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Embarking on a reflective journey through the lens of the Experience, Reflection, Action (ERA) cycle delineated by Jasper (2013), this paper aims to dissect and evaluate the multifaceted experiences garnered in a supervisory role within the Front Office of a bustling hotel. The ERA cycle, a model of reflection, facilitates a structured approach to learning from experiences by engaging in a three-step process: experiencing firsthand the realities of a professional setting, reflecting critically on these experiences to glean insights and understanding, and formulating an action plan to apply these learnings in future practices. Through this reflective framework, I delve into the intricate balance between work-based skills and technical knowledge required for effective managing guest service operations, the impact of organisational issues on guest service and operations and developing a future action plan geared towards personal and professional growth within the hospitality industry. This structured reflection highlights the importance of continuous learning and adaptation in pursuing excellence in hospitality management. It aligns with my vocational development goals, reinforcing the indispensable role of reflective practice in professional advancement.
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Reflecting on my recent experience shadowing a supervisory position within the Front Office significantly deepened my understanding of the multifaceted nature of hospitality management. This engaging process allowed me to witness firsthand the critical balance between on-the-job skills and technical knowledge essential to meeting and managing customer service expectations. Bardi's (2010) theory of Front Office Management has significantly influenced my ability to apply it to real-world guest interactions. As I progressed academically and gained industry experience, I honed my communication skills, task management skills, and ability to provide personalised guest service. The ERA cycle (Jasper, 2013) is a reflective framework for analysing my growth throughout this process. The seamless integration of reservation management software alongside the nuanced interpersonal interactions supervisors engage with guests highlighted the importance of a dual skill set in this dynamic environment (Kandampully et al., 2015).
Moreover, this experience was a practical application of my academic journey and previous industry placements, enriching my understanding of effective communication, teamwork, task management, and personal skills within a high-pressure setting. The direct exposure to the complexities of front-office operations underscored the value of vocational development, reinforcing theories learned in academic settings through real-world application (Baum, 2015).
The synthesis of personal development, academic learning, and vocational experience has been instrumental in framing my approach to guest services. It has cultivated a holistic perspective on the significance of empathetic communication, strategic task allocation, and the cultivation of a team-oriented environment to exceed guest expectations. This journey underscores the indispensable role of continuous learning and adaptation in pursuing excellence in hospitality management (Hassanien & Dale, 2013).
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In managing guest service operations, the confluence of work-based skills and technical knowledge is a cornerstone for operational excellence. This critical analysis draws upon the shadowing experience in a supervisory role within the Front Office to underscore the indispensability of these attributes. Work-based skills, encompassing effective communication, leadership, and problem-solving, are paramount for navigating the complex dynamics of guest interactions and team management (Baum, 2015). Technical knowledge, particularly in reservation systems, guest service software, and data management, equips supervisors with the tools necessary for efficient operation and decision-making (Law et al., 2014).
During the shadowing experience, the pivotal role of technical expertise in managing administrative tasks became evident. For instance, the adept use of a property management system streamlined check-ins and check-outs, enhancing guest satisfaction. Similarly, proficiency in data analysis software facilitated the optimisation of room occupancy rates, demonstrating the critical nature of technical acumen in administrative efficiency (Kandampully et al., 2015).
Moreover, the experience highlighted how work-based skills like empathy in guest interactions and agility in responding to unforeseen challenges are instrumental in maintaining service excellence. These skills and technical knowledge form a synergistic framework that meets and exceeds guest expectations, reinforcing the hotel's competitive edge.
This reflection underscores the symbiotic relationship between work-based skills and technical knowledge in managing guest service operations. The shadowing experience provided concrete examples of how these competencies are applied in real-world scenarios, offering invaluable insights into their relevance and impact on hotel operational success.
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Reflecting on the comprehensive experience within managing guest service operations, a notable situation that emerged was the challenge of managing overbookings during peak seasons. This issue, while not uncommon in the hospitality industry, underscored the delicate balance required in operational management and guest service excellence. The immediate impact was twofold: On one hand, it strained the department's performance due to the increased workload and the necessity for immediate resolution; on the other hand, it risked diminishing guest satisfaction, potentially leading to negative reviews and loss of future business (Kimes & Wirtz, 2003).
The resolution of this issue necessitated a multifaceted approach. Firstly, implementing a dynamic pricing strategy and a more sophisticated reservation system could mitigate the risk of overbookings by optimising occupancy rates based on real-time demand (Noone & Mattila, 2009). Secondly, developing a comprehensive guest relocation plan, including partnerships with nearby hotels for overflow accommodation, ensured that affected guests received immediate attention and comparable service, minimising dissatisfaction (Min et al., 2002).
These solutions draw upon revenue management theories and service recovery, emphasising the importance of proactive measures and the ability to turn service failures into opportunities for enhancing customer loyalty (Michel et al., 2009). This reflection on organisational issues within managing guest service operations highlights the critical need for strategic foresight, technological integration, and a commitment to service excellence in navigating operational challenges.
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Building on the insights gained from my experience in guest service operations, my future action plan is designed to address areas of improvement in work-based skills and technical knowledge, thereby contributing to my professional growth within the hospitality industry.
Firstly, I plan to enrol in professional development courses focusing on interpersonal and digital communication to enhance my communication skills. This will improve my ability to convey information clearly and effectively internally within teams and externally with guests.
Regarding teamwork and task management, I aim to lead a project that encourages cross-departmental collaboration, fostering a more cohesive team environment. A shared digital task management tool will ensure transparency and efficiency in completing operational duties.
I will pursue certification in property management systems to advance my technical knowledge, particularly in the latest hospitality management software. This will improve administrative efficiency and provide a competitive edge in guest service management.
Personal skills development will focus on empathy and problem-solving, which are essential for service recovery and guest satisfaction. Participating in workshops on emotional intelligence will enhance my capacity to understand and respond to guest needs more effectively.
This action plan aligns with my vocational development goals by building a comprehensive skill set that supports career advancement. By focusing on continuous learning and practical application, I aim to contribute meaningfully to my organisation's success and cement my position as a valuable asset within the hospitality industry. This holistic approach to professional development ensures readiness for future leadership roles and reflects a commitment to excellence in guest service operations.

[bookmark: _Toc159769432][bookmark: _Toc159770341]Conclusion

In conclusion, the application of the ERA cycle has provided a structured framework to reflect on my shadowing experience within the Front Office, yielding profound insights into the essential balance of work-based skills and technical knowledge, the navigation of organisational challenges, and the formulation of a strategic action plan for future development. This reflective journey underscores the importance of continuous learning, effective problem-solving, and strategic planning in the hospitality industry. By critically analysing experiences and applying learned insights, I am better positioned to contribute to organisational success and pursue professional growth. This reflective practice enhances personal and vocational development. It fortifies the foundation for excellence in guest service operations, embodying the essence of adaptive and proactive management in the dynamic hospitality landscape.
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