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[bookmark: _Toc182449182]Introduction:
In Holiday Inn Sunderland, guest services are well coordinated, to effectively ensure all the guests are well welcomed and entertained. Together key departments work to provide quality, comfort, and convenience when the guest stays. These departments include the Reception/Front Office, housekeeping/Maintenance, Food, and Beverage, Leisure Club, Meetings, and Events departments and all are required to maintain very high standards of guest services. The operations of the hotel reflect that of the Holiday Inn brand and comprise professionalism, attentiveness, and effective delivery of service.
I work in the Reception/Front Office department, the place where interaction between guests takes place. These are the essential tasks a team manages like guest check-in and check-out, room assignments, reservations, and questions they have. The Front Office is the guest's first and last point of contact within the hotel, and the staff's first impression of the guest and the Hotel in general heavily impacts the guest experience, and who in turn shares the guest experience with the remainder of the people within the organisation. The department ensuring a strong message, quick support, and proper cooperation with the other departments of the hotel helps to provide guest satisfaction and contribute to a positive evaluation of the hotel.
[bookmark: _Toc182449183]Learning Objectives:
The learning objectives for my place at the Holiday Inn Sunderland within the Reception/Front Office department are primarily with the experiences acquired in the management of guests’ services and secondly with the knowledge enhanced relevant to organizing the front office. Key objectives include:
· Enhancing Communication Skills: Use appropriate communication to get in touch with guests, and address queries and other issues professionally.
· Mastering Operational Processes: Get hands-on experience in checking in and checking out of guests, reservation methods, and billing through the software of hotel management.
· Understanding Guest Expectations and Service Standards: Teams will learn to exceed guest expectations from arrival to departure.
· Improving Problem-Solving and Conflict Resolution Abilities: Learn to quickly assess and solve guest issues balancing guest satisfaction with hotel policies.
· Collaborating Across Departments: Learn how to appreciate multi-departmental collaboration in providing services to the guests.
[bookmark: _Toc182449184]Section 1: Experience and Its Reflection on Personal Development:
Gibbs' Reflective Cycle (1988) was applied to evaluate my experience shadowing a supervisory role in the reception front office department at Holiday Inn Sunderland. The model structures reflection in six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan to allow systematic evaluation of how my placement played a part in the development of essential work or technical knowledge in guest service management (Gibbs, 1988).
Reception/Front Office Department Shadowing Experience:

Responsibilities and Duties:
In my placement I noticed that the Front Office supervisor is handling big tasks like check-ins, working with housekeeping, and dealing with guest requests. A particular interaction that stood out was between a guests who was dissatisfied with the room amenities. In this situation, the supervisor was professional and hopefully empathetic about managing this issue with good communication as well. There are results of how a positive guest experience can be maintained, even when things don’t go according to plan, and how empathy and adaptability are important.
Technical Knowledge:
Technical skills were crucial to the efficient service because of the supervisor’s expertise with the hotel’s Property Management System (PMS) (Svitla, 2024). The supervisor uses the PMS to accomplish the allocation of the rooms and bill-related issues efficiently pointing to a convenient check-in process. Watching the effectiveness of this system, it is possible to notice that technical competencies are crucial when it comes to satisfying guests’ demands on time (Walker and Miller, 2021).
Understanding of the Importance of Work-Based Skills and Technical Knowledge:

Adaptability and Communication
In my placement experience, I learned what kind of impact adaptability and communication make on guest satisfaction. Service recovery was important and interpersonal skills were important when complaints were made the supervisors of calm and empathetic response to complaints reiterated the value of interpersonal skills. The soft skills exchange highlighted the importance of soft skills versus technical skills concerning guest service.
Efficiency in Task Management:
In high-demand scenarios such as the Front Office, task management and system proficiency are crucial. It was nice to observe the supervisor's quick handling of check-ins using the PMS, showing us that technical skills help create a seamless experience for the guests and operations.
[bookmark: _Toc182449185]Impact of Personal and Vocational Development on Professional Skills
Building on Academic Knowledge:
Looking back on my academic journey, hospitality management (Levels 4 to 6) trained me in the basics of guest service standards. This theoretical knowledge was vital in understanding how service protocols and guest satisfaction principles are put into practice in a real-world selection.
Enhancing Communication and Teamwork:
I learned the value of teamwork and report writing from my prior customer service experience since working in a team setting required members to plan their work across functions and report to one another. The observation of these elements in operation highlighted their utility for the maintenance of service consistency.
[bookmark: _Toc182449186]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge:
Work-based skills and technical knowledge are essential in meeting and exceeding guest expectations in guest service roles and should ensure seamless operations thus creating a positive guest experience (Walker and Miller, 2021).  During shadowing in the Reception/Front Office of Holiday Inn Sunderland, I saw skills like adaptation, communication, and technical ability with Property Management System (PMS) all of which had a direct impact on service quality.
