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[bookmark: _Toc158996620]Introduction
In this section, I will talk about my placement in front office operation and the things that I gained from it. I was able to successfully finish my placement at the Ibis London Canning Town.  It is located at 8 Silvertown Way, London E16 1ED in the United Kingdom. As part of the placement, I worked at the front desk of a hotel, where I was allocated to the area of managing administration.
Objectives:
During my third placement, following objectives are set:
· To improve my ability to manage front-desk operations by combining the theoretical knowledge I've gained in the classroom with the practical experience I've gained on the job; and
· Being a better manager, leader, and communicator.




[bookmark: _Toc158996621]Section-1: Reflection on Experience and Personal Development
In 1984, Kolb introduced the cycle of reflective practice as a method for making use of one's experiences in order to acquire knowledge (Akgunduz et al., 2022). I will use this in my reflection.
Experience:
My manager has told me that I will be in charge of the front desk, and I will be overseeing its operations. Students who choose to focus in hotel management are taught every aspect of the hospitality business, from working the front desk to generating sales to ensuring that visitors have an experience that they will never forget. This is something that I am aware of, at least in theory. At first, I was unsure of my ability to do the task, and that was my greatest concern. Despite the fact that I had previously studied the topic, the activities themselves were not new to me; yet, there is a significant gap between what is understood in theory and what is really implemented in reality. Once again, when discounts and refunds were included into the calculations, I had a difficult time adhering to the essential steps in order to submit the booking and get the financing proper. 
[image: Reflective model according to Kolb]
Figure 01: Kolb’s Cycle of reflection (Abdulwahed and Nagy, 2009).
Reflection:
First and foremost, it was my obligation to make hotel reservations for customers. My manager was able to assist me in reaching a conclusion on the amount of money that guests would be required to pay if they adhered to the regulations of the hotel. In addition, I was a part of the events that took place throughout both the arrival and departure processes. As a result of the fact that this was an automatic procedure, I did not need to give it any more consideration. The process of figuring out how to record the times when guests checked in and checked out of my hotel was first a little bit difficult for me. I was able to get a comprehensive understanding of the software system after attending the two days of teaching. After that, I was tasked with the duty of formulating a plan for the front desk to accomplish the goal of meeting or exceeding the expectations of the customer at the first interaction. If they are in possession of the winning certificate, they will be able to stay at the hotel for an additional two days without charges, with the exception of meals (Dunlap et al., 2008). My supervisor believed that my suggestion was fantastic, and he inquired with the top administrator about the possibility of putting it into action. Due to the fact that I informed my supervisor of my intention to run the front desk on my own, he gave me permission to do so. As a member of the hotel staff, I was thrilled to have the opportunity to engage in conversation with guests.
Abstract Conceptualization for further development:
My technological skills needed to be developed. I needed to be quite familiar and habituated for using technological items and techniques that are used in hotels for guests’ reservation, check in and check out (Felicen et al., 2014). 
Active Experimentation
I was never once asked to speak at an official event while I was there, despite the fact that I had anticipated that my position as a placement student would provide me with enough opportunities to practice speaking in front of an audience.
[bookmark: _Toc158996622]Section-2: Critical Analysis of Work-Based Skills and Technical Knowledge
Book Keeping Skills:
As a result of my academic background, I have a strong foundation in the fundamentals of accounting, booking and check-in, check out and refunds, which has adequately equipped me for a career in hotel administration (Fournier and Ineson, 2010). 
Communication Skill: 
Spending a day working at the front desk by myself provided me with the boost of self-assurance I needed to confront problems head-on. I had a conversation with the customers that was more businesslike. Aside from that, I was under the impression that my communication abilities may need some improvement since I am prone to experiencing anxiety.

Presentation Skill:
For a single day, I was given the chance to operate the front desk on my own. Because I have difficulty communicating verbally as well as nonverbally, I have anxiety anytime I am required to give a presentation in front of a group of people (Kunchornsirimongkol, 2020). 
[bookmark: _Toc158996623]Section-3: Reflection on Organizational Issues
During the course of my placement, I gained a lot of knowledge, the bulk of which served to reaffirm my conviction that worry around customer management is counterproductive. My worry of having conversations is something that I need to improve on, as I've come to know. During the course of my placement, every single person I worked with instilled in me the significance of asking a lot of questions and expressing my confusion whenever I didn't understand anything (Miettinen, 2000). 
One day, while I was working as a placement student at the front desk, a customer paid for a hotel stay that lasted for three days. After remaining for two days, he made a request for the back money for the third day on the second day, despite the fact that he had finished all of the work that he had planned to do. On the other hand, the front desk manager had a tough time reaching a refund agreement due to his spontaneous cancellation at the eleventh hour. The manager did not budge from his position, despite the fact that he attempted to negotiate with management (Tsou, 2015). At the moment when it occurred, the customer walked out of the hotel in an angry manner. I am more than happy to give the customer with decreased additional services in light of the fact that demanding a refund would be problematic. In contrast, I would maintain my composure and refrain from reacting aggressively to him. The reason for this is that prospective consumers could be dissuaded from booking a reservation at the hotel if they come across a poor review that was submitted by an angry former visitor.
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	Skills and Knowledge
	Experiences
	Action Plan

	Communication
	Due to the fact that I have conquered my fear of public speaking, I have significantly improved my communication skills and am now lot more at ease while engaging with customer service representatives (Močinić et al., 2020).
	Having said that, I ought to make it a habit to practice it several times. After giving it some thought, I came to the conclusion that I needed to get professional education in using technology (Svinicki and Dixon, 2017).

	Embrace Technology
	The tools for inventory management, the point-of-sale system, and the order management system should all be taken into consideration (Tanaka et al., 2018). Gaining expertise with these tools will result in increased productivity and a reduction in the number of mistakes made.
	I would take an additional course on technology usage (Morris, 2020).



[bookmark: _Toc158996625]Conclusion 
I was able to get valuable experience in the areas of effective communication, customer service (particularly when it came to making bookings, checking in and out), and issue resolution during my placement. In terms of both my professional growth and my personal advancement, taking part in such a curriculum has proven to be really useful. 
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