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At Rossington Hall a lavish venue for weddings and other functions with a particular focus on guest services I had the privilege to cover a supervisory role in different departments such as Reception Front of House and Housekeeping. This placement let me see the details of how guest service works and the experiences that prepare one for a management position. My personal learning goals were to gain awareness of important work-related competencies, increase my technical proficiency, and acquire some hands-on experience in handling guest relations. The following reflection will seek to explore how these experiences enriched my personal and professional growth using Gibbs’ Reflective Cycle (Markkanen et al., 2020).
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Description: The first of the main experiences that I came across while doing my shadowing at Rossington Hall was being at the Front Office during a rather hectic check-in time. Guest service is one of the main functions of hotel work, and the Front Office is a structural division that directly interacts with guests. I noticed that the front desk supervisor dealt with a large number of guests professionally and friendly while at the same time handling guest complaints and booking problems as well as checking in guests (Stringam and Gerdes, 2021). I performed guest interactions and realized that sometimes guests have different questions and expectations that require time and effort to address.
Feelings: First, I had some excitement and nervousness at the same time. The pace of work in the first position was rather intense, and I found it quite stimulating; it soon became clear that prompt decision-making is essential in every given case. I appreciated the fact that the supervisor was very calm and professional and I wanted to be like her. However, I also got stressed sometimes, particularly when attempting to follow the rhythm of guest inquiries or monitor my communication without interfering with the supervisor’s tasks (Pace-Schott et al., 2019). 
Evaluation: In retrospect, the experience was extremely fruitful. I was able to learn the crucial aspects of interpersonal skills, especially communication and listening skills (ASET, 2017). Watching what the supervisor did helped me understand how important it is to relay information effectively and to listen to guests to fulfil their expectations. However, there were some areas where I felt not so strong and that included the ability to remain cool-headed during pressure. This revealed an area of weakness I recognized I would have to strengthen if I were going to be more productive in guest service positions (Hargie, 2021). 
Analysis: This made me realise the significance of work-related skills in the hospitality industry particularly those that deal with guest service. Speaking and listening became prominent; the communication of information and listening to guest complaints were critical for a favourable guest experience (Bardi, 2010). In addition, time management was important in dealing with several tasks and how to schedule them most appropriately. A clear example was noticing how the supervisor performed the tasks making the aspect of task management and the ability to stay organized when working important (Stevens and O’Reilly Duffy, 2023). This also reminded me why resilience is crucial because the position involved constant interactions with guests and the necessity to stay composed in difficult circumstances. 
Conclusion: The time spent at Rossington Hall’s Front Office helped me understand that there is no way to provide an outstanding guest experience without possessing a strong technical background and people skills. Based on the analysis, I realized that communication, organization, and perseverance are hallmarks of any person who wishes to be a supervisor in the hospitality industry. As for future improvement, I would like to continue practicing and improving my working with guests, developing new strategies to be more flexible and perform more effectively in the given sphere.
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During my placement at Rossington Hall, I realized that work-based skills and technical knowledge are crucial in providing guest service. One of the areas of communication that I noticed and used was the clarity of communication. The communication process ensures that guests have a voice and are recognized within the hotel hence influencing their level of satisfaction. During my observation at the Front Office, I learned how the supervisor dealt with guests and how they altered the way they talked depending on the guests’ personality. This skill was especially important with the different expectations and demands of the various guests to ensure that they are met and thus enhance the guests’ experience (Singh and Jaykumar, 2019).
Possession of technical skills especially in the use of the hotel’s booking and management systems was also important (Hagg, 2013). These tools were applied at Rossington Hall with the supervisor’s showing efficiency in using the tools to gain information to help the guests. While using the software, I understood why it is mandatory for supervisors to be technologically oriented to complete tasks efficiently and effectively (Xia et al., 2022). This skill is beneficial in reducing guest’s waiting time and assists in the smooth running of the business, especially during busy periods.
Another nearly perfect skill that I was able to demonstrate during my placement was time management. In the fast-growing environment of a hotel, it was important to manage time in order to complete all the tasks and meet the guests’ needs. This was evident when the Front Office supervisor demonstrated how he was able to order tasks when the pressure was on (Griffin, 2022). This process gave a true picture that time management is crucial for maintaining standard service quality especially when handling a large number of guests.
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Another typical experience that I faced during my practical was a guest's concern about the room availability. It is a story about an early check-in guest who came to the hotel too early to find their room available, only to see the cleaning lady in the room. This situation was not good for the guest and it created a small upset in the Front Office. The supervisor immediately apologized for this and on realizing that the guest had no food with him and had only come for the drink he offered him one to take while waiting for his order to be prepared. Nevertheless, this occurrence exposed an organizational issue of harmonizing housekeeping schedules with guests’ expectations, especially for early arrival (Stringam and Gerdes, 2021).
The consequences of this issue went deeper than the guest’s displeasure or his or her dissatisfaction. The Front Office received the guest in a rather angry mood and had to deal with him while other guests were arriving and expecting attention immediately. This case revealed the vulnerability of minor service breakdowns to influence the perception of the guests and the image of the hotels (Kim et al., 2019). From an operational point of view, it pointed out the need for better integration of the departments, especially in the communication between the Housekeeping and the Front Office (Casado, 2012).
In this respect, it is possible to suggest the following practical recommendation: It is necessary to introduce an internal communication system providing immediate reports on the availability of rooms for check-in. For instance, if housekeeping staff could be issued with mobile devices, they could directly update the Front Office on the status of each room so that they in turn can inform the guests appropriately. Another solution could be to establish more concrete expectations with guests about check-in times: sending pre-arrival messages to control expectations (Li et al., 2021). 
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In conclusion, I got a great opportunity to explore the challenges a supervisor faces in the hospitality sector while I was placed at Rossington Hall. I was able to gain numerous work-related skills from this shadowing experience such as communication skills, time management skills and flexibility. Implementing these skills allowed for reflection on them and the guest service standards they are employed to meet; it also exposed areas of weakness for the individual. Therefore, I have enhanced my knowledge on how technical content and people management concepts interact to produce a guest experience.
Based on the experience, I will try to enhance the skills in managing guest services. 
	Skill to Develop
	Actions to Take
	Resources Needed
	Timeline

	Communication Skills
	Attend workshops, practice active listening in role-plays
	Workshop sessions, mentors
	1-3 months

	Conflict Resolution
	Observe case studies, complete online conflict management course
	Access to case studies, online courses
	2-4 months

	Time Management
	Implement time-tracking tools, practice task prioritization
	Time management software
	1-2 months
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