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[bookmark: _Toc181813480]Introduction 
Hotel management is referred to as the process of overseeing day-to-day operations in order to ensure effective, consistent development and growth (Hagg, 2013). The chosen reflective model for this journal is Gibbs's model of reflection. The Gibbs reflective cycle is referred to as the model that helps people to learn from their experiences, as this can be done by structuring the reflections through all six stages effectively (Adeani et.al 2020). The reflective report will cover various stages of Gibbs's reflective model to reflect on the personal experience of working as supervisor in administrative departments at Delta Hotels Tudor Park Country Club. The reflective journal will also include a theory relevant to hospitality management to reflect on the personal experience.    
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Description 
I can reflect that I was handling supervisory role in various administrative functions such as front office and back office. The front office, in terms of hotel management, is referred to as the reception area, which looks after the checkout check-in and thus helps to receive the information and services in an efficient manner (Casado, 2012). I was responsible for performing various functions like reception, reservation, room assignment, registration, and bill settlement for guests in an ideal manner. Another major area where I gained experience was hotel's back office, which is the administrative area that helps handling the hotel's essential functions, such as finance, accounting, and strategic decision-making. Moreover, during my placement at Delta Hotel, learned about new practices as I was selected to handle different operations and perform critical duties related to the back office and front office work. In addition to this, during my placement, I was able to gain significant insights about these departments. Therefore, I can reflect that my placement experience has positively contributed towards my development. 
Feelings  
I was feeling very nervous at the beginning of the placement, but later, I became confident because my front office work-based skills such as the booking work and room preparation are good and thus also helped me in order to ensure the smooth running of the overall placement in an efficient manner. Moreover, regarding front office work, some of key work base skills are booking work, answering the phone, and good room preparation (Kalra et.al 2020). In addition to this, regarding technical knowledge for the front office, knowledge about different software, phone systems, and computer are important. I feel that in terms of the back office, the skills that I gained during the placement were excellent and exciting and thus helped me a lot in my future career efficiently. I was able to develop some of key the work-based skills during my back office experience which are managing room inventory, staff management, and guest experience. The technical knowledge required for the back office includes information technology, computer literacy, and data analysis in an efficient manner (Bassot, 2024). I can say that these identified work-based skills and technical knowledge within different areas of hotel has significantly contributed towards my career development. 
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Evaluation 
Work-based skills are essential in front office situations, such as answering the phone and room preparation (Koh et.al 2021). Answering calls is important because it helps to make a good impression, boost overall customer loyalty, and thus helps to address inquiries effectively. It is critically stated by Bardi (2010) that room preparation is significant for the front office because it helps ensure guests' satisfaction and, therefore, can be helpful in avoiding problems. For example, I was able to effectively handle my technical knowledge for delivering better guest experience through use of technology, which can be fundamentally important for front office operations as it can help enhance guest experience, streamline processes, and thus provide valuable data. Moreover, during my placement program, for example, from my past experience in the food and beverage department, I was not able to effectively communicate with the kitchen and housekeeping staff members. 
The significance of work-based skills in the context of the back office is staff management and guest experience (Konar, 2021). Staff management is significant for the front office as it helps ensure that the customer-facing department is smoothly running and efficient. Moreover, during the placement program, for example, in managing guest service operations, the skills I gained were teamwork skills. The front desk plays a crucial role in customer experience and thus is responsible for creating a positive impression that can last throughout the customer's stay effectively. In terms of technical knowledge, understanding about different IT systems plays a significant role for the front office because it helps to enhance customer experience, reduce costs, and increase efficiency (Lee and Lim, 2023). 
According to the 4A's model of hotel management,  I realised that there are 4 major A’s that can be met to ensure smooth hotel experience to the clients which includes attraction’s, amenities, accessibility and ancillary service. These components are significant in order to shape the overall tourist experience can thus help to influence significantly in terms of guest satisfaction, and loyalty in an efficient manner (ASET, 2017). 
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Analysis 
The issues that I faced during the placement program were related to management and guest services, and thus also, I felt nervous and conscious at first. However, gradually, during my placement the Delta Hotel I have gained useful insights management of operations at various departments. Hotel management is defined and the process of overseeing all aspects of the hotel's operations in an efficient manner (Marwani et.al 2023). I faced issues in terms of delivering effective guest experience where the client was not satisfied and impressed during the stay, for which, I decided to improve my guest interaction skills. Furthermore, this management issue has further negatively impacted my overall experience during the placement. This is because I was not able to handle and manage the staff properly and thus also lacked time management, which has resulted in a negative sense. In addition to this, the help of poor management has also led to negatively hinder the overall back office operations. Therefore, the guest services is also an issue with the help of this service as it was I not able to provide the best services to the guests, which has resulted in decreased brand loyalty and guest satisfaction in a negative sense. In terms of operations, the guest's services play a role and thus have resulted in an inefficient fall in operational efficiency, costs, and revenue. 
The practical solutions in order to address this issue of management can be related to focus on improving my staff management skills, my ability to handle and manage online bookings, and also my ability to take constructive feedback. Feedback can be seen as effective solution in building trust with potential guests (Bardi, 2010). A practical solution in order to address the highest levels of service in hotels can also include making effective use of technologies such as AI to provide customers with excellent service. Ensuring that staff is helpful and friendly and helps to meet guests' needs effectively.  
[bookmark: _Toc181813484]Conclusion and Action Plan
It is concluded with hotel management as it is the area of the industry of hospitality, which further involves overseeing the operations of hotel locations in an efficient manner. It can be concluded that the front office work-based skills includes room preparation, interaction with guests, and booking work, along with the technical knowledge which includes handling hotel software and technology, as well as digital customer experience. 
	Skills to improve 
	Actions 
	Timeframe 

