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[bookmark: _Toc192243697]Introduction
The reflective learning focuses on my work experience at the Hilton Garden Inn Luton North. I use the Gibbs reflection model to explain my experience in this reflection. I worked in the Front Office department as a Front desk in this hotel. The Hotel uses the OnQ system, one of the most significant systems in the hospitality industry for dealing with comprehensive property management. My aim of this placement is to gain hands-on experience in efficient hotel administration. Through the placement, I understand how hotels manage and operate their work and what skills they learned for customer services. Moreover, I also learned which kind of technological tools the front desk staff used for customer engagement and services. I learned different things that benefit my professional growth. I knew the OnQ system for check-in and check-out processes that help me handle financial tasks and assist the front desk staff with duties. During my journey at the front desk, I felt comfortable with my team, they guided me very generously, and all my team members were kind and friendly. My experience was invaluable, and I learned communication skills, teamwork, and technical skills. 
[bookmark: _Toc192243698]Section 1: Reflection on Experience and Personal Development
I spent most of my placement at the front desk. I learned about the OnQ system for the check-in and check-out processes (Stringam and Gerdes, 2021). I can handle all the hotel's financial tasks through the OnQ system and learn to assist the staff members. In my team, the Front Office Manager, Joana, and Tharin, Dre, and Rullace are the supervisors. I did to interact with the guest and make sure that their requirements are adequately fulfilled. I also sent the welcoming letters to the guests' rooms so that this allows me to engage with them. During my role I felt comfortable and enjoyed working with all the team members and confidently interacted with the guests. However, once I was overwhelmed during a volunteer task, but after that I resolved my overwhelming by the support of time. I feel motivated and confident when I solve guest queries efficiently. My overall experience at a front desk is superb and it gave me a positive effect. I successfully learned the OnQ system, built strong communication skills, and built high confidence (Rabiul et al., 2023). However, I also face challenges during my role because sometimes the complicated type of questions arise from the guest, and this leads to cause disturbance among the front desk staff. But all these challenges were overcome by the supported team. Consequently, I realise that the teamwork and effective communication is the best elemnets in every job (Patafta and Milohnić, 2022). I got support from my team that helped me to manage all the worst situations and manage all the things effectively. My team taught me various techniques and tools that helped me in my professional journey. 
[bookmark: _Toc192243699]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
I evaluate that during my placement I built a positivity on my own and learned the OnQ system. I also believe that my communication skills have also been built. However, I recognise that there is some area for improvement, like handling complex guest, solving their queries, solving challenging situations, and what to do during the accident time, these are the areas that I need to build skills. Moreover, I also learned the technical skills that are significant for the hotel operations. Teamwork skills and communication skills are important skills in the hotel to satisfy the guests. These skills are essential to make sure that guests were satisfied and an effective service that is a key element for the hotel management. I analyse that my experience is beneficial for my professional growth, the technical skills such as the OnQ system are streamlined skills that are strong in my resume (Cobanoglu et al., 2021). I am also able to provide efficient guest service that led to satisfying the guest and the guest gave me a high rating. The work-based skills like team working skills and communication skills are both important skills for the seamless operations and provide high guest satisfaction (Sonnenschein and Ferguson, 2020). Moreover, during my placement I got countless support from my seniors for the work-related activity, such as solving queries of guests and communicating with guests, which helped me to build my confidence. I am able to provide efficient customer service and also learned the hotel management skills that are valuable for me to enhance my growth. I understand that hotel administration improved through practical experience in addition to theoretical studies because it demonstrated the importance of ongoing learning to maintain industry standards. I realized service delivery achieves its best performance when technical abilities meet interpersonal capabilities (Secchi, Roth, and Verma, 2019). 
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During my placement, the issue that I observed was to integrate the new staff member into the team effectively. Sometimes this issues cause delays in the task and it affects customer service quality. The new staff are obviously unfamiliar with the technical skills like the OnQ system, so that affects the check-in or check-out process, and the overall process becomes slower (Wood, 2024). This effect on the guest satisfaction as well as it increases the work pressure on the existing staff. During this time I felt concerned about the guest satisfaction and the workload of the team. This caused frustration among the guests because some guests don’t want delays in the check-in or check-out process, and they shout, and the overall hotel environment becomes worse (Kensbock et al., 2019). The overall situation was handled by my supervisor effectively. I understood that the new staff knew nothing, so the training is necessary to tackle the challenges. I appreciate my team members because their efforts are invaluable, and they support every new member and help them learn all the necessary skills. The seniors make sure the transitions are smooth. My evaluation showed that insufficient staff training plus insufficient support played a role in this problem. New employee induction programs need to become comprehensive to provide staff with necessary competencies for efficient work execution (Barreto and Mayya, 2023). The organization's operational performance could improve along with better service satisfaction levels through effective training methods.
On the study of Ali et al., (2021), high service standards require proper training alongside adequate support, so I analysed this aspect of business. When employees lack proper training, it leads to unhappy guests and extra work burdens for current personnel (Yang et al., 2020). My understanding is linked to human resource management theory about the need for well-designed employee onboarding procedures. The organization needs systematic training systems incorporating continuous feedback evaluations to detect support requirements (El-Said et al., 2020).
[bookmark: _Toc192243701]Conclusion and Action Plan
My placement at the Hilton Garden Inn Luton North was the best experience ever. I learned various key things of front desk administration like I learned OnQ system for the check-in or check-out process. I also learned communication skills that increased my confidence level, and I learned how to communicate with the guests. I am also able to manage complex situations like complicated queries from guests and others. Moreover, I also learned the teamwork skills because in team working every member supports each other in the learning process. I gain a more profound knowledge of guest services from my team members. All the experiences are memorable and the skills helped me to achieve the optimal service delivery.
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	Action
	Timeframe
	Expected Outcome

	Pursue Additional Training
	Month 1-3
	Gain advanced knowledge of hotel management systems to improve the hotel operational efficiency.

	Develop Leadership Skills
	Month 4-6
	Improve leadership abilities through workshops and mentorship that enable me to build effective team management.

	Enhance Communication Skills
	Ongoing
	I continuously work on my communication skills through feedback and practice. It is important to ensure seamless interactions with guests and colleagues.


Overall, my experience has been important in shaping my career aspirations in the hospitality industry. 
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