



Introduction
Hotel management organisations are designed to fulfil the requirements of travellers, particularly in terms of lodging, dining, beverages, and entertainment. All interactions involving personnel, architecture, procedures, and customers adhere to certain regulations and standards. (Tewari, J.R. 2009). The Front Office at Belton Woods Spa and Resort serves as the central point for visitor interactions and administrative functions. It includes many tasks designed to guarantee a smooth and pleasurable experience for all visitors. (Belton Woods, 2024).
Essential duties comprise: 
• Facilitating check-ins and check-outs, 
• Overseeing bookings,
• Responding to guest enquiries and grievances.
• Collaborating with other departments, including cleaning, maintenance, and food and beverage, to fulfil guest requirements. (Bardi, J. A. 2011). 
• Employing sales strategies to provide choices and alternatives to visitors.

Reflection on Experience and Personal Development
During my placement at Belton Woods Hotel, I came across different situations each day where the theories learned in class have been proven on site. The overall experience helped me understand and see the importance of the main skills essential to Success:
- In order to keep things running well and keep guests happy, it is crucial to address and resolve operational issues quickly, being able to see problems, think about how to fix them, and then put those plans into action. (Johnson, B. 2021).
- The key to providing first-rate service to customers is making their stay one they will never forget. Going out of one's way to make sure a visitor is happy involves paying close attention to what they need, trying to guess what they like, and generally being a perfectionist. Dealing with problems or complaints in a professional and empathetic manner is also part of it. (Lane et al. 2004).
- Being able to communicate effectively means not just hearing and reacting to people's wants and concerns, but also speaking properly and listening carefully. Both verbal and nonverbal cues are part of it, and they work together to guarantee polite and precise message transmission. 
- To get things done well with coworkers, you need to create an atmosphere of cooperation where everyone pitches in to achieve the shared objectives. In order to do this, team members must communicate effectively, provide mutual support, and play to each other's strengths. (Bardi, J. A. 2011). 
- Shadowing Olivia at the Front Office I learned how to keep operations running smoothly, it is essential to organise and prioritise jobs. Having this talent means you can organise your day, keep track of your time wisely, and get everything done on schedule. Having the capacity to multitask and adjust to new situations are also part of it.
Reflection on Organisational Issues
I used Gibbs' reflection approach to contemplate a significant occurrence that I came across to during one of my shifts at Belton Woods hotel. Gibbs' Reflective Cycle was established by Graham Gibbs in 1988 to provide a framework for learning from circumstances. (Gibbs, 1988).
At some point in the evening during a shift, a guest fainted in the hallway of the Belton Woods Spa & Resort. I was at the front desk with Olivia, the Reception Manager, and two more staff members. Olivia promptly summoned an ambulance as I hurried to aid the visitor. A different staff member retrieved the first aid kit. We secured the visitor in a safe posture and observed his state until medical personnel came. The guest was then sent to the hospital for more medical care. 
Feelings: At that moment, I experienced a rush of adrenaline and apprehension over the guest's welfare. I was apprehensive but concentrated on delivering prompt aid. My first concern was to guarantee the visitor got immediate medical assistance. I deemed it essential to be cool and collected to handle the issue appropriately. Olivia and the other staff members seemed to have a mix of haste and apprehension. Following the occurrence, I felt a sense of relief that the visitor had the necessary assistance, although I also contemplated our management of the matter. 
Evaluation: Positive elements of the encounter included our prompt reaction and collaboration, which guaranteed the visitor got immediate medical assistance. (Johnson, B. 2021). Olivia's swift decision to summon the ambulance and our collaborative efforts to aid the visitor were commendable. Nonetheless, the negative element was the initial fear and absence of a clear process among some staff members, which may have impeded our reaction. 
Analysis: The situation was favourable due to our prompt reaction and collaboration. The initial uncertainty underscored the need for enhanced training and explicit emergency procedures. Emergency response theories indicate that a well-articulated strategy and consistent training may significantly enhance event outcomes. Our experience corroborates the research highlighting the need of readiness and efficient communication in emergencies. 
Conclusion: I saw the need of establishing explicit emergency procedures and conducting frequent training for all personnel. I recognised the need for all individuals to understand their duties during a medical emergency to prevent misunderstanding and facilitate a prompt response. I should have been more diligent in ensuring that all staff members were informed of the emergency procedures in advance. 
Action Plan: As the manager, in the event of a similar situation, I will: 
- Ensure that all staff members get training in first aid and emergency response. 
- Promote the implementation of frequent emergency exercises to ensure
preparedness among all individuals. (Johnson, B. 2021).
- Formulate a concise, sequential emergency procedure that is readily available to all personnel. 
- Remain tranquil and collected, concentrating on delivering prompt aid and collaborating with the team. (eSoftSkills.com, 2024).
Employing Gibbs' reflection approach has enabled me to comprehensively examine the occurrence, comprehend Olivia’s responses and the team's response, and also to formulate a strategy for future improvement. Hotels can efficiently address crisis situations by maintaining a dedicated and well-trained emergency crew, providing a prompt and organised response that prioritises the safety and well-being of all those present.(Tewari, J.R. 2009). This thoughtful exercise will improve my capacity to manage such circumstances more efficiently in the future. 

Conclusion 
The shadowing experience has been crucial in my personal and professional growth, influencing my future career ambitions in the hospitality business. It has offered a practical context to academic information, augmenting my comprehension of the intricacies inherent in hotel administration. The experience has underscored the need of ongoing education and flexibility in a fluctuating workplace. Upon reflection on these incidents, I saw the paramount significance of effective communication and teamwork in the management of guest services. Olivia's leadership style fostered a collaborative environment, encouraging team members to express their ideas and apprehensions freely. This method enhanced team cohesion and improved the overall quality of service delivered. Furthermore, Olivia's administrative efforts demonstrated the need of meticulous task and time management. By paying attention on this approach, I want to establish a robust foundation of abilities and expertise that will underpin my future ambitions in the hotel sector. 
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