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I got the placement at Hermitage Park Hotel Coalville to work within an administrative role within the front office department for a few weeks. The role of front office department is to get in contact with the guests during the time of their arrival till the time of their departure from the hotel. The front office department has to perform various functions such as reservation, registration, reception, room assignment and bills settlements of the guests residing at Hermitage Park Hotel. At reception, the hotel uses the Rezcontrol software which provides the complete software solution for hotel management. It manages the UK based customer service by providing simplicity, depth of functionality and transparent pricing. It helps in mange bookings, tasks and events where Rezpay is the integrated solution for payments. Hence, it is one solution for all problem related to the hotel management (Hermitage Park Hotel, 2024)
[bookmark: _Toc167562628]REFLECTION ON EXPERIENCE AND PERSONAL DEVELOPMENT
Personal development and experience is the essential key to analyse and compare the work-based skills and technical knowledge. Working at the front office department of Hermitage Park Hotel I have learned and experienced more about the guest service and their expectations. On reflecting my experience based on the Gibbs reflective model, I have realised that the hotel is using the Rezcontrol software to manage its operations which helps the front office employees to connect with the guest and not only involve in the administration. The supervisory position at the front office department makes sure about the comfort of the guests. This experience has contributed to the understanding of work-based skills and the technological knowledge with an impact on personal and vocational development (Kuldoshevich, 2021).
I have learned about the operations of the software used by the Hermitage Park Hotel to manage the guest service expectations. It also helped me to boost some of the interpersonal skills such as customer service, teamwork, communication, problem-solving, conflict management and many more to enhance my existing skills while working.  The front office work at hotel management has guided me to solve and deal with the guests with patience. It also helped to enhance the personal and technical knowledge where I gained many positive traits and realised some of my capabilities which can help me in near future. The experience at hotel industry has offered practical knowledge in contrast with the theoretical knowledge offered by the formal education system. It also showcases about the management concepts at every level of work (Kuldoshevich, 2021).
[bookmark: _Toc167562629]CRITICAL ANALYSIS 
Working at the Hermitage Park Hotel, I have experienced most of the technical and work-based skills which were earlier missing in me. I have learned many aspects of management on practical basis which were only theoretically understood earlier. The front office work has initiated me to do multi-tasking with the time management ability to work effectively and efficiently. It also makes me comfortable in providing customer service based on the leadership qualities. The work of front office department is to manage the contacts with the guests with patience which has evolved the leadership qualities in my behaviour. As I was good at speaking skills I easily adopted the way of communicating with the guests. Other skills I have developed during my placement at Hermitage Park Hotel like conflict management, positivity, emotional intelligence, interpersonal communication, and teamwork (González-González and García-Almeida, 2021).
This kind of work cannot be done individually so it is essential for me to enhance the teamwork abilities which can possess collaborative work. The culture of the place should also match with the ideologies of the guests otherwise it results in chaos and can harm the operations of the hotel. Being in first office department it is my responsibility to handle this kind of situations and other problems which can help me guiding the guests and increase my performance standards.   The development of technical skills also initiated at the Hermitage Park Hotel because it made me deal with the use of Rezcontrol software which provides one solution for all problems. I knew the basic computer skills but I have learned about using the updated version of this kind of software during my work. It has given the positive impact on my career by learning to operate the technology (González-González and García-Almeida, 2021).
[bookmark: _Toc167562630]REFLECTION ON ORGANISATIONAL ISSUES
I have noticed the situation of placing the untrained staff at the front desk position. The front desk position in the hotel management is the crucial department where all new and in-house guests clear their queries and expect the return immediately. The Hermitage Park hotel has appointed the interns and non-skilled person as the receptionist which makes the hotel to deal with the major consequences. I have learned that in hospitality industry like hotels must have good quality and experience with good customer review because once the consumer dislikes the services they will not prefer to stay in such hotels. So, this kind of problems can create the issues of consumer service with expected returns. This kind of issues majorly affects the operations of the hotel due to the low consumer service rates. The guests are not satisfied with the services can impact on the overall performance of the firm (Patiar et al., 2021).
To solve this kind of issues, I can suggest the hotel to train all the staff once they are hired. It should provide on-the-job and off-the-job training by creating the different department to train the newly hired staff.  After providing the staffs with training evaluates their performance to satisfy the guest and can enhance the customer service component as a skill. To enhance the skills of the untrained staff, the manager should focus on the team of front desk and understand their needs in which they are lacking behind. So that the hotel management team can organise the learning and development programs following the constructivist learning theory to identify and solve the self-learning needs of an individual. In this way, I can suggest the Hermitage Park hotel to make their employees efficient in consumer service with problem-solving abilities (Patiar et al., 2021).
	GOALS
	STRATEGY
	ACTION
	TIME TO ACHIEVE

	Upgrading technical skills
	Multiple problem with one solution

	Training to the unskilled individuals
	1 week 

	Increase consumer loyalty
	Best consumer service
	Enhance communication skills with patience development 
	15 days

	Task management 
	Instant feedbacks and reviews
	Performing multiple task at a time 
	2 week
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The future action plan needs to more effective for the proper management of the hotels like Hermitage Park Hotel which focuses on the skill development of the employees so that they can perform with best of their capabilities and can provide the best hospitality experience to the guests. I have realised that the future action plan should focus on the areas of development based on the previous records and experience of the hotel. They should focus on the technical know-how because most of the employees are unaware about the use of software and technology. Employees should be empowered to stay confident with better communication skills. The employees are guided with reviews and feedbacks that help to enhance their performance. I can suggest the following future action plan to make the Hermitage Park Hotel achieve the success (Milton, 2024).
[bookmark: _Toc167562632]CONCLUSION
In conclusion, I can conclude from this report that hotel management needs the skilled employees where they are trained for the multiple issues and providing best customer service. Working at The Hermitage Park Hotel has made me experience the various interpersonal skills and technical aspects which are unknown to me. Here, I have also suggested the future action plan for the kind of services and skills needed to be developed at the hotel. 
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