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[bookmark: _Toc168245819][bookmark: _Toc168406128]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: _Toc168406129]Hotel administration:
As we know that the front office of the hotel administration is a crucial point because this is where everything is controlled and dealt with. If a guest has any kind of problems, they will contact the front desk to sort out their issues.  It is also made sure that this office has a perfect coordination with all the other departments of the hotel as well because this is where everything is controlled. The administrative functions of the hotel are dependent upon the operational procedures of the software system that are installed that includes the opera PMS that is used to identify the guest profiles and check ins. KIPSU messaging services to let the customer know small details. To have a high standard in the hotel these kinds of aspects must be used to maintain a high standard for guest services and have an effective management system
[bookmark: _Toc168245821][bookmark: _Toc168406130]Reflective model: Kolb’s reflective cycle
There are four stages involved in Corp’s reflective model. The first one is the concrete experience reflective observation abstract conceptualization and active experimentation. To have perfect insight on my personal experiences and placement in the hotel, this model of reflection will make it easier for me to define my own personal reflection.
[bookmark: _Toc168406131]Concrete experience:
The Human Resource Management of every department or every organisation is very important but when I took my first placement with an induction programme in the hotel it was supposed to be of three days but because of mismanagement they only provided me with two days of induction that was not enough for me because there was a conflict between certain times of my personal life (Gibbs, G. 1988). My son had a medical emergency that came in conflict with time of work that I had to spend in the hotel. Despite all these challenges that I faced I had a keen eye towards providing high detail for the guest services. The good thing was that all the tasks were well divided in different departments within the hotel, and I was given a task for the front desk that was a positive experience for me.
[bookmark: _Toc168406132]Reflective observation:
I took my placement eagerly and I was very excited to start the world but from the very beginning I felt like there was lack of empathy in the hotel by the HR Department because when I told them about the medical emergency of my son, they didn’t understand that, and this is a crucial part in the hospitality industry to be understood (Kolb, D. A. 1984).
[bookmark: _Toc168406133]Abstract conceptualization:
This experience as a front desk manager highlighted the importance of all sorts of aspects involved within the hospitality industry that includes the empathetic management system effective resource allocation and workplace culture that is supportive. It makes sure that the employees that are working in the hotel are prepared for any kind of operation and they can run these operations smooth (Kotler, P. 2017).
[bookmark: _Toc168406134]Active experimentation:
For hotels or hospitality industry to be inclusive and supportive in nature they should include improved induction programmes, flexible scheduling, empathetic management training and enhanced communication system. When it comes to improved induction programmes this is the very first step towards finding out what the management system of the hotel looks like. If someone doesn’t know what they’re doing, they will not be able to do it properly. What’s my scheduling will provide opportunities for employees to give time to their personal as well as professional life at the same time. Empathetic management training will give a chance for the personal traits within the personality of employees to understand each other or to understand the condition of guests that is the most important aspect in the hospitality industry (Mullins, L. 2016).
[bookmark: _Toc168406135]Critical analysis of work-based skills and technical analysis:
Effective communication is always important for interacting with each other in the workplace as well as interaction between employees and guests in hotel. The front office of the hotel uses KIPSU for texting the guests, Opera PMS forecast profile information. For worked based skills task management is important because with the help of this multitasking becomes easier and this is considered as the crucial part within the training of an employee. The most important aspect is to deal with the VIP guests because every guest is important, but VIP guests have provided an extra sum that must be respected. On the other hand, when it comes to technical skills, Opera PMS keeps messaging room allocation and guest relations and MIVOICE business console becomes important (Schein, E. H. 2014).
[bookmark: _Toc168406136]Reflection on organisational issues:
There were certain issues that I identified that included resource allocation, management styles, workplace culture and communication. The resource allocation issues include the incomplete induction that led to affecting my preparedness. The management style is rigid that means it lacks the empathy required in hospitality industry that is necessary to support employees. Workplace culture is also important to be analysed because workplace culture involves taking care of the needs of the employees and prioritising operational efficiency within the hospitality industry (Zeithaml, V. A, 1996). Poor communication will give rise to misunderstandings and lack of empathy as well. Personal circumstances of employees must be understood with the help of effective communication method and this will also help to minimise any conflicts and stress in workplace.
[bookmark: _Toc168245826][bookmark: _Toc168406137]Action plan:
Based on the experiences that I got from intercontinental Hyde Park Hotel there are certain actionable solutions that I propose.
The first and most important one is the improved induction programmes because when I didn’t get my induction properly it increased the conflict between my work time and my preparedness. Apart from this they should be flexible scheduling so that if there are some personal issues in the life of employee, they can deal with it accordingly without disturbing their professional life. There should be empathetic management training so that employers can understand and have empathy for employee’s wellbeing. enhanced communication will also involve Transparent communication channels within the workplace so that employees will Feel valued and heard.
[bookmark: _Toc168245827][bookmark: _Toc168406138]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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