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[bookmark: _Toc59198130]                                         Introduction:

Finding a good job that can make you happy, not just because of the salary but also because of the feelings and the good mood you can have in that eight hours, when you are working can be often difficult, and because I had a bit of luck and because I worked hard, I did it! I discovered the perfect job where I am doing most of the time what I like and what makes me feel happy. I start working first with, and after for, CitizenM. During this essay, I will describe, and I will reflect about what CitizenM, means to me, and how CitizenM helped me growing mentality as a better person. I need to specify that I will use the Gibbs reflective model to complete this report.
As mentioned, my journey with CitizenM is started before working for CitizenM. When the hotel opened in July 2016, I was hired, three weeks after the opening as kitchen porter for Hotelcare company, to work in this new hotel. The part of housekeeping and kitchen jobs is Hotelcare business not CitizenM. All Hotelcare staff is under CitizenM management but is paid by Hotelcare. Is a type of partnership between these 2 companies.








[bookmark: _Toc59198131]                                      Description:

Knowing who the company works and what are their values that are sharing with other people. I decided that I want to work and to build a career in CitizenM, and I tried 2 times to speak with my Hotelcare manager and with some of the CitizenM managers if is possible to get a transfer from Hotelcare to CitizenM, even if I need to give my resignation from Hotelcare to have a contract with CitizenM, but every time the answer was no, and I did no complain about that, because I knew that my English was not so good for the job and I kept waiting for the moment when a manager or the general manager will come to me and he will say “ Now you are ready!”
So, I kept working for Hotelcare trying to be better than yesterday every day, so I can get the attention of the managers. From kitchen porter I was promoted as chef assistant and from chef assistant as a head duty chef in the night shift making sure that all breakfast is prepared for the hotel guests, the next morning. The responsibility when are working with the food is big, I knew that and of course I was happy for the promotion, but the difference between the salary as kitchen porter and as head duty chef, was low and I decide that I need to find another job even if I liked that I was doing here.
A couple of months after my promotion I wrote my letter of resignation because I had found another job in an Italian restaurant, so I decided to leave Hotelcare and therefore CitizenM. In my 2 weeks’ notice period, one day, the general manager of CitizenM hotel, told me that he heard about my resignation and if we can talk about this in his office after work, and I said “yes”. In that day, in that office the general manager gave me the CitizenM ambassador contract and told me that I will have 3 months of probation in night shift as ambassador and that I should take 2-3 weeks of holiday, and when I will be back to give him the contract signed by me. 

[bookmark: _Toc59198132]                                         Feelings: 

I had some challenging times, as kitchen porter. Sometimes I was feeling a bit of pressure because of the job, in the busy shifts and some other times because I was seeing how the CitizenM ambassadors treated the Hotelcare employees. Do not get me wrong, I never saw discussion about heavy things, if I can say that, like discrimination of every type or things of this sort, but we were supposed to be just one team inside and outside the kitchen. The ambassadors were thinking that jus the staff from the kitchen needs to do the hard work. Or maybe all of this was just my impression. Anyway, I can say that most of the ambassadors and managers were super friendly and ready to give you an advice or help you with certain problems, work related. Afterall, the ambassadors have been hired not because of their curriculums but because of their personality and passions.
I was mesmerised about the knowledge, values, and commitments that CitizeneM company was built on and about the way that they are sharing these things, not just with the guests of the hotel but also with all other people outside of the company

                            

[bookmark: _Toc59198133]                                         Evaluation:

