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Introduction
Outram 26 Hotel is in Stockton on Tees, is a small family business that owns properties around Stockton and London. The main purpose of the hotel is to offer “home feeling” to all their guests with small extras that cannot be found in most large, branded hotels. The unique style of “going extra mile” (Outram 26, 2024), of the hotel is through small touches such as fresh flowers, tea and coffee jars unlimited servings, pet friendly, laundry wash, free television and most importantly the friendship of the owner Mary. In the following Student Learning Log will discuss my expectations before placement, the experience obtained through placement and objectives, the importance of technical knowledge and work-based skills, organizational issues encountered and reflection, my future action plan ending with a conclusion of the above. My reflection is inspired by Gibbs (1988), using the reflective cycle suggested by the author.
Reflection on Experience and Personal Development
Although my placement started late, based on the negative experience encountered at Sunderland, Holiday Inn (IHG, 2024), i felt worried and stressed, reflecting on how my experience at the new hotel will be and how the new hotel will impact my personal development. During waiting time to begin at Outram 26, knowing that i have over a decade of experience in hospitality and a previous placement behind, i felt confident that i can learn and absorb all the new information and activities that will follow, keeping positive and looking forward for my new start. Supervised by Mary, the owner, my role in the front office was to supervise current and future bookings, greet customers and offer help where needed, including directions to the city center, responding to calls and updating availability on the website. As suggested by Robinson et al, 2016, front office staff have a pivotal role as their attitude and actions can influence the success of the business and reputation. As a fast learner, i was able to complete tasks in a timely manner and made me feel proud of myself that i am capable of adapting and exceeding Mary’s expectations. Dealing with customers can be challenging as customer attitude can influence employee's mental health as a high emotional impact (Little Green Button, 2023). In one of my shifts, a customer raised his voice during check in as he was unable to reach the hotel by phone as busy day close to weekend. Mary was just in time to save the situation, allowing me to learn how a positive attitude, hiding stress and being natural can change a negative situation into a smooth, positive journey. Using Gibbs reflective cycle, i learned that being apologetic continuously is wrong, learning the importance of acting and resolving the situation instead of continuously explaining the reasons why i was unable to respond to the call. As mentioned by Robinsons et al, 2016, front office staff must perform and own a large set of skills, finding solutions in “real time” for stressful situations. Same as Cottrell, 2021, part of personal development i must use self-management and gaining more control of my future actions, being more confident, improving my personal performance, taking charge of my future by understanding the challenges and benefits of the situations that i encounter, use my abilities to take initiative and take responsibility for similar situations as mentioned above.
Critical Analysis of Work-Based Skills and Technical Knowledge
In front office various skills are required as self-efficacy and communication skills can make a worker become highly desired for the role (Robinson, et al, 2016). However,various skills can only be learned in time although, as a member of staff in front office softs skills matter, technical knowledge and system operations are learned in time, training and experience gained through the workplace makes front office staff to become impeccable offering professionalism and multitask various operations in a timely manner (Magalhaes and Marques, 2023). I had the opportunity during my shift to respond via email to booking enquires, respond to feedback and concerns about pets and lockers, making me feel skilled for front office and received Mary’s positive feedback, however, i am weak on multitasking, i saw how Mary was dealing in half of my assigned time, responding to calls, while completing availability on the website and finalizing cleaning Rotta at the same time. Considering her technical knowledge and work-based skills, i agree with Rebele and Pierre, 2019, that soft skills are more difficult to develop than hard skills, however, technical knowledge creates a fundamental expertise that can help front office to be more efficient by boosting confidence and by achieving the desired knowledge, staff value is increased based on the hard skill gained. As i am new and i am not skilled to work with sheets in Excel, my technical knowledge is low, although i am proud of my communication and adaptability skills.
Reflection on Organizational Issues
Unresolved organizational issues lead to poor productivity, negative impact on business reputation, loss of credibility, loss of profit and turnover (Mullins and McLean, 2019). Reflecting on my role in the front office at Outram 26 and the situations encountered, one of the organizational issues seen is regarding communication. Through one of the shifts, customers checked in early, although it is specified through the booking process that customers must confirm their arrival time. No further communication was received, and the customer arrived 3 hours early prior to check-in time. Analysing the impact of the above, Outram 26 encountered a communication issue as a customer was able to finalize the booking process without confirming arrival time. From a business perspective, as front office member, customers could be called prior to arrival to confirm arrival time and avoiding the organizational issue presented above. As suggested by Liberman, 2010, knowledge is a “communication pheromone” and the communication organizational theory suggested by the writer could be applied to the above context understanding that Outram 26 had “no knowledge” that customer did not mention arrival time leading to organizational issue.
Future Action Plan
Following Gibbs model, part of my future action plan, to extend my knowledge and develop new hard skills, i decided to begin a new course to enhance my technological knowledge in Excel and Google sheets that will help me exceed my future employer expectations (High Speed Training, 2024). I am positive that the above will boost my confidence and enhance career opportunities. Regarding multitasking, i will prioritize tasks in hierarchy order, i will create a schedule with responsibilities and tasks, reducing distractions and plan using my adaptability versus communication skills (Buyukboyaci, 2018), although i am curious to try NeuroRacer game, as Abbott, 2013 suggests that the game is designed to help people improve their multitasking skills, confirming that a study made on the above game improves cognitive skills and changes brain activity.

Conclusion
[bookmark: _Int_4BsWRdES] Alongside vocational and personal development, the placement helped me understand the importance of soft and hard skills such as communication, multitasking and personal skills that are valuable for business and human development. I learned that positivity, being natural and hiding stress in a certain situation as presented above, can change the outcome. Being apologetic and stressed impacts the customer and staff mental well-being, leading to a negative impact on business reputation and turnover. Technical knowledge is a hard skill that can be obtained in time by gaining experience and professional learning. Organizational issues are various in each business, however, unresolved issues can bring failure. My action plan reflects the areas where i need to improve and develop new skills.
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