	Communication 
	I will improve my communication skills by practicing active listening, and by also using non-verbal cues.

	4 months

	Teamwork 
	I will improve my teamwork skills by understanding the thought process of others and showing flexibility to adjust according to the team’s requirement.  
	6 months 







STATEMENT
I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence.

[bookmark: _Toc181813485]References
Adeani, I. S., Febriani, R. B., and  Syafryadin, S. (2020). Using GIBBS' reflective cycle in making reflections of literary analysis. Indonesian EFL Journal, 6(2), 139-148.
ASET, (2017). Good Practice Guide for Workbased and Placement Learning in Higher Education. Sheffield: ASET
Bardi, J. (2010) Hotel Front Office Management. London: Wiley.
Bassot, B. (2024). The reflective journal. Bloomsbury Publishing.
Casado, M. (2012) Housekeeping Management. London: Wiley.
Fallon, M. and Rutherford, D. (2010) Hotel Management and Operations. London: Wiley.
Hagg, E. (2013) Internship Guide: Work Placements Step by Step. 5th Ed. The Hague: Eleven International Publishing
Kalra, D., Ghazal, T. M., and  Afifi, M. A. (2020). Integration of collaboration systems in hospitality management as a comprehensive solution. International Journal of Advanced Science and Technology, 29(8s), 3155-3173.
Koh, W. S., and  Hassim, Y. M. M. (2021). Hotel reservation management system. Applied Information Technology And Computer Science, 2(2), 973-992.
Konar, N. (2021). Communication skills for professionals. PHI Learning Pvt. Ltd..
Lee, S. H., and  Lim, S. E. (2023). Enhancing teamwork in the hospitality industry: The importance of empathy. International Journal of Hospitality Management, 114, 103557.
Marwani, I. S., Pusparini, M., Lestari, Z. A., Sabri, F., and  Usman, A. (2023). Management Of The 4 A’s Of Tourism: Addressing Shortcomings And Enhancing Services In Gebong Memarong Traditional Village. International Journal Of Magistravitae Management, 1(2), 104-116.
QAA (2018). UK Quality Code, Advice and Guidance: Work-based Learning. London: QAA

7