So after almost 2 years, working in that hotel, I become a CitizenM ambassador. One of my goals has achieved. The feeling of fulfilment was extraordinary, not just because I will start working for CitizenM but also because I knew, I can make a difference being that bridge that unites ambassadors and Hotelcare staff.
Even if I was working in that hotel for so long and the ambassador job was not new to me, I will start the same as the other people hired in that time, going to the casting day, proving my personality, and speaking about my passions. I was not an exception, and this demonstrates the equality with which CitizenM treats his staff and not only.
In the first month as a CitizenM ambassador, me and my new colleagues hired at the same time with me, we went through a set of trainings and meetings where we learned about the CitizenM culture and values, and the basics in every area of work in the hotel. The nice thing being an ambassador is that you will not have the same job every day, the same position in the hotel. CitizenM will make sure that after the training, you will develop a set of skills that will help you to become a good bartender, front desk receptionist, waitress and so on. 
At the ambassador meeting I have learned the 5 Values of CitizenM, that will apply inside the company but also outside as well because these values are not just the face of the company but also a way of living.
“CitizenM says: 5 values to live by, keep these values top of mind and close to heart.”
Genuine touch: let us connect and be friends
“I treat all people as I would treat my best friend. I am transparent, honest and believe in long-term relationships.”
Passionate attitude: let us make work fun
“I have an optimistic and positive attitude. I like to surprise people and make them smile.”
Smart thinking: no detail too small
“I thrive on turning traditional thinking on its head and I want to do the things first time right.”
Contemporary style: keep it simply silly
“I am inspired by design and creativity and I will use technology to simplify my life.”
Real caring: feedback is a gift
“I want to do the right things for my guests, my colleagues, my community and the planet. I truly care.” (CitizenM Employee Handbook UK, May 2016)
In the trainings every new ambassador had a buddy for the 3 months’ probation, an experience ambassador who will help and explain the new one all the processes and the steps in doing the job properly. I knew already most of the steps because when I was working in the kitchen and was a quiet shift, I liked to stay around the bar to learn about cocktails, drinks and so on. Every ambassador has his own manager to report to, and my manager decided that I do not need a buddy. Basically, all my co-workers were my buddy. 
I really like to be a bartender, to prepare cocktails, learn about the differences between the spirits, wines, bears, the story and who that drink was made, so I focus most of my attention and my energy in this field. I wanted to become a good bartender with a vast expertise about drinks and alcohol.
My attention to the details and my hard work in this field it gave me results, because my manager and the general manager decided that I am one of the few ambassadors who deserve a Personal Alcohol Licence, which is for life, I do not need to renew it and the definition of the licence is that I am “authorised to sell or supply alcohol or to authorise the sale or supply of alcohol in accordance with the Licensing Act 2003”. I studied almost one month to be prepared for the course and the exam for my alcohol licence. 

[bookmark: _Toc59198134]                                           Analysis:   

One of my biggest challenges as an ambassador was to get familiarised with the whole technological and system process, if I can say like that, in the front desk. The ambassador in the front desk from my point of view is the person who has a big responsibility and he really needs to know what he is doing. He is the one who is doing the check-ins and check-out, answer the front desk phone, respond to questions, dealing with complaints and so on. Apart of that it is the first person who will have first contact with the guests, so the first impression counts.
As I said an ambassador needs to know who to work a high standard in every position of the hotel. So, at the beginning for me working in the frond desk was a challenge, and not because of the system or the steps I need it to do, in order to do my job properly, but because of the complains. CitizenM is a high-tech hotel, with an iPad in every room from which the guest can control most of the things in the room as lights, the colour of the lights, television, aircon blinds and so on. Sometimes as most of the modern technologies, something can go wrong: iPad is not charging, the Tv is not turning on, the safe inside the room is not working and many other things. Basically, when we have technical issues, is beyond our capacities in most of the times to resolve these problems, especially for me because after my 3 months’ probation, I move in the night shift, and we do not have maintenance team during the night. 
It is true that we do not have these issues frequently, but when these things happened and the guest is calling front desk screaming at you and speaking in an appropriate manner, at the beginning as a night ambassador I had a bad sensation, I felt uncomfortable dealing with this type of issues and with that type of persons. As the months passed, I started to be more confident about myself and my abilities to speak with the people especially angry guests and I develop this skill without feeling or knowing the progress of it. After a while I start enjoyed working in front desk.
When I become aware of all my abilities, skills and confidence, everybody around me at work and outside work saw the difference in my behaviour, and this feeling was amazing. Also because of this, after just one and a half year, I become a Night shift Leader, replacing the night manager when he is off, learning who to do the night audit of the hotel and taking responsibility for everything happening inside the hotel during my shift.  Now I am able to run the shift in al 3 CitizenM hotels in London.



[bookmark: _Toc59198135]                                    Conclusion:

Doing this job, working for CitizenM, and overcoming all the obstacles I have encountered through this career help me become the person I am today. This job changed my life, my mentality, and my way off seeing the world and the persons around me.
Everything I learn in this module will help me in my career, because now after this course I am able to understand the business model of CitizenM on another level and also it helped me become more aware about the community around me. I do not regret were I am and maybe if I can go back in time, I am almost sure that I will do the same things, same mistakes, and same achievements.
 
[bookmark: _Toc59198136]                                              Action Plan:

My action plan is to keep working hard and build more knowledge and to develop more skills and to improve the skills that I already have within the company, trying to apply the new principles and stages that I learn during this module. 
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