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[bookmark: _Toc180857197]Introduction
The goal of guest service operations is to ensure a positive experience for the guests and make them happy with services. It helps to get repeat customers for the hotel and gather positive feedback from the clients (Vallen and Vallen, 2013). Nowadays, visitors anticipate a certain degree of individualised consideration and care (Rutherford, 2021). For UK-based hospitality firms to be profitable, they must meet and even exceed such expectations (Bardi, 2011). New Steine Hotel is a French Boutique Hotel from Brighton, UK that focuses on providing a welcoming and warm experience for its guests (New Steine Hotel, 2024). I have been placed as a supervisor in the guest service operations of this hotel.  
The objectives of my placement in guest service operations are:
· To build competency in client interactions and reception operations
· To gain practical knowledge about guest handling and conflict resolution
· To handle the challenging situation with calmness
· To improve leadership and teamwork
[bookmark: _b1i4deqotn4f][bookmark: _Toc180857198]Discussion
[bookmark: _pxkinh3rpod7][bookmark: _Toc180857199]Section 1: Reflection on Experience and Personal Development
Gibb’s reflective cycle is a 6-stage process which helps people identify their strengths and weaknesses and empowers emotional intelligence (Adeani et al. 2020). 
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Figure 1: Gibb’s Reflective Cycle
(Source: Adeani et al. 2020)
Introduction: Here, I will use Gibbs Reflective Cycle to identify my vocational and personal development and identify the industrial experience with my academic journey to get a clear idea about my strengths and weaknesses. 
Description: I have places as a supervisor in the Department of Guest Services Operations in the New Steine Hotel, Brighton. My job role was to manage the enquiries of the guests, coordinate with receptionists and manage the team members by resolving conflicts. 
Feelings: Initially I was very excited with my new job role and I started to gain experiences as well as challenges. This supervisory role helps me to observe how adjustment to minor issues can improve overall guest satisfaction. I believe, Kolb's Experiential Learning concept, for example, would have allowed me to concentrate on the particular occurrence of the visitor's grievance It will consider the feelings involved, come up with more effective approaches, and ultimately solve the situation.
Evaluation: I have gained practical ideas about task prioritisation and managing the complaints received from our guests. I struggled to meet the concerns of the guests due to a lack of experience and resources. In contrast, I also had trouble handling issues in an efficient manner. For instance, my first reaction was reflexive rather than constructive whenever a visitor complained about their accommodation. This revealed a weakness in my approach to dealing with visitors, especially when it came to using alternative dispute-resolution techniques. One must handle with clients with a proactive mind-set (Nurunnabi et al. 2022).
Analysis: I learnt from my job how crucial technical understanding as well as work-based capabilities are to providing excellent client service. For example, I discovered how important it is to communicate clearly and succinctly, particularly at busy times when several guests' requirements may conflict. The basis for such understanding was established by my education during my undergraduate course in managing guest service operations, but its hands-on experience expanded my comprehension. Furthermore, I discovered that the quality of service in the New Steine Hotel is greatly impacted by my awareness of how I feel as well as the ones of my visitors, according to the Emotional Intelligence (EI) hypothesis. Improving my interpersonal skills would enable me to identify when a visitor was distressed and react with compassion and comprehension, maybe turning the bad encounter into a good one.
Conclusion: Even though I had researched the advantages of communication as well as collaboration, witnessing these in action. I have to deal with grievances or unforeseen circumstances, reinforcing the need to be flexible and composed under a specific timeframe.
Action Plan: In future, I want to improve my leadership and communication skills with different HR workshops and courses from online platforms like Duolingo and Udemy. 
[bookmark: _xaf86hngtrlc][bookmark: _Toc180857200]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Communication skills have been one of the major inclusions in my skill book where Microsoft Excel is the software which helped me to reduce the overall pressure and save the amount of time taken.  The value of the experience of guests can be enhanced through skilled interactions (Bagchi et al. 2021). Work-based skills are one of them which includes interpersonal skills and problem-solving efficiencies. Time management has also taught me to do multitasking roles properly without getting frustrated. Empathy and concern are the skills which help an individual understand the guests' minds and deliver as per them (Matey, 2024). Being a supervisor, I can communicate with clients effectively. It becomes very easy for me to handle the situations and the consumers empathetically. There have been such instances from last December, during Christmas peak hours, when I was sitting at the front desk and was demonstrating the desired trip, but consumers were having some issues with it. Leadership Skills have been increased as I was taught to solve problems from the front and take decisions very rapidly and efficiently. I had to make a quick decision at that time which helped the issue to get resolved quickly. This makes the guests loyal and highly satisfied. Efficiency has been improved and technical knowledge plays a good role in it (Raghubalan and Raghubalan, 2014). In addition, property management systems and billing are the key features which can improve guest services (Hayes et al. 2017). In contrast, work-based skills have been a big factor for me which is a strong case of organisational and multitasking methods (Tewari, 2009). It can help one to maintain a proper flow of operation (Wood, 2013). These are the skills which help me to manage high-pressure situations where I have to handle overbooking and handling the potential friction with the guests. 
[bookmark: _idgru1ugn39i][bookmark: _Toc180857201]Section 3: Reflection on Organisational Issues
In October 2022, during my 2nd month of working at New Steine Hotel, I faced a situation where a guest requested to change rooms at the last minute. Due to an internal miscommunication a specific suite availability was not there. Hence the guest was frustrated about the incident. Hence, I took certain approaches to neutralize the situation, firstly I listened to the guest actively. Knowing the concerns without interruptions is a positive sign for the guest so that he understands that I am here to solve the issue. Then I assured them how important their stay in our hotel was. Then I went for problem solving and tried my best to solve the issue urgently. I explored all the floors swiftly if there were any available rooms and additional benefits. However, after some time I found an upgraded suite room which has extra amenities with complimentary breakfast and an extra added room in it. Then I apologised to the guest and tried to offer him a goodwill treatment where there were no additional charges for the room. Finally, the outcome of all these inputs turned out to be a gesture of appreciation towards me who initially hesitated towards the same. The person gladly accepted the new room and dinner offer as well. However, at the end of the stay, the guest expressed a note of gratitude in terms of my problem-solving attitude and how the hotel took the cause of handling the situation perfectly. The value of empathy reinforced the bonding between the hotel and the guest (Slack et al. 2010). I had integrated the 3Cs of hospitality in this situation-Communication, Convenience, and Choice. This scenario not only left me in a challenging situation but also assisted us in rebuilding the trust and maintaining a commitment towards our client. 
[bookmark: _d3w5r5jua4t6][bookmark: _Toc180857202]Conclusion and Action Plan
From the above discussion, I can conclude that my comprehension of the abilities and know-how needed to oversee guest service standards has been enhanced by my experience observing a supervisor within the guest operations department. I have developed a thorough understanding of what it requires to be successful in hotel ownership and provide outstanding client service by fusing my academic education with real-world experience. 
In future, during the stressful situation, I will keep myself calm and try to solve the problem from the root. I will follow my peers to perform work before the deadline by listing all tasks I am entitled to and marking them according to their priority. 
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