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I will reflect on my experiences while working in “The Huntsman Inn in Holmfirth” and also share the challenges that I faced. Application of my knowledge in hotel operations can enhance my experiences and create advantages to identify improvement areas. As a part of my education during my placement at “The Huntsman Inn” hotel, I worked at the front desk of this department. This is the first point where the guest contacts the hotel, and therefore, responsible services should be provided to them, including handling reservations, a seamless check-in process and many more. The front desk of this hotel has provided a wide range of services, including handling guest complaints, providing various guest services, room reservations, allocations and even personalised “check-in and checkout options”. The learning objectives that I wanted to achieve during this placement include 
· Development of exceptional customer service knowledge that will help to deliver personalised services to them.”
· Manage the customer’s problems by handling their complaint and resolving the issues to ensure that the customers have a positive impression of the hotel. 
· Deliver opportunities to use tools like “customer relationship management” to improve operations. 
[bookmark: _Toc198147611]Section 1: Role Reflection
Here, I have adopted the “Gibbs reflective cycle” to share my reflection and the placement experience in “The Huntsman Inn in Holmfirth” (Adeani, Febriani and Syafryadin, 2020). I have several responsibilities in the role of front desk employee, including managing room reservations, providing effective customer service, resolving guest complaints and many more. The front desk department has focused on providing the best services to the customers to enhance their expectations, and the leadership is exercised mainly by adopting clear communication, empowering the staff and providing regular feedback (Cheng, 2020). I ensured to adopt all of these strategies and tried to listen to my supervisor, as I believed that gaining experience from the senior officer would improve my knowledge, and I would be able to handle complex situations. Here, an important role is played by my supervisor, and I learnt that it has a strong impact on the overall efficiency of the operations, where communications between the departments and the team members will ensure that the guests receive effective services. For instance, the supervisor also encouraged the team members to think critically and improve guest satisfaction. Additionally, the department uses a software system like PMS (“property management system”), which helps to manage the allocation of guest information and room reservations (Hu, Trivedi and Teichert, 2022). Whereas CRM is also used to track the preferences of the guest. Nevertheless. I have faced challenges like managing the rush during peak hours, balancing multiple tasks, resolving complicated guest complaints and many more. I believed that I could improve my skills by focusing on completing the task within the deadline, practising active listening, showing empathy when dealing with the guest and many more.”
I am sharing two personal examples that I experienced during my placement at “The Huntsman Inn”, which helped me to outline the improvement plan that is required to ensure my future career growth and even enhance my professional development. For instance, there was a situation that occurred when a guest complained about some issues with their room, but I was unable to resolve the issues promptly. However, I tried to use my communication skills, as it is one of my strengths, to resolve the problem, but I should use my problem-solving skills to identify the root causes. I analysed that my supervisor came and he thoroughly listened to the guest's complaint and then resolved the issues quickly. Another situation arrived during the peak season when the front was extremely busy, and I needed to manage the volume of data regarding the guest checking checkout and others. Here I have faced issues doing multiple tasks, and I realised that time management skills should be an appropriate way to manage all these tasks within the deadline and improve the quality.”
Therefore, I have found my strengths, which are communication and skills, but I need to focus on time management and technical skills, where I have developed an action plan to achieve them. 
	Skills 
	Ways to achieve

	Time management skills
	Additional training on time management techniques.

	Technical skill
	Join the webinar or the seminar to improve my efficiency.
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I have recognised that I need more training programs within my placement where I will be able to observe the skills that should be adopted to improve my professional practice. I saw many new staff struggle to navigate the technical tools, and an effective training program could be an appropriate way to increase their technical skills. As per the study of (Olimovich, Bakhtiyorovich and Salimovna, 2020), the training programs have been creating advantages to enhance employee performance that can positively influence customer satisfaction. Therefore, it has highlighted the importance of training, and based on my practical experience, I learnt that training programs would ensure that they learn the various skills for managing tasks within the hotel industry and deliver better services to the customers (Belias and Trihas, 2022). The discussion can be linked with the “personal resourcing and development” module, as within the hospitality industry, effective training is required to enhance the overall organisational outcomes (Olajumoke and Jetson, 2020). Therefore, a high focus on the comprehensive training program is a critical administrative issue which should be resolved, and by investing in the program, the employee performance of “The Huntsman Inn” will improve at the same time, and it can reduce the turnover rates.”
[bookmark: _Toc198147613]Section 3: Future Trends in Hotel Administration
The rapid involvement in the hotel industry identified the future trends that should be focused on to improve overall performance. For example, the increased use of AI in the hotel industry can deliver better services to the customer, Such as AI-powered chatbots, predictive analytics and many more (de, 2021). Using these technologies, the guests’ data can be analysed, and at the same time, their preferences will be understood, which might help to deliver personalised services to them (Ramgade and Kumar, 2021). Therefore, it can help the front desk office to deliver the services to the customers as per their expectations and ensure to accelerate their engagement. It is required for repeat business. 
Whereas the customer expectations have changed towards sustainability and personalisation. Using these factors not only helps the hotel attract customers but also enhances the brand image by showing commitment towards sustainable services (Kim and Han, 2020). Additionally, technological advancements like using PMS, CRM and others will enhance business efficiency, reduce operational costs and enable the staff to manage the guest information effectively (Alananzeh, 2022). Implications of this trend include upskilling the staff and prioritising sustainability to help meet the guests' demands. Hence, the front desk department should adopt these strategies that can help to remain competitive in the market and also focus on changing demands within the industry and adopt them efficiently.”
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Based on my overall experience in “The Huntsman Inn”, it is concluded that I have learnt valuable knowledge during this placement, and it increased my abilities to make effective communication, and teamwork, learn the importance of using technology, provide effective guest services and others. I successfully achieved my learning objectives, but at the same time, I will ensure to enhance my professional skills and adopt the latest trends within the market that will provide benefits to pursue my career in this industry.”
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