiences in detail. Leonardo Hotel Cardiff is known for their exclusive and unique guest services (Leonardo, 2025). Housekeeping, guest relations, front office management and some others are the key services of the hotel. The overall reflection will be based on shadowing the position of a supervisor within the food and beverages, meeting & events and housekeeping & reception to reflect the overall experience. Gibbs's reflective cycle model will be followed in this reflective log to evaluate personal development within the desired placement. Critical analysis of multiple work-based skills, technical knowledge, organisational issues and a detailed action plan will be highlighted as well. 
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[bookmark: _Toc190969592]Overview of Chosen Department 
Food & Beverages is the most active department of the organisation responsible for offering quality foods and beverages to the customers. Following the review of the company, it is stated that a wide number of clients stated they offer good breakfast an exclusive service to the consumers (Leonardo, 2025). On the other hand, the housekeeping department is liable for managing and cleaning the rooms of the guests and managing laundry and other services. The reception or the front desk operations of the hotel are more effective in handling overall guest queries in time. The meeting & events department of the hotel is responsible for managing large gatherings which include unique room set-up, quality foods and some other premium services.
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[bookmark: _Toc190969593]Section 1: Reflection on Experience and Personal Development
Gibbs's reflective cycle is used here to reflect the overall experiences and ensure personal development in real time. 
Description
My placement at Leonardo Hotel Cardiff improved my overall experience of working within a professional field effectively. I have a keen interest in operating within the food & beverages, meeting & events and housekeeping & reception departments. In this regard, I played the role of a shadow supervisor in these departments to offer quality guest services. This role enabled me to identify the importance of technical skills in managing guest experiences effectively (Mitsakis et al., 2024). These skills played a significant role in managing the operations of the reception department. Communication is the key skill required in the vents & meetings department to foster teamwork. I faced some challenges in ensuring the organised approach which is necessary within the guest services sector. 
Feelings 
I became very excited when I got to know about my job role as a shadow supervisor in three different departments within a renowned hotel. A sense of nervousness is hindering me from giving my best and acting efficiently within the hotel to offer advanced guest experiences effectively. 
Evaluation 
Based on my work performance I worked hard to evaluate my strengths and weaknesses which helped me to be capable and a suitable option for my desired job career. I analysed that critical thinking and problem-solving are the key skills. Certain improvement and development are required in improving communication, organisational skills and time management (Mitsakis et al., 2024). Improvement in these skills will help me to improve my personal and professional experiences to work within a professional context. 
Analysis
During my role as a shadow supervisor, I perform effectively in resolving the queries of the guests regarding room reservations, food and others. I got some negative comments from the guests due lack of organised behaviour and timely service delivery which has had an adverse impact on my career (Hägg, 2021). 
Conclusion
I developed a set of knowledge and awareness regarding advanced guest services while working at Leonardo Hotel Cardiff. Apart from that, I identified that continuous learning and development are required in bridging the skill gaps in teamwork, task management, guest services, personal skills, communication and some others (Hägg, 2021). 
Action Plan  
A detailed action plan, resources and guidance are required to ensure personal and professional development by minimising these skill gaps. I believe that regular practice of these skills and real-time implementation will help me to bridge the gaps. 
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[bookmark: _Toc190969594]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The operations of the hospitality sector are changed over time as the preferences of the guests change continuously. In this regard, a balanced approach is required in managing technical knowledge and work-related skills to offer advanced guest experiences. Communication, teamwork and guest services are some key skills which help in managing better relationships with the guests. Task management is the technical skill which helped in guiding the guest and resolving their queries. During my role as a shadow supervisor at Leonardo Hotel Cardiff hotel I improve my team working and personal skills management (Hägg, 2021). I also learned some techniques of billing, offering discounts and offers which allowed me to offer advanced guest services. Apart from that, I improved my adaptability skills and am liable to answer questions about wine preparation, product demonstration and some others in detail. I analysed the importance and demands of technical knowledge and work-based skills in offering guest experiences. For example, I remember that a family reserved a table through websites whereas they were not found in the system and were allocated to others. The clients got frustrated and the waiting area became crowded. 
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Challenges 
Leonardo Hotel Cardiff offers poor room services and the temperature of the rooms was very cold as the air conditioner was worked partly. The staff of the hotel are very short tempered and unable to offer advanced customer care. It was identified that the washroom of the hotel was not in good condition and the roll holders of the washroom were not in its proper place (Tripadvisor, 2025). The ceiling voids disturbed the sleeping of the guests and were noisy which negatively impacted the consumer's experiences. 
Solutions 
Leonardo Hotel Cardiff hotel is suggested to improve their room services by offering better and quality services which will be worth for money. They need to place a heater in each room as the room temperature is often minus temperature which leads to dissatisfaction among the guests. Training and development are required as the staffs are short-tempered and unable to offer active guest services. The company needs to spend some money on room development and changing the damaged items in the toilets. Investment in the company in managing advanced guest experiences will help in maintaining a proven record of success. 
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[bookmark: _Toc190969596]Conclusion and Action Plan 
After analysing the entire reflective log in detail, it was stated that technological skills and work-based knowledge were required in offering advanced guest services. Gibb's reflective model was highlighted to reflect the journey as a shadow supervisor. Organisational challenges and solutions to address them effectively were underlined as well within the organisational context. 
Action Plan
	Skills 
	Action Plan 
	Resources 
	Time 

	Communication Skill 
	Communicate with peers and family members in a professional approach, listening actively to others and seeking feedback are required (Taiwo and Esther, 2022). 
	 Reading books and articles, self-communication practice, reading books and journals, online courses and mentorship from the expert and senior staffs helps in getting more better and effective results. 
	6 months and communication with peers. 

	Technical Knowledge 
	Short-term course in managing technical skills, learning different billing techniques and setting realistic goals to attain targets helps in achieving success. 
	Billing software, online classes, guidance from mentors, books and journals regarding technical knowledge development will be effective resources (Taiwo and Esther, 2022). 
	9 months and practical applications.

	Task Management 
	Prioritising the significant task first, setting SMART goals, ensuring time blocking and minimising the number of distractions help me bridge these skill gaps (Baresh, 2022). 
	Project management tools, time-blocking techniques, regular review and the guidance of mentors and peers will help me in bridging the skill gap. 
	10 months and continue practice
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