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[bookmark: _Toc168245819][bookmark: _Toc180226222]Introduction:
The upcoming critical analysis reflects on my own personal experiences that I had as on the supervisory role in the front office of intercontinental hotel Hyde Park. I will be using Kolb reflected model and examine the development in all the administrative skills and issues that were encountered during my stay and actions that I took to solve those issues. Apart from this I will also encompass the vocational and personal development that I had during this time and all sorts of communications that were developed between me and the team members. This will also include the teamwork management task management and trying to find out ways with the help of which I will be able to fill the needs of guests.
[bookmark: _Toc168245820][bookmark: _Toc180226223]Hotel administration:
The hotel has front office that is used for any kind of issues that guests encounter, and they can make any kind of enquiries as well. Other departments in the hotel are also responsible to coordinate with each other because teamwork is the most important aspect within the hospitality industry. When I was there, I encountered platforms like opera PMS that are usually used for cheque insurance and the KIPSU platform that is used for guest messages as well as mi voice that is used for phone calls (Bratton, J, 2017). All these platforms combine to give a smooth experience for the gas that are residing in the hotel. These are key factors that are responsible to provide best experiences to the customers.
[bookmark: _Toc168245821][bookmark: _Toc180226224]Reflective model: Kolb’s reflective cycle
[bookmark: _Toc180226225]Concrete experience:
I gained a lot of experience while being on the front office because I learned about the service orders and the platform used for it was Amadeus, As well as KIPSU for great services provided to customers with the help of messages and opera PMS. While dealing with all these platforms I encountered some personal challenges as well because my son had a medical emergency, but I was still prone on focusing to provide the best service within the hotel as much as possible. The induction was shorter and that is why it was not enough for me to gain a lot of knowledge from my induction or the person that is providing it. It should have been longer so that everyone should know what their responsibilities are and how they can fulfil it efficiently. The most important aspect is to complete the task in the meantime so that there will be no loopholes within the services provided especially in the hospitality industry (Hayes, D.K. 2016).
[bookmark: _Toc180226226]Reflective observation:
I was very much excited to start the work with the team that I considered to be very supportive but from the very beginning the supervisor did not show any kind of empathy. For example, a guest needed six litres of water daily and the supervisor commented some disregarding content instead of helping the guest. This is very important to analyse once a customer feels welcome within an organisation, they will keep on coming back to that organisation or hospitality industry no matter what. Team was very professional on the other hand and cooperative as well and it was a very smooth experience for me to work with them.
[bookmark: _Toc180226227]Abstract conceptualization:
According to my own personal analysis in the workplace it is very important to have a supportive work culture within the hospitality industry because when the management system cares about the people working for them employees that are working for the company will also make sure to provide the best services for the whole company and make it remarkable. I also realised that good communication would provide satisfaction to guests and empathy is the crucial key part towards managing staff as well as the guests at the same time in any kind of busy situation (Huczynski, A 2019).
[bookmark: _Toc180226228]Active experimentation:
From my own personal experience, I think that it is very important to have an induction programme that will provide proper training to employees that are about to start work and in that training it is mandatory to have empathy involved and flexible work schedules so that employees can manage their work life with their personal life (Ivancevich, J.M, 2018). On the other hand, it is also very important for the staff to understand their responsibilities because once a person understand what he or she needs to do, it is very easier for them to do it. Empathy training should be provided to all the managers that are responsible to control or supervise the whole staff underneath them so that they can have a better communication with their managers (Kotler, P. 2017).
[bookmark: _Toc180226229]Critical analysis of work-based skills and technical analysis:
According to the critical analysis of work-based skills and technical analysis, communication is an important tool within the hospitality industry. We used KIPSU and PMS to make sure that communication with the guest is smooth as much as possible. I was also able to effectively use mi voice for transferring the calls and taking them as well and most importantly handling VIP guest’s requests. This will also be involved in handling different welcome treats and coordination with the room services because all of these were included in my role, and it was a very pleasant experience. 
[bookmark: _Toc180226230]Reflection on organisational issues:
According to my own personal experiences, I found a lot of problems within the hotel because the 1st one was related to the resource allocation of the hotel that was p not able to deal with the guest services properly. On the other hand, there was also rigid management system as well as a lot of bad communication systems amongst different departments within the same hotel. According to the short induction that was made, it was very difficult for us to understand what we are supposed to do and what our responsibilities are. The management as usual was never empathetic towards us as well as towards the guests. Although empathy is the most important factor within the hospitality industry, but they lacked this aspect and did not focus more on the cultural aspect of hospitality. Work culture did not hesitate to focus more on the needs of staff that gave rise to a lot of conflicts and stress amongst employees. Poor communication system within different departments as well as within the employees made things worse because they were not able to understand any kind of person emergency or other things.
[bookmark: _Toc168245826][bookmark: _Toc180226231]Action plan:
To improve the hotel environment, it is very important to have:
[bookmark: _Toc180226232]Better induction programs:
Induction should never be shot because employees will not be able to understand what their responsibilities are and what they are supposed to do and once that induction is done in a proper manner everyone will be able to do their task efficiently and within the required time (Mullins, L, 2016).
[bookmark: _Toc180226233]Flexible schedules:
Flexible schedule should also be provided because anyone can have any kind of medical or personal emergency that they need to tend to and if supervisor is not able to understand the emergencies of their employees, then this will give rise to a lot of conflicts (Nickson, D. 2017).
[bookmark: _Toc180226234]Empathy training:
Empty training should be provided to managers especially because it will be towards the staff as well as the guests.
[bookmark: _Toc180226235]Better communication:
Open communication is directly related to the success rate of any hospitality industry because the staff will be able to provide more and better services towards guests and guests will be able to express what they need.
[bookmark: _Toc168245827][bookmark: _Toc180226236]Conclusion:
My experience as a front desk manager was not that good but from my personal experience one thing is clear that the corporate world when involved with the hospitality industry will never give positive results. This is exactly what happened in intercontinental high park hotel. That is why according to my own personal assessment, there was lack of empathetic management system there was no open communication for a positive work environment and there was lack of inclusion and diversity as well. There are certain ways that I discussed will improve these issues within this hotel or any other hospitality industry because this is the same for everyone.
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