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[bookmark: _Toc158722995]Overview of the guest services in the Hotel
The Holiday Inn Hotel is situated in the middle of Derby City, and it is known for its convenient guest services and comfort. This hotel serves both business personnel and travelers with essential hostel accommodation facilities, including suite bedrooms, meeting rooms, a mini-gym, bars, and restaurants (IHG.com, 2024). The hotel rooms are also equipped with comfortable and customizable beds and pillows, along with necessary drinks, TV, and WiFi services. In the reception, customers can get an easy and smooth experience while checking in and checking out of the hotels. The front office executives play a significant role in managing guest services, and their significant behavior leaves a memorable experience for the guests.
[bookmark: _Toc158722996]Learning Objectives
In this reflective report, I intended to learn the significance of pursuing effective skills and knowledge when working as a receptionist in a hotel. To operate efficient guest services, I need to gain significant skills in communication, front office operations, and ensuring customer satisfaction. Addressing the evolving issues at the reception has provided the necessary self-development of my problem-solving, communication, and teamwork skills to get a significant position in the hotel.
[bookmark: _Toc158722997]Section 1: Personal development reflection based on experiences
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While working in the reception office of the Holiday Inn, I have gained useful insights into the regular operations of handling guests more efficiently. My experience in guest management has significantly highlighted the requirements of pursuing various work-based skills, including effective customer service, problem-solving, and effective communication. Moreover, I have the necessary computer and technical knowledge to provide a seamless checking process for the guests and significant responses to their queries. For friendly interaction with guests, an effective communication strategy is important to consider in the operation of front-office services, including customer helpline services, check-in, and check-out processes.
[bookmark: _Toc158722999]The significance of work-based and technical knowledge
As depicted in the study of Bardi (2003), empathy is also necessary for the receptionist to respond to the concerns of the guests, and this interpersonal skill of having the ability to empathize establishes positive guest relations. Problem-solving ability is required to manage the discrepancies in in-room services and resolve complaints from guests.
Moreover, the reception experience has highlighted the significance of having the necessary knowledge about the technological aspects of the reception office. The associated technology services in this job are essential in operating the check-in or check-out procedures, understanding the hotel booking process, and operating the property management software or websites of the hotel. As depicted by Casado (2000), this technological understanding is not only necessary for operating the system more efficiently but also useful for offering a seamless experience to guests.
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The vocational and personal development in hotel management has a significant impact on handling the diversified customer base in the hotel (Atfield et al., 2021). The enhancement in understanding from academic knowledge, previous industry experience, and the placement journey enables me to operate in guest services at the Holiday Inn.
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[bookmark: _Toc158723002]The significance of these skills in meeting guests’ expectation
Working skills set the foundation for achieving mastery in the operation of guest services. For instance, communication skills and effective behavior with customers are influential in making the first positive impression. According to the opinion of Haag (2013), the ability to convey information instantly and correctly contributes significantly to increasing guest satisfaction by facilitating smooth check-in and check-out services. My interpersonal skills also contributed to giving me significant experience with employees in the hotel, as they felt valued and listened to effectively.
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During my experience in the hotel, I encountered the importance of active listening skills, time management skills, and effective management skills. The adaptability and flexibility in hotel management services have become crucial for me to practice in handling guests (Wood, 2013). When challenges related to guest experiences in the hotel appear, I need to utilize my problem-solving and management skills to maintain positive gestures toward the travellers.
[bookmark: _Toc158723004]Relevance to the practical standard of guest service
I have faced the requirement for essential technological insights while working as a front-office executive. While working in my office, I understand the contributions of advanced technological systems replacing traditional hotel booking. As the computer system is installed at the reception desk, I need significant computer knowledge to help the guests with information regarding room availability, room rates, and booking procedures. As depicted by Simon (2019), the relevance of having this knowledge also extends beyond regular tasks, as it helps in resolving customers’ concerns and addressing my skills in navigating through the complexities and discrepancies at hotel management services.
[bookmark: _Toc158723005]Section 3: Reflection on Guest Service Situation
[bookmark: _Toc158723006]Kolb’s learning model
Concrete experience
By using the learning model of Kolb, I have gained significant insights about my shadowing experience at the Holiday Inn. While serving as a receptionist, I have faced many adverse situations in handling customers. One of the most difficult situations is the sudden increase in demand during the peak season due to a lack of available rooms.
Reflective observation
My team at the front office faced significant difficulties accommodating these large numbers of guests at a time. This scenario led to a strain on my performance with guests as I was not able to go through the reservations smoothly.
Abstract conceptualisation
However, I have prioritized check-ins for some guests based on some significant factors related to the loyalty and behavior of customers. According to Raghubalan and Raghubalan (2009), this challenge is significantly aligned with the capacity and recovery management concepts in the theory of hotel management.
Active Experimentation
The capacity management theories have given the concept of managing efficient market fluctuations based on customer demands and resource availability. This situation may leave negative feedback to my department for my inability to give the preferred rooms to the guests and to provide seamless check-in services (Tewari, 2009). However, the difficulties in the situation can be avoided through dynamic pricing, launching a waitlisted system, effective communication, and hotel capacity planning.
[bookmark: _Toc158723007]Section 4: Future Action Plan
Based on the gained insights from the hotel, I have made a comprehensive plan regarding the required action plans focusing on the improvement areas of technical, work-based skills. I have plans to take the necessary steps to improve teamwork, interpersonal skills, communication, and guest services. The following table entails all the improvement areas, current state, and future goals with significant strategies.
	Improvement Area
	Current state
	Future goal
	Specific strategies

	Communication skills
	Although my existing interactive proficiency is good, it needs improvement.
	To improve my communication abilities through active listening and training.
	I am participating in regular communication training sessions, analyzing feedback from seniors, and understanding different communication techniques.

	Teamwork
	A collaborative approach is required (Vallen and Vallen, 2013).
	To facilitate various team-building activities for strengthening customer relations and establishing shared responsibilities.
	By participating in different workshops and team-building activities, I will achieve my targeted level of collaboration.

	Task Management
	The tasks are effectively managed by my team, but I need to prioritize tasks for better efficiency.
	To implement prioritization of tasks and utilize advanced time management tools.
	By categorizing tasks and scheduling work in software based on urgency, I can enhance my time-management skills.

	Guest Services
	Although services to guests are satisfactory in the hotel, I could enhance guest’s experiences.
	To make instant responses based on the feedback from the guests.
	By taking surveys, feedback, and comments from the guests, I can enhance the overall guest experience.


Table 1: Future action plan
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