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INTRODUCTION
The various service operations of a hotel are designed to enhance the experience of its guests and ensure their satisfaction. Some of these include housekeeping, food and beverage services, and front desk operations. The front desk is the primary contact point for guests and oversees their inquiries and check-outs. Ulengin and Ataman (2003), defined brand image as a product's name, main physical attributes, and its functions.
Learning Objectives 
· Understand the role of guest services and enhancing guest satisfaction.
· Develop people skills by improving communication and customer service skills.
· Learn operational procedures. Familiarize with daily operations and maintaining service standards.
· Enhance problem-solving abilities. Learn to identify and resolve guest complaints and issues promptly to ensure a positive experience.
The traditional training of hospitality professionals involves an emphasis on operational skills and is typically vocational in nature (Baum, 2006).

 Reflection on Experience and Personal Development
The Reflective Cycle created by Gibbs (1988), has helped me reflect on my experiences as a guest service representative in a hotel.
Description
As being in placement at the hotel, I was responsible for managing the various aspects of a guest's experience, such as check-in and check-out procedures. According to Torres et al. (2014), a range of factors that influence a hotel's customer satisfaction include the quality of its staff and the room environment.
Aside from being able to communicate effectively, I also had to keep track of my time and solve problems efficiently. I had to be resilient and composed under pressure, especially when dealing with the overbooked rooms and unhappy guests.

Feelings
I initially felt uneasy about being able to manage complicated problems involving guests. According to Finlay (2008), emotions can significantly impact one's growth and response. Over time, as I improved my confidence and gained more experience, I was able to use this newfound confidence to approach each shift with a renewed positive mindset, even during challenging situations. Interactions with other people can influence a person's emotions. They are culturally bound and can also be affected by the social environment (Reisinger and Turner, 2004).
Evaluation
Upon reflection on the experience, I realized that my empathetic and active listening skills helped me provide a memorable and effective guest experience. This aligns with the work of Morrison (1993), who highlights the importance of fostering positive experiences through empathy. But I also identified areas where I could improve, such as time management. 
Analysis
Upon evaluating the experience, I recognized that my initial apprehension was caused by my lack of familiarity with guest services. As I tried to learn more about this field, I realized that each interaction matters, and this concept was supported by Zeitham et al. (1985). According to this study, service quality perceptions can be influenced by cumulative interactions. By improving my people skills and maintaining a favourable demeanour, I was able to better manage my guests' expectations and handle complaints efficiently.

 Critical Analysis of Work-Based Skills and Technical Knowledge
A comprehensive evaluation of my theoretical and practical skills attained through my placement in hospitality management encompasses a balance between pragmatic application. 

Communication Skills
According to Beer (2009), one of the most important skills one can acquire is communication skills, especially in written and oral forms. Throughout my shadowing period, I was able to observe a supervisor adept at navigating through various interactions. For instance, they were able to swiftly resolve a guest's issue with their room using active listening techniques. 
Problem-Solving and Conflict Resolution
During my time at the hotel, I witnessed how the supervisor oversaw a double-booking situation, and she used the situation as a way to improve the experience of an affected individual. This incident highlighted how important it is to have quick thinking and adaptability.
Teamwork and Collaboration
 The goal of a service strategy is to provide the right signals to both the employees and customers. This is done through the design of a system that is designed to provide the necessary tools and resources to make informed decisions (Voss et al., 2008).
Familiarity with Reservation Systems
 Having the proper technical knowledge is particularly important for a front desk supervisor to ensure that the operations run smoothly. Customer contact workers will be able to improvise as long as they have the necessary skills. (Secchi et al., 2019). The supervisor was able to use the software to check in guests, manage room assignments, and process payments. A well-trained and appropriately attired staff member can provide guests with personalized attention and assistance, creating a memorable and relaxing experience Bolton et al., 2014).
Understanding of Hotel Policies and Procedures
 Being knowledgeable about hotel policies, like cancellation and refund rules, is especially important for any staff member. 

During my time working with the hotel, my supervisor made sure that the team members were aware of the rules and procedures related to these situations. Hemmington (2007) stated that instead of buying high-quality products and services, customers tend to buy experiences and memories.

Reflection on Organisational Issues
During my placement at the hotel, one particular incident caught my attention. It involved a guest who had a reservation that was mistakenly sent to another room. This incident highlighted the challenges that front desk staff members face and the underlying issues that affected their ability to provide the best possible service.
The situation
A family of four travelled all day and checked into the hotel, which is where the reservation error occurred. When the family was informed about the issue, they were understandably upset as they had used the establishment to get their sleep.
Reflection on guest service
The initial response of a front desk agent was instrumental in this situation as it demonstrated the staff's empathy for the family's distress. Unfortunately, the reservation team and staff members were not able to resolve the issue as quickly as they should have.
The incident highlighted various problems with the organization.
· the various departments did not communicate effectively. 
· the lack of a well-defined set of procedures for dealing with reservation discrepancies also affected the efficiency of the staff and resulted in inconsistent service and an increase in complaints.
· while the front desk agent was able to resolve the issue with professionalism, they lacked the necessary training and authority to provide guests with compensation offers, such as a discount or an upgrade. 

Solutions
Regular meetings can help ensure that the staff is updated on special requests and changes.
 According to Hosansky (1989), meetings are a fantastic way to accomplish important management tasks.
· the creation and dissemination of clear SOPs for addressing common issues, such as discrepancies in the reservation, can help the staff resolve such problems consistently and efficiently.
· instruct the front desk personnel to make decisions according to the guidelines established by the management team. 
· a feedback circle can be established to allow the staff to share their concerns about the operations of the hotel.
This experience reinforced the importance of proper communication within the various departments of a hotel. I will become more aware of the significance of structures and channels in delivering enhanced services to guests. 

Conclusion and Action Plan
Through the shadowing experience, which was focused on the front desk supervisory role, I was able to improve my confidence and develop a stronger personality. It also allowed me to work independently and conduct various tasks. This has allowed me to prepare myself for life after university. In addition, I believe that by being able to exhibit myself in interviews, I will be able to stand out from the crowd.

 I intend to:
· develop my customer service skills and look for leadership roles while studying. Positive leadership techniques can help improve the attitudes of employees in a hospitality organization (Patiar, A. and Wang, Y., 2016). 
·  seek feedback from my supervisors and peers to improve my communication abilities and teamwork. 
·  advanced training in booking systems. Pursue certification or additional training in Property Management Systems (PMS) to gain advanced technical skills for handling complex guest requests.
· Initiative-taking problem-solving. Study case scenarios in guest services to learn techniques for anticipating and addressing common issues before they arise.
·  conflict resolution and team dynamics. Engage in conflict resolution workshops and seek regular feedback from colleagues to improve collaboration and contribute to a positive work environment.
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