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[bookmark: _Toc168309939]Introduction 
In this particular assignment guest servicing operations of Delta Hotel are discussed. The Gibbs reflective model is discussed here to develop the learning experience. Technical and employable skills are also discussed in this assignment through which an overview of personal development can be received. A future action plan is also conducted in this assignment through which the development of the individual can be assessed as well. 
[bookmark: _Toc168309940]Overview of the department
Guest and service operations are an essential aspect of enhancing work performance.  Enhancing the learning experience is a vital aspect of this current competitive environment. It can therefore be stated that there are individual and environmental factors that led to the formation of dual careers (Morris et al. 2021). Working in the hotel sector such as in Delta Hotels Nottingham Belfry for a long time has helped in improving my communication skills in this current market environment. In the guest and service operation in the hotel industry, there are different departments. It includes the front office, housekeeping, leisure club meetings and event department.  The department where I belonged to was the department of the front office which could also be referred to as the reception department. The department of the front office has made me realize the importance of having a positive relationship with the guests. Being a member of the front office department in Delta Hotels Nottingham Belfry. I had to welcome the guests, make arrangements for their stay and manage other documentation processes.  The department has also made me acknowledge and resolve the queries of the guests and enhance the name of the company. The department front office also included managing other staff as well and fulfilling their requirements to gain their trust.
[bookmark: _Toc168309941]Section 1: Reflection on Experience and Personal Development (GIBBS) 
It is essential to have self-reflection to understand the loopholes and improve the working conditions. In the case of self-reflection, there is a need to consider Gibbs's reflective model. My position in Delta Hotels Nottingham Belfry was a senior front executive in the department of the front office. The job role has made me understand the way of communicating with the guests (Description). I have developed the skill of communication. Moreover, I have also developed the skill of problem-solving and critical skills. There is an interrelationship between writing and reading which is essential for the development of the profession (Adeani, Febriani and Syafryadin, 2020). I feel that having effective communication could help me strengthen the relationship between the guest and me (Feelings). Based on this, it can be evaluated that there is a need for vocational and personal development. Upon successful development of problem-solving skills related to solving the queries of the guests, my position in the department of the front office in Delta Hotels Nottingham Belfry has improved (Evaluation). Work-based skills such as problem-solving and critical thinking have been improved while working in the Delta Hotels Nottingham Belfry (Analysis). In conclusion, I believe that I need to develop technical skills to gain much professional development. In this respect, the action plan related to taking technical training and reading articles is much considered. 
[bookmark: _Toc168309942]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills or employable skills are important which effectively develop educational background and engage the students in an effective way (Linkedin, 2024c). Work-based skills in the guest operation service provide support to the customers through which the overall service procedures are developed as well (Indeed, 2023). Work-based skills like customer service helped me to develop customer management skills which helped me to satisfy the cutlers as well (Indeed, 2024). Delta hotel management services provides fast delivery which is an important part and impacts on the overall hotel service. Technology offers various solutions to the hotel industry through which hospitality service is also improved as well (Linkedin, 2024a). Furthermore, technology in the hospitality industry helps to manage the internal activities inside the hotel which further helps develop the overall hospitality experience as well (Linkedin, 2024b). Implementing artificial intelligence in the guest service operation helps to extract customer information and also helps record their responses as well. 
In this situation, as a receptionist I have to use AI technology like chatbots in which I can effectively connect with the customers. I can collect the information from them in an effective way and also gather their responses as well. I also used CRM skills which helped me to develop management skills and I can effectively manage their qualities as well. 
[bookmark: _Toc168309943]Section 3: Reflection of organizational issues
Situation and Impact: Working in Delta Hotel as a receptionist, I encountered a situation where I had to face some challenges in the department. One day I encountered a guest who asked some qualities about the hotel service and somehow, I provided him with late information due to some operational issue.  Suddenly he got mad at me and started shouting telling me that he did not get the proper service from the hotel. The reaction of that client hurts the departmental service. Although I provided him the information later which was required, the sudden angry reaction distracted the other employees of the department as well. It also affects the guest service of the hotel as I have to handle the worst mood of that client and other guests have to wait for their services as well. The overall operational process got delayed due to the sudden unpleasant situation and also made a negative impact on the hotel management operation as well. 
Solutions: In order to improve the situation in the hotel management industry the workable skills needed to develop. Workable skills are needed to develop and client management skills need to be applied to develop this kind of situation as well (Linkedin, 2024d). In order to handle upset customers technology also can help through which customers can get the fast delivery of their queries which prevent this unwanted situation in the hospitality industry as well. 
Theory: Traditional management theory focuses on developing the conceptual framework which helps the employees and workers of the hospitality industry to develop their employable skills (Futcher, 2022). Through the help of this theory, the employees of the hospitality industry develop their efficiency and productivity as well (Barnett, 2020). It helps the employees to clear the expectations and improve the communication flow in the industry as well. 
[bookmark: _Toc168309944]Section 4: Future action Plan
	Objectives 
	Resources
	Actions
	Deadline

	To develop CRM management skill
	· Social media of the customers
· Data and information of the customers
· Zoho CRM software and Salesforce CRM software.
	· I personally go through the customers' social media page and learn Zoho which provides me an insight of their preferences.
· I also learned how to use the Zoho and sales force management software to improve the fast delivery process from YouTube videos.
	1 month

	To develop technological skill
	· Youtube videos and Management courses
· Live chat and email marketing.
	· I learn the effective technologies used in the hotel industry from YouTube videos. 
· I learn Chatbot to address the queries of the customers from the management courses and also learn email marketing to provide personalized email to the customers. 
	2 months

	To develop the communication skill
	· Spoken English course.
· Group discussion.
	· I joined the spoken English course to improve my communication skills.
· I joined the group discussion with my colleagues to improve communication skills.
	1 week


[bookmark: _Toc168309945]Conclusion
It can be concluded that employable skills are required to develop customer management skills which effectively helps to develop guest management service in the hospitality industry. It can be concluded that technology helps to develop the guest management service by providing fast delivery to the customers as well.
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