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[bookmark: _Toc180668441]Introduction 
Rossington Hall Hotel was known for its guest service, characterised by personalised interactions with staff that pay attention to every minute detail. The guest service operations are managing reservations, room service, concierge service, and guest relations (Bardi, 2010).    Of utmost interest to me, during my placement period, I sought to appreciate the operational and managerial aspects of these services. The main learning objectives were practical skills learned during customer service and communication and technical hotel management systems and processes.  
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[bookmark: _Toc180668444]Gibbs' Reflective Cycle 
As part of this reflective analysis, I used Gibbs' Reflective cycle and assessed the six stages mentioned below. 
Description
In the Reception/Front Office shadowing experience, I just observed the daily guest service activities. It involved check in, handling reservations, and guest inquiries.  
 Feelings 
Initially, I felt overloaded as a result of the dynamic environment and the necessity of making rapid decisions. With time, by getting to know the processes, confidence built up and then I started enjoying the complexity of guest service. 
Assessment 
Thus, the experience is priceless as it helped me in the development of essential work based skills, communication, problem solving, and handling various tasks on hand. Technical knowledge proves to be critical with hotel management software and customer relationship management tools. 
Analysis 
 I analysed the importance of specific skills for each activity in meeting guests' expectations.  I was also able to understand how Communication brought clarity and satisfaction, while problem solving was essential to solving problems as fast as possible.  Technical knowledge when blended with interpersonal skills must be used to ensure a memorable guest experience.
Conclusion 
 This experience underlined for me that good guest service can only be built on a combination of soft skills and technical knowledge. Balanced in a proper way, these competencies are essential to sustain quality in hospitality service. 


Action Plan
 I will continue training to improve my technical skills and practise my social skills by asking colleagues and mentors for feedback. I would also indulge in meetings and seminars to improve my communication skills. 
[bookmark: _Toc180668445]Experiences and learning 
Learn Guest Service Standards 
Through placement, my acquaintance with guest service expectations was elevated. I learnt that guests come in all shapes and forms with different needs and preferences. Thus, it will be essential to modify the delivery of service according to the needs and preferences of the guests. I noticed that all staff members listened to guest feedback and used it as their guide in service delivery, which consequently resulted in an inviting environment.
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Through my academic voyage, and particularly through Hospitality Management courses, I gained the basic knowledge of the service theory and customer relationship management. I first of all took modules such as Service Excellence and Customer Relationship Management which ended up giving me theoretical understanding of customer satisfaction, loyalty, and retention strategies. Besides this, I got involved in various internships in the industry including a front of house position at a reputed local hotel where I practiced by myself, theories like service recovery and customer interaction.  My academic journey, especially the courses in hospitality management, developed the bases that allowed a good grounding in service theory and customer relationship management. I had first-hand experience through various placements till then but still needed to have the supervisors’ view that Rossington Hall provided. 
Still, my time at Rossington Hall was the actual one that made my knowledge more comprehensive. As I worked in tandem with the supervisors here I gathered tips on bet operations in operation management and learned how to make the best use of the opportunities presented to me in the areas of customer service. I felt the hope of the knowledge that I had acquired in the classroom to be the explanation of the other students’ development both in team coordination, guest relations, and service optimization and this is one among the most wonderful innovations I have ever observed.
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Section 2: Critical Analysis of Work Based Skills and Technical Knowledge 
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Communication Skills
 The communication skills of hospitality are exceptional. Listening actively would make one believe that the employees deal with guest enquiries and grievances very attentively (Shani and Coghlan, 2021. pp. 518-541)
When a guest complained about a room, the receptionist's empathetic response and clear explanation diffused the situation and helped regain the guest's trust. 
Problem Solving Skills
 Critical thinking skills and solving problems are necessary tools. I saw a scenario during my time at work wherein a room was double booked confusing during check in time. He addressed the problem situation promptly, transparently communicated with the customers and also did free upgrades to solve the problem which shows the great importance of prompt problem solving. 
Multitasking
Front desk staffs are constantly juggling multiple tasks, such as accepting check ins and answering the phone. Experience shows that how the staff multitasks is one of the most important factors in keeping standards during a busy period for a hotel, ensuring no guest ever feels neglected (Baresh, 2022. pp. 27-35). 
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Hotel Management Software
 Knowledge of the management system of a hotel would be essential. I also learned how to utilise their management software in making reservations, handling cancellations, and having an update on guest information. With this kind of technology, they could inform the guests of what they needed without revealing too much about the operations. 
Customer Relationship Management (CRM)
 CRM knowledge helps to monitor guest preferences and feedback. The data received forms particular services for every guest, thereby increasing the experience of guests. For example, I come to realise that the employees used the previous guests' records while greeting returning guests by name, thus raising service standards. Deploying such skills and knowledge is very important to ensure a high level of guest service standards. Effective communication welcomes an environment, but problem solving ensures rapid attention to the guest's concerns (Fahmi and Ali, 2022. pp. 823-835).  This, in turn, increases their satisfaction and loyalty. 
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[bookmark: _Toc180668451]The situation encountered during the placement and possible solution. 
The most obvious example was when a guest complained that her room was too noisy. The short term implication here is that the guest was visibly agitated. The mood of the staff was ruined, along with the ambience of the front office. To relocate the guest, it had to be done right then and there. This not only stopped further dissatisfies but brought the need for pre emptive action and measures into guest room assignments into focus.
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The noisy room problem will be approached systematically. Room Assignment was taken into consideration in order to ensure that the room assignment will take into consideration noise level variables along with the wishes of the guest. 
Proactive Communication was implemented as a probable solution in order to inform the guests about possible noise disturbances at check-in so they may raise concerns in advance.
 Staff Training was also improvised and progressed training for staff in dealing with complaints, teaching effective resolution of specific problems with empathy.  Although the hotel succeeded in transferring the guests without any mishaps, addressing potential noise issues before they arise could make service even more satisfactory for guests and efficient in operation. 



[bookmark: _Toc180668453] Conclusion and action plan 
During my stay at Rossington Hall Hotel, I have been able to understand many aspects of guest service dynamics. At present, I have come to realise that what is technically termed to be knowledge should rather go hand in hand with interpersonal skills to counteract expectations in managing guest service. Applying these insights in my future professional practice would serve to continue on this career path of continued skill development both as a person and operationally within the hospitality industry. This internship presented a vivid image of my career, which dictates the importance of prime guest service in establishing a positive hotel reputation.
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As a means to build on my experience and further enhance my skills, I propose the following action plan.
Enhanced Training  
I will participate in the Advanced Customer Service Techniques and Conflict Resolution workshop. This will enhance my knowledge of best practices when managing guest expectations. 
Software Proficiency 
I will be taking some time to complete courses and tutorials on hotel management software and CRM systems. This will make me proficient in using these systems and will enable me to become more efficient in managing guest-related tasks. 
Shadowing and Mentoring
 Find shadowing opportunities to possibly continue in different departments, in housekeeping or food and beverage services, that can get a 360-degree perspective on a hotel's operations, and lastly, find a mentor in the hotel who will be able to advise and guide me in terms of career planning.
Feed Back Mechanism 
I have always maintained a personal feedback loop by asking my colleagues and supervisors about my performance from time to time to identify areas of improvement and reinforce strengths. 
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