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[bookmark: _Toc167968140]Introduction
Hotel administration operations such as the department of receptionists play an integral role in the case of developing a strong bond with the customers which is essential in the hospitality industry (Mallia, 2022). In that regard, several skills are required in this case such as communication, and problem-solving with technological skills that assist the hotel of PREMIER INN LAKESIDE in achieving high revenue generation. This report will elaborate on my journey and experiences regarding the job role of receptionist and how I will analyse my areas for further improvement. There will also be a description of Kolb's reflective cycle to analyse my experience effectively. On the other hand, I will also explain an organisational issue such as lack of workplace diversity that can create a negative impact on this hotel environment. An action plan will also be introduced to analyse the skills that I have to develop further for my betterment purpose in the future. 


[bookmark: _Toc167968141]Reflection on experience and personal development with Kolb’s reflective model
Concrete experience: I have been working as a receptionist in that hotel and my main task is handling clients over the phone and also in person. One day, I encountered difficulties regarding the reservation of a client and that person was unable to calm down as the booking was cancelled by mistake. This kind of situation often comes in the workplace and I was handling it very confidently. However, the situation was getting worse and that scenario was handled by my senior executive. 
Reflective Observation: In that regard, I realised that practical skills are also important with theoretical knowledge. My senior executive efficiently handled the situation in front of me as he has many years of experience. In this phase, that person suddenly calms down and listens to him carefully due to his effective communication skills. On the other hand, situation-handling capability is also required in the case of a receptionist job role (Cantelmi, 2023). Therefore, this kind of expertise has to be polished more to get positive feedback from the customers. Additionally, technological knowledge such as checking reservations daily and figuring out the technological glitches also enables this organisation as well as me to eliminate these kinds of issues in future. 
Abstract conceptualisation: After that scenario, I realised that I have to polish my communication skills more efficiently so that I can handle any unexpected situation effectively. Along with that, if I could take a look at the reservation list, I could help my client to make him understand the glitch regarding technology which can happen in general. The situation could also be handled in such a way that I could review the hotel reservation list with the help of advanced AI-generated machines that allowed me to get the proper information in terms of whether any rooms were vacant or not. This kind of situation demands effective communication, problem-solving ability and expertise in operating advanced technology which I have to polish more for my future betterment.
Active experimentation: If this kind of scenario comes again in future, I will be able to handle this very efficiently. For instance, Firstly I will check my reservation or booking list and then try to convince my customers regarding the issues. I will listen to their words patiently and take some active steps such as providing the other rooms if there is an opportunity of doing this activity. Effective communication is a needed skill that is the top priority in this kind of occupational role (ASET, 2017).
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[bookmark: _Toc167968143]The importance of work-based skills and technical knowledge in managing Hotel Administration
Work-based skills such as customer service and multi-tasking are some crucial parts of hotel administration (Fallon and Rutherford, 2010). For instance, the receptionist department has to handle a lot of job roles efficiently such as customer handling, sending emails and booking reservations over the phone and in person. All these activities need effective communication skills in this workplace. Multitasking such as housekeeping and time management can also be included in this case creating a positive impact on the hotel's reputation. Technological skills such as chatbots help in customer engagement more prominently. Automation along with IOT are also some crucial parts that assist the whole organisation in performing effectively.
[bookmark: _Toc167968144]Explore the specific work-based skills and technical knowledge encountered during the shadowing experience and their relevance to administrative tasks
Communication: Communication is a crucial part of the case of receptionist job role as it enhances the relationship between clients and the hotel (QAA 2018). In that regard, I have encountered some clients and during that time, my communication was not very effective which resulted in conflicts. Hence, I have decided to develop this skill more efficiently which mitigates any confusion in the workplace.
Advanced analytics: Advanced analytics is also important for getting knowledge regarding customer preferences which is vital for pleasing them with the right products and services (Hagg, 2013). In that regard, booking reservations, sending emails, and attending calls are some crucial parts that I have been doing as a receptionist. I have booked several reservations according to the room preferences of regular customers which I got to know from the database. Hence, the analytical part is also important in this case. 
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Lack of workplace diversity: In that case, I have encountered a situation regarding lacking workplace diversity in this hotel. There was no such discipline among the colleagues as they come from different backgrounds and so, different opinions of them originated conflicts and confusion.
Impact: It created a negative impact on the brand reputation of this hotel and several customers started feeling irritating and uncomfortable while staying. As a result, several customers cancelled their bookings due to these conflicts that generated lower income growth.
Solution: Proper training programmes for the workers have to be implemented to eliminate those kinds of conflicts in this workplace (Mallia, 2022). Creating awareness regarding equality is also important to mitigate this problem.
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	Skills to improve
	How to improve
	Resources required
	Time required

	Communication
	Communication is very effective in the case of improving customer services which is required in the hospitality industry (Casado, 2012). For this purpose, I daily practise communication with my colleagues so that I can improve it within 2 months.
	Online resources such as communication classes can be effective in this case. Books regarding communication can also be useful to polish this skill.
	2 months

	IT skills
	Analysing data is also essential to deliver a quality service to customers (Bardi, 2010). In that case, I can put myself in IT classes to improve this expertise.
	I can watch YouTube videos and read books to develop this skill effectively. In that regard, I can also engage myself in some online classes that may assist in developing technological skills.
	3 months






[bookmark: _Toc167968147]Conclusion 
Work-based skills and technological skills play a pivotal role in the case of increasing the revenue of the hotel industry such as PREMIER INN LAKESIDE. This report has all been about my experiences while doing the job of this organisation. I have encountered many situations such as problems regarding client handling and also facing the issues of technological glitches. Effective communication is mandatory to convince the customers and also create a positive impact on them. I have encountered many challenges such as to lack of communication skills, I faced issues of proper client handling that affected my impression negatively. However, I have structured in a detailed manner my experiences with the help of Kolb's reflective cycle. Along with that, an action plan has also been elaborated to figure out my issues regarding this case. 
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