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PART-2
Reflective Journal:
[bookmark: _Toc181212279][bookmark: _Toc181730246][bookmark: _Toc181747431][bookmark: _Toc182221250]Introduction: 
Guest service operation is essential for long term success in the hotel industry as it encompass all activities in control, communications, supervising, collaborations, and experiences involving a hotel and its guests (Les Roches, 2024). I have gained comprehensive practical experience and understand the operational and managerial aspects of guest service operations as I was working 80 hours in my placement in Delta Hotels by Marriott, Swindon. Wherever these experiences have contributed to the development, particularly in terms of my work-based skills and technical knowledge that are essential to achieve and manage guest service expectations. However, guest service operations are preserving the guests have an enjoyable experience and meet their needs (Elphick,2024). Therefore, I was shadowing a supervisory position where I was learning about the rooms in the property, timings for swimming, checkouts, and check-ins etc. Also, my common task in the front desk was to help checking out, scanning the documents, making amenity vouchers, letter for the elite guest, checking the express checkout boxes, tidying up the grab & go, helping guest luggage, checking the rooms for guests, getting ready the key boxes for easy check-ins, everything ready for easy group check-ins, upgrading rooms, attending phone calls. 
[bookmark: _Toc181730247][bookmark: _Toc181747432][bookmark: _Toc182221251]Reflection on Experience and Personal Development: 
Shadowing a supervisory position is a vital experience for anyone looking to gain insights into leadership, decision-making, and the customary responsibilities of a managerial role (Mahlangu & Govender, 2015). As a shadow, I observed how a supervisor manages various leadership tasks such as setting priorities, delegating work, and making important decisions. These help my Strategic thinking, problem-solving, and understanding of decision-making processes. Therefore, Supervisors are responsible for maintaining team dynamics and ensuring clear communication between team members, management, and other departments (Karatepe, 2013). Whether it is resolving a disagreement between team members or addressing a guest complaint as well as shadowing allows how a supervisor navigates these situations with diplomacy and professionalism (Boshoff & Allen, 2000). These helps my understanding of compliance, regulatory awareness, and ethical decision-making. These roles often require quick thinking in unexpected circumstances, which can be difficult to predict as a shadow (Wood, 2013) as I witnessed how supervisors manage under pressure to ensuring team productivity and maintaining high service standards. 
[bookmark: _Toc181730248][bookmark: _Toc181747433][bookmark: _Toc182221252]Critical Analysis of Work-Based Skills and Technical Knowledge: 
Though, my experiences tailored my skills towards the hotel industry as well as knowledge of tools to grow the ability to interpret data and draw conclusion of using the software. Furthermore, this placement helps me to improve my communication skills so that it will be to responding feedback, requests, and instruction from guests. Additionally, it will help me to identifying any problems and taking a best action with innovating ideas to overcome the situations. It helps me to performs my duties well with personal growth and career development. Wherever I learned about PMS (like OPERA) for managing reservation, check-ins, room assignments, and guest requests for delivering smooth service. These helps to identify issues for tracking the satisfaction levels that monitoring online and respond it promptly (Bardi,2010). Shadowing a supervisory position provides me valuable direct experience that can enhance my leadership skills and offer insights into managing a team effectively in future (ASET, 2017). The experience can be both eye-opening and educational, helping better understand the complexities of supervision and the importance of balancing tasks, people, and company goals.
[bookmark: _Toc181730249][bookmark: _Toc181747434][bookmark: _Toc182221253]Reflection on Organisational Issues:
In my placement, I had observed the tactical aspects as well as the reactions and the interactions with guest to manages the situations that directly impact the guest satisfaction. Reflecting on my experiences, one situation that stands out is how the supervisor/ assistant manager managed a property damage by a guest, which highlights the critical importance of responsiveness, empathy, and problem solving in the department performance. I am using ERA model (Jasper, 2013) to reflect one situation that I had experiencing in my placement. These steps are as follows:
[bookmark: _Toc181730250][bookmark: _Toc181747435][bookmark: _Toc182221254]Experience: 
During my placement of shadowing a front desk in Delta hotels by Marriott, Swindon, I had experienced a case of property damage by guest. In my third week of placement, one guest was calling in the front desk and complaining about noises that coming from the next room as they were fighting. Guest was very drunk and had a fight with his partner and broke the bathroom door. The supervisor on duty went the lobby and found nothing, everything was quiet. In the morning, the guest came down to have breakfast and assistant manager greeted the guest with a calm demeanour, acknowledging their frustration and ask them regarding the noises and wanted to check the room for any damages. The guest apologised and allowed him to check the room. The supervisor of F&B and assistant manager of front desk check the room and took the pictures of broken doors. After the initial resolution, the supervisor made a point to follow up with the guest later that evening to ensure they were having to pay the damage. This follow-up demonstrated a commitment to guest satisfaction and showed the guest that their experience mattered beyond just the immediate problem. Guest was happy to pay as they seemed still a bit drunk. I was wondering how much the hotel will charge him and the guest will pay in real. Assistant manager informed the general manager regarding the matter and file a new case in the GXP as evidence for future use. The hotel charges him £450 for broken door. I shocked by hearing the price. Then the bill sent to the guest, and he agreed to pay by cash on his departure.

[bookmark: _Toc181730251][bookmark: _Toc181747436][bookmark: _Toc182221255]Reflection: 
I thought the guest might refused to pay the full amount as it seems too much for a door. As I understood that it is important to recognise the situation that should oversee delicately, quickly, and professionally to balancing the damage and maintaining a positive relationship with the guest. Assistant manager said, “£450 is not too much, as there can be any hidden damage that can be found after the guest check out, who will pay then?” The guest who feels heard and understood is more likely to remain loyal, even when things go wrong. In hospitality, empathy is often the key differentiator between a negative and a positive experience. Shadowing this situation allowed me to see immediate how an assistant manager can lead with both authority and compassion. It is not just about making decisions—it is about making the right decisions for both the guest and the business (Fallon & Rutherford, 2010).
[bookmark: _Toc181730252][bookmark: _Toc181747437][bookmark: _Toc182221256]Actions:
As I had experienced such situation first time that helps me to understand the conflict management, negotiation, and decision-making in under pressure. This experience helps me to improve the customer service, empathy, and managing inconvenient situations. Also, I learned how to active listening, providing constructive feedback, conflict resolution, and motivational strategies to solve the problem in future. This work experiencing helps me to understand practical insights into the theoretical knowledge of leadership as I learned from ‘The Great Man Theory’ from my lecturers that leaders are born with certain qualities of charm, courage, intelligence and commending personalities (Harrison, 2018). Moreover, it enhanced my leadership skills and realise the weight of responsibility so that I will carry in ensuring and maintaining my skills for giving guests a high service standard in future. 
[bookmark: _Toc181730253][bookmark: _Toc181747438][bookmark: _Toc182221257]Conclusion: 
The key insights and reflections from the learning log revolve around handling property damage caused by guests in a way by the help of ERA model that balances guest service with responsibility. This reflection helps me clear communication and expectations from the guests and professionalism in addressing damage as it is important to manage the situation calmly and professionally, avoiding accusations while ensuring the damage is documented and discussed openly with the guest and ongoing reflection to ensure both the guest and the business are treated fairly and respectfully. Shadowing is essential for developing a sturdy foundation in guest service roles that helps to gain a deeper understanding of industry standards, making it a critical component of career growth in guest service-related fields (Hagg,2013). Guest Service is not just about fixing problems, but about managing expectations that their experience matters.

[bookmark: _Toc181730254][bookmark: _Toc181747439][bookmark: _Toc182221258]
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