Guest Service Standards and Work-Based Skills:
In hospitality, effective communication is key for building relations with guests as well as communication between colleagues. For instance, the supervisor calmly dealing with a guest’s concern about a room mix-up, during a busy check-in, which would surely have added to the pressure. They listened, apologized, and fixed the problem fast. This interaction demonstrated the best ways to go through client expectations, and how to anger and or please one. In particular, empathy has been found to increase guest satisfaction and thus, the level of customer loyalty as service recovery models suggest that interpersonal connection is important in re-establishing relations (Baum, 2020).
Operational Effectiveness and Technical Awareness:
Both technical expertise, especially in using the PMS, is also of equal importance for operational efficiency. The use of the PMS substantially improved efficiency as the supervisor could quickly review guest preferences, allocate the rooms to all guests, and complete a correct billing process. For instance, the shadowing revealed that in my department an overbooking was flagged by the PMS with the supervisor adjusting rooms in a timely manner. That quick response saved guest wait time, which helped contribute to a great first impression (Indeed, 2024). Good hotel management software doesn't only improve pace and accuracy, but it also helps staff to predict and meet guests’ needs before they occur is vital to contain high service norms (Walker and Miller, 2021).
Relevance to the Guest Service Standards:
These skills correlate with properly set hospitable benchmarks or standards involving efficiency, accuracy, and the provision of individualized services. From the observation, it was clear that communication skills together with technical skills are complementary in delivering a perfect guest experience.
[bookmark: _Toc182449187]Section 3: Reflection on Organisational Issues:
During my placement at Holiday Inn Sunderland, I encountered a significant guest service issue: It was a delay in room readiness that led to Guest dissatisfaction. Communication gaps between the Reception/Front Office and Housekeeping departments resulted in this because Housekeeping delays meant rooms weren’t available at the promised check-in time. Customer dissatisfaction had to be handled by the front desk, which then influenced the guests’ perceptions about the quality of the hotel´s service. Studies show that any experience that does not meet or fails to meet the guest’s expectations would hurt a hotel as well as the usage loyalty (Lovelock and Patterson, 2015).
The Impact on Department and Operations:
Apart from creating delays in visitor satisfaction, it also created delays by failing departmental work as front desk personnel were having to deal with complaints while completing other tasks. Delays in service delivery have negative effects on operational inefficiency and overall performance and this situation showed the necessity of rapid communication between departments. Slack et al. (2020) state that it is essential for hospitality interdepartmental coordination to have consistent service quality.
Suggested Solutions:
To resolve and prevent similar issues, the following solutions are recommended:
Technology for Improved Interdepartmental Communication:
A real-time communication platform (such as a shared digital system with the control of both Housekeeping and Reception) immediately updates room statuses on an instant basis. This kind of approach would help the front desk inform the guests with accurate information on the available rooms. According to Slack et al, (2020), using technology to enhance the organisational flow in the provision of updates could help enhance the guest experience.
Service Recovery Strategies:
Utilizing the Service Recovery Paradox (SRP), transforming an unfavourable scenario into a favourable one is possible by satisfying customers’ expectations following a complaint; offering extras including a free meal, or the possibility of extending the stay in the hotel (Mattila, 2001). This way solves the current issue, but at the same time, it creates loyalty among the visitors to see the hotels’ concern in providing the best services.
[bookmark: _Toc182449188]Conclusion:
Shadowing Holidays Inn Sunderland gives a broader view of the skill set that leads to being in this guest services role in a supervisory role. I learned how to develop both the technical skills: of running the Property Management System (PMS) and the interpersonal skills: of communication, empathy, and adaptability. This experience illustrated exactly a situation where a successful guest service professional should have technical know-how enriched with endearing soft skills to give proper customer experiences, especially in handling complaints or special requests. These insights have helped me reflect on this commitment and given me greater clarity as to what is required to succeed in hospitality by assisting me in developing more outcomes that directly relate to hospitality.
[bookmark: _Toc182449189]Action Plan:
Develop Technical Proficiency: 
For enhancement of technical competency, the need to update specialized training on the management of hotel systems and software other than the PMS, in the management of reservations and evaluation of guest data will be pursued.
Enhance Interpersonal Skills:
I will need to improve my communication and empathy skills. To improve my confidence with customers and emotional aptitude when handling customers I take customer service and emotional intelligence training.
This plan will not only strengthen what I have learned but also will help me for the growth of promotion and new responsibilities which will enhance my career deal in hotel guest service management.
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