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[bookmark: _Toc157193797]Introduction
The shadowing of the Assistant Receptionist role at DoubleTree by Hilton Bristol North is reflected in this learning log. I will analyze how this opportunity enabled me to acquire relevant workplace competencies and technological expertise needed in providing world-class guest experiences. Finally, my discussion will also touch on the role of personal development and previous work experiences in forming a comprehension about communication; teamwork, task management (Johnston et al., 2012). In summary, I hope to critically reflect upon the pivotal lessons about hospitality professionals who are responsible for maintaining service standards and guest satisfaction. This log will also support theories and models that match with my professional goals in the field.

[bookmark: _Toc157193798]Reflection on Experience and Personal Development
An outstanding opportunity to gain valuable insights into the front-of-house operations that are so essential for guaranteeing optimum guest satisfaction was offered by shadowing the Assistant Receptionist at DoubleTree. It was by means of observation and operational support that I found out at first hand the everyday challenges involved in dealing with a wide range of issues from managing reservations, check-ins to guest questions and complaints. The intensive interactions with the patrons helped to emphasize the importance of courteous service, timely issue resolutions and meeting brands standards (Hagg 2013). I used the time practicing administrative tasks, learning about property management systems and helping with guest requests to acquire hands-on knowledge. This opportunity showed that multi-tasking, attention to detail, effective communication and problem solving are workforce skills crucial for running the front desk (Agarwal 2021).
The experience also increased my understanding of the technical know-how needed to execute reception officer duties as an Assistant Receptionist. I learned to understand the use of software used in customer reservations, check-ins billing and reports. Understanding protocols for reservations, early arrivals and late check-outs gave an insight into standard practices (ASET, 2017). The direct view of the front-line role highlighted the importance for hotel systems and processes to be compatible with an outcome that would provide effortless guest experiences. The whole process of shadowing the supervisor showed me that comprehensive technical knowledge allows hospitality workers to offer quality services and guidance. 
This front desk experience, when considered alongside previous placements and academic learning, provided broader perspective on core competencies like communication, teamwork and task management. Successfully collaborating with the front office team highlighted interpersonal skills vital for guest services (Fallon and Rutherford, 2010). I was able to connect concepts from university courses on hospitality operations to practical scenarios. My past experience in food and beverage departments also provided context on coordinating across functions. This multi-dimensional development continues to shape my approach as an aspiring hospitality professional.

[bookmark: _Toc157193799]Critical Analysis of Work-Based Skills and Technical Knowledge
The front desk experience emphasized the integral role of work-based skills in upholding guest service standards. Skills like communication, problem-solving and composure under pressure directly impact the quality of customer interactions (Bardi, 2010). I observed the emphasis placed on courteous, empathetic and active listening when addressing guest queries, to foster positive experiences. Diplomacy and tact were critical for mollifying frustrated patrons and resolving complaints. Seeing these competencies applied first-hand reiterated their importance for satisfied guests who are likely to return and recommend the brand (Tewan, 2009). The ability to multi-task and effectively manage priorities was crucial for smooth operations during busy periods. Work-based skills provide the foundation for consistent and thoughtful service that shapes guest perceptions.
Additionally, the shadowing underscored the importance of comprehensive technical knowledge for seamless front office operations (QAA, 2018). Expertise with the property management software is indispensable for efficient management of reservations, room assignments, billing and reporting. I gained appreciation for how systematic approaches for completing tasks, from check-ins to night audits, contribute to service delivery. The nuanced understanding of protocols for early arrivals or late departures enables providing appropriate solutions. In-depth knowledge of the hotel's offerings allows effectively guiding guests on amenities and facilities. Mastery over technical aspects empowers staff to act as brand ambassadors who provide personalized service (Agarwal, 2021). Insights into how dedicated training and experience cultivates this specialized knowledge will inform my own professional development. The technical capabilities complement work-based skills for overall guest satisfaction.
This front line experience provided invaluable perspective on the work-based competencies and technical expertise that enable hospitality professionals to maintain excellent service standards. I have gained deeper admiration for the multifaceted qualities required for fulfilling theAssistant Receptionist role. The learning will guide me as I continue developing well-rounded capabilities to provide memorable guest experiences and uphold my organization's reputation.

[bookmark: _Toc157193800]Reflection on Organisational Issues
One memorable incident involved a guest complaint about noisy neighbors disrupting their stay. The front desk team was immediately responsive and empathetic when the irritated patron described the disturbance (Wood, 2012). They apologized for the inconvenience and assured the guest that measures would be taken to address the noise. The supervisor on duty promptly contacted security to investigate and enforce quiet hours. They followed up with the complaining guest to relay actions taken and offered options like a room change for their comfort.
Observing the professional handling of this sensitive issue provided insights into DoubleTree's customer service approach. The timely, understanding response upheld the brand promise of ensuring satisfaction. I realized that effectively resolving complaints requires composure under duress, active listening and solution-oriented thinking. The reassurance and options provided pacified the frustrated guest (ASET, 2017). Swift security intervention signaled commitment to their comfort. While unavoidable, such incidents present opportunities to reinforce customer care standards when effectively managed. In this case, the guest's faith was restored through prompt action and open communication.
Drawing on concepts like service recovery and internal marketing, additional steps could have included follow-ups post-resolution. A gesture of goodwill like complimentary services demonstrates the brand's commitment to guest experience (Wood, 2012). Seeking feedback on the handling of the issue presents opportunities for improvement. Internal marketing theory highlights empowering staff to proactively identify and tackle problem areas. Enhanced training on complaint management and role-playing exercises would strengthen capacity to address challenges. While DoubleTree's response was commendable, added measures centered on communication and engagement can further distinguish the guest experience.
Witnessing first-hand the careful handling of disgruntled guests underscored the thoughtfulness essential for upholding brand reputation during adversities. I gained broader perspective on crafting solutions that balance guest comfort with practical constraints. This experience provided a valuable glimpse into crisis response and reinforced concepts aligned with my training.

[bookmark: _Toc157193801]Future Action Plan
The front desk experience revealed areas where I can develop stronger capabilities to provide exceptional guest service. There is room for improvement in technical knowledge of industry software and systems (QAA, 2018). I will seek opportunities to gain hands-on experience with property management platforms to strengthen proficiency. As reception work involves extensive guest interactions, enhancing communication skills through activities like role-playing will be beneficial. I also aim to build experience collaborating with diverse service departments. Volunteering for cross-functional teams and committees at work will allow practicing teamwork abilities.
As I progress in my hospitality career, I will pursue professional development opportunities that support these goals. I plan to participate in training programs offered through industry groups and my workplace. Conferences and seminars on guest relations and service delivery will provide exposure to latest best practices (ASET, 2017). Further academic learning in hospitality technology and operations would complement practical experience. With enhanced capabilities, I can aspire to supervisory roles focused on delivering exceptional guest experiences. This front desk learning experience provided key insights to inform my continued development as a skilled hospitality professional.

[bookmark: _Toc157193802]Conclusion
In summary, this reflective log demonstrates the immense value of on-site learning through job shadowing. The Assistant Receptionist opportunity provided invaluable practical insights that will shape my continuous development as a hospitality professional. I am grateful for this experience which reinforced the multifaceted competencies required for delivering optimal guest service and upholding brand reputation.
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