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[bookmark: _Toc159365093]Introduction: 
Back rooms are the concealed or concealed divisions of an organisation. While the front desk is responsible for customer interactions and other front-of-house duties, the back office performs every tedious job necessary to ensure the efficient operation of the company. The back office works as the central hub for operational and administrative responsibilities, housing the entirety of the organization's supporting infrastructure. You can be certain that the organisation is operating at optimum effectiveness by doing so. Compliance with rules, operations, supply chain management, and technical support are all functions of the back office. The back offices of investment management organisations are also in charge of risk assessment, regulatory compliance, and auditing. Additionally, financial institutions depend on back-office operations such as payroll, compliance, and transaction resolution. Administration, accounting, compliance, information technology, human resources, operations and supply chain management, and many others are situated in the back office. 
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Through the procedure of observing a supervisor in the selected department, I have acquired valuable insights into the significance of technical expertise and work-based skills in successfully handling and fulfilling passenger service demands. Through active engagement and careful observation, I have developed an appreciation for the intricate equilibrium that must be kept to oversee the myriad aspects of hotel operations with the primary objective of guaranteeing customer satisfaction. This experience has underscored the criticality of utilising skills such as problem-solving, adaptability, and effective communication (Zedeck, 2021). Departments and teams must communicate effectively and promptly to maintain smooth operations and assure visitor satisfaction, as I have personally observed. Additionally, having the ability to adapt to novel circumstances and surmount obstacles is imperative for upholding a superior standard of service. Furthermore, successfully administering guest services necessitates an understanding of technology. Supervisors who possess extensive knowledge of technological tools such as reservation systems and property management software are more adept at streamlining operations, forecasting guests' needs, and solving issues expeditiously. This experience has underscored the importance of maintaining and enhancing technical knowledge to adapt to industry developments and deliver exceptional visitor experiences. In addition to studies, apprenticeships, and work experience, communication, collaboration, task management, personal skills, and client service have all been integral components of my professional and personal development. Through each opportunity, I acquired invaluable knowledge and practical skills that have significantly improved my ability to succeed in the constantly shifting hospitality industry. 

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Competence in both technical expertise and practical acumen is imperative in the realm of hospitality management. Keeping operational effectiveness and delivering exceptional guest experiences require having all of these attributes (Tunc and Aslan, 2020). Supervisors in the hotel industry are required to possess robust practical skills, including leadership capabilities, solving issues acumen, and effective interpersonal communication. Effective leadership fosters a conducive work environment, encourages employees, and inspires them to deliver exceptional customer service. Income maximising, resource optimisation, and effective decision-making are all attainable when administrators possess the required technical expertise. This encompasses practical knowledge of revenue management strategies, property management systems, and data analysis tools. The practical abilities and technical knowledge I gained in an administrative capacity during my shadowing experience proved to be of enormous benefit. For instance, the ability to supervise room inventory and rate management needs a comprehensive understanding of revenue management concepts and market dynamics. To optimise revenue and occupancy, administrators may modify pricing and allocation strategies following analyzing demand trends and rival pricing tactics (Salmon, 2018). 
Section 3: Reflection on Organisational Issues
A huge organisational hurdle that arose throughout the shadowing experience pertained to employee scheduling and resource allocation. Guests experienced longer wait times for visitor services and a decline in overall satisfaction as a result of insufficient personnel levels during peak hours. The department's performance was adversely affected, resulting in a decrease in staff morale and cooperation. Staffing and resource allocation must be determined by data to resolve this issue. By analysing authorization patterns, visitor service demand projections, and historical occupancy data, it is possible to implement a more proactive strategy for resource allocation and scheduling. Having people who have received training in multiple domains may improve their adaptability and facilitate the movement of assets when necessary. Efficient resolutions can be formulated and executed by capitalising on pertinent concepts, including operations management principles and human resource management techniques. To enhance passenger service and mitigate operational obstacles, hotels can prioritise proactive resource planning and foster a flexible and inclusive work environment. I gained significant findings on the importance of work-related competencies, technical expertise, and organisational complexities in the leadership of visitor services through my shadowing experience in a supervisory position within the hotel administration division (Ivezic and Luka Ivezic, 2020). Hotel industry professionals possess the capacity to handle challenging circumstances while providing extraordinary visitor experiences by capitalising on their practical knowledge and theoretical frameworks. 
Future moving strategy:
Based on my experience in passenger service operations, it is evident that there is potential for improvement in both my technical knowledge and job-related abilities. A continuous approach to attaining professional and personal aims in the fields of transportation, collaboration, communication, and time management: 
Communications Skills: Engage in those active listening exercises to gain a greater awareness of the visitor's wishes and requirements. For the reason of fostering positive relationships with colleagues and visitors, hone your skills in plain and concise communication. To identify areas for improvement in one's communication abilities, seek input from supervisors and peers. 
Teamwork: To cultivate a sense of confidence and cooperation among team members, engage in team-building exercises (Hazard, 2019). To improve one's aptitude for collaborative work and gain insights into the operational procedures of various sectors, contemplate engaging in cross-functional service. Promoting an environment favourable to work satisfaction necessitates creating a climate that values and rewards open communication and mutual respect among team members (Clarke, 2018). 
Tasks management: Maximise output and meet strict time constraints through the execution of time management strategies. Employ project management software or a task list to ensure accountability and planning. Transfer duties when suitable and ensure that your expectations are communicated clearly to ensure all work is completed (Benoliel and Schechter, 2018). 
Personal Skills: It may be possible to improve one's social skills through attending a seminar or programme that focuses on emotional intelligence or conflict resolution. A positive outlook and effective stress management are achieved via the use of mindfulness and self-reflection techniques. Encourage on-going development by establishing targets for personal growth and consistently reviewing one's progress (Coffelt, Grauman and Smith, 2019).
Guest assistance: Leverage opportunities for professional development, including seminars and conferences, to remain informed on the most recent developments in your area of knowledge. Among the many ways to acquire the expertise and abilities necessary to deliver stellar service to patrons is by observing seasoned experts in the industry. To determine how to enhance your service, solicit feedback from customers. Implement the previously mentioned modifications. 
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Conclusion:
In conclusion, the learning journal has proven to be an invaluable tool in ruminating upon and comprehending the guest service operations shadowing experience. This exemplifies the importance that employees in the hospitality industry place on acquiring technical expertise, gathering practical experience, and maintaining knowledge of passenger service standards. During the shadowing experience, it became evident that exceptional service to visitors requires collaboration, effective communication, professional development, and proficient interpersonal skills. In addition, it has underscored the importance of continuous education and training for hotel personnel as they establish their professional aspirations. Subsequently, the aforementioned course of action shall serve as a blueprint for enhancing proficiency and capabilities, fostering career and personal growth, and advancing one's career in the hospitality sector. By implementing these strategies, I hope to achieve even greater success in passenger service operations and advance professionally. 
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