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[bookmark: _Toc181578449]Introduction
At the Hilton Garden Inn Racecourse in Doncaster, I was able to see what goes around in the Sales Office in a 10-week Placement of me. In hotel administration are skills like active listening, negotiation, emotional intelligence, and other skills that I learnt in the experience. In Kolb’s Learning cycle, I will reflect my thoughts in which with help of my observation about the sales staff, I came to know these skills and how the knowledge of these skills is necessary for having a successful end using these skills to boost a relationship with customers. I will retrospect what I will: document my learning experience, as well as aid my future practice in the hospitality industry.
[bookmark: _9on07gqzbjh9]

[bookmark: _3fj0kns4jxkm][bookmark: _Toc181578450]Reflective Model: Kolb's Learning Cycle
David Kolb is the framework of experiential learning, in which it is stated as a procedure of four steps: real experience, thoughtful reflection, intellectual conceptualization, and operational research. It is with this model that I use it to reflect on my experience in the Sales office, giving structure to analyse my observations and my insight.

Concrete Experience
During my placement I witnessed activities in the Sales office in Hilton Garden Inn. Team was in charge of responding to sales inquiries, crafting contracts with customer base, and building relationships with all our customers: corporate and individual, but also with members of Hilton Honors. I have seen the sales staff conduct meetings with prospective clients, develop proposals, and discuss packages that were custom tailored to that specific need (Drake, 2013). One thing I can say about it is that it was nice to see a booking session from a corporate client who booked multiple rooms for an event to come and all shifts from Front Office was engaged, for everything to go smooth and easy. It employed a number of techniques to meet client’s needs while still meaning the property could make money, either from room sales, restaurant bookings or special requests.

Reflective Observation
Looking back, I observed how listening was so active that I believe it is also a critical element in the sales process. The sales staff always turned out to satisfy the client’s needs and pains consistently. For example, the client's request would first be recast by one of the staff people without either losing its meaning or delivering it in an impolite way (Wijnen-Meijer et al., 2022). For a successful negotiation, building rapport and trust with clients is key and that involves active listening. Not only did I come to recognise that meeting in negotiation skills had to be essential to come out with acceptable results in the client and hotel's favour too. They examined the gap between the client’s needs and the hotel’s objectives and what could the sales team to sell. To negotiate you have to understand the interests of both parties then together devise a mutually beneficial compromise (Lee, 2016). Another thing that kept popping up during my observation was emotional intelligence. Emotional awareness was highly visible among the sales staff, and they understood which emotional cues clients are demonstrating, and how to react to them. In the hospitality industry, this ability to be able to touch with clients on an emotional level, increases customer satisfaction and loyalty (Morris, 2020).


Abstract Conceptualisation
But based on my reflections, I learned the relationship of active listening, negotiating, and emotional intelligence and how it all has played a role in my outcomes during sales in hotel administration.
1. Active Listening: Just like with this skill – this is a skill of listening to the words not the emotions. In a competitive market where customer loyalty is key, a great customer experience can only be achieved by active listening (Torres, 2013).
2. Negotiation: What the negotiation process is not – is not just about making a financial agreement but about understanding the client’s needs and to give customised solutions. There’s also a requirement for analytical skills, and thinking creatively on the fly, since the sales team often had to align on a solution that satisfied both the client and the hotel’s revenue goals (Skjølsvik, 2017).
3. Emotional Intelligence: For building strong relationships with clients, this skill is a must have. If the sales staff were aware of their own emotions as well the emotions of persons they were dealing with, they would create an environment where persons feel welcome, there can be open communication and trust. Service, exceptional service, is a key differentiator for the hospitality industry (Wolfe, 2013).

Active Experimentation
Considering my observations and reflections, I would like to carry out the insight into my practise in future practise within the hospitality industry. I plan to follow some strategy along these lines.
· Enhancing Active Listening Skills: I will start to practise active listening in personal or professional interactions. What I want to learn to do is reflectively listen in such a way I can listen more carefully to others and then summarise what I’ve heard so I’m clear what this is (Crawford, 2020). Not only will I be building stronger relationships with my colleagues and clients, I will also be increasing my communication skills.
· Developing Negotiation Techniques: That is why I am going out to look for places that I could participate in negotiation training sessions. It will let me know the different negotiation strategies such as interest-based negotiation that will help in negotiating through complex discussions (Terry, 2001). Moreover, I would be watching how prominent negotiators conducted business, and then trying to apply their techniques in real circumstances.
· Cultivating Emotional Intelligence: As a way of increasing my understanding of my emotional intelligence (I will engage in self-reflection to help me understand my own emotions and their effect on how I interact with other people). I will also learn empathy and will try to read other's points of view and feelings (Min, 2015). This way, I will find myself improving interpersonal dynamics and control from within the work environment.

[bookmark: _aer9cef2l5rv][bookmark: _Toc181578451]Conclusion
The valuable insights of the placements at Hilton Garden Inn Racecourse allow an understanding of the workings of a Sales Office and what are the fundamental skills in hotel administration. Kolb’s Learning Cycle allowed me to take on a few of my recent observations about active listening, negotiation, and emotional intelligence and tie it to sales success. Watching the sales staff communicate with customers made me realise the importance of good communication, teamwork and management over tasks, and personal skills. Moreover, I caught a communication breakdown that took place between the team and finally came up with some ways to improve the whole process. Throughout this reflective learning log, I’ve learned the essential skills and know how to be a successful hospitality professional. I’m endeavouring to make use of these findings and approaches in my subsequent practise, always developing my skills towards increasing hotel.
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