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[bookmark: _Toc182415477]Introduction
Overview of how Village Hotel Swindon is administrated
The administrative services of the Village Hotel Swindon include a broad range of services that are crucial for high standards of operations and guest satisfaction. Throughout the duration of my 10-week placement, I observed a supervisory post in the Front Office, Back Office, Sales, HR, and Revenue Management departments which gave me a taste of the actual operational environment of the hotel (ASET, 2017). This gave me a chance to learn procedural aspects of the company like dealing with guests, organizing and supervising employees as well as managing tasks. 
Learning Objectives
During this placement, I aimed to:
· Enhance knowledge in the sphere of hotel administration and the described function of the selected department.
· Boost my interpersonal skills in speaking, listening, and collaboration via interpersonal engagement with colleagues as well as guests daily.
· Acquire tangible competencies associated with Performing tasks, Serving guests and leadership responsibilities.
· Ponder on how my theoretical and previous exposures would be useful to support operations in a hotel. 
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Reflection based on Schon’s Model
In this section, I used Schön’s Reflection Model focusing on ‘reflection in action’ and ‘reflection on action’. This model enables real-time evaluation where I could modify my actions in the course of the tasks and afterwards, I can evaluate the results of the actions as I did in this task (Hébert, 2015).
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Figure 1: Schön’s Reflection Model (Hébert, 2015).
Reflection-in-Action
During my observations with my supervisor, I was expected to make timely decisions on the gesture to adopt while partnering with the guests of the hotel. For instance, while attending to an angry guest, I followed up on his grievances to establish their source and used cool words to address the client, a performance I had not mastered on other sites (Johnston, Clark & Shulver, 2012). I consider reflecting in action on this particular event has helped me understand the need to come up with a way of keeping calm while at the same time being attentive to the guests and has improved my communication (Wood, 2013).
Reflection-on-Action
In the end, I analyzed these interactions with a view to how I could do it better next time or even whether it would better to have someone else to do it completely (Fallon & Rutherford, 2010). For instance, I understood that describing the situation to the guest in detail and giving more proactive status updates (for as far as the resolution time would be an example). Reflections enabled me to learn the importance of passing instructions and conveying necessary information to particular students on time to avert escalation of the cases.
The theoretical knowledge of the actions involved in customer service models and conflict resolution strategies was very much supported by my educational background (QAA, 2018). Nevertheless, using Schön’s model I was able to understand how those theories worked in practice and how the immediate ability to reflect furthered my own personal growth.
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The importance of Work-based skills
In the period of my practice at Village Hotel Swindon, effective communication skills, decision-making skills, and time management skills were highly necessary to avoid problems at the hotel. For example, it was critical to sort the guest’s requests and manage time to ensure efficient working on other administrative tasks without necessarily compromising the guest’s requests. These competencies enabled me to multitask without compromising on productivity, customer relations and organizational productivity.
Relevance of Technical Knowledge
Other skills included subject matter expertise like how to get around in the hotel’s reservation system and the operation of various operating software. I was exposed to real-world booking requests and changes, and how they enhance client relations and business functioning. Knowledge about these systems enabled me to cut the time on repetitive tasks to come closer to optimum organizational efficiency (Bardi, 2010). Furthermore, it was critical to know how to create the reports and study the booking data to create forecasts for the trends and the support for the revenue management.
Lessons learnt from these tasks made me appreciate the concept of versatility in hotel administration work. Every transaction – from the handling of bookings to the handling of complaints — influenced not only the guests’ experiences but also the team processes (Vallen & Vallen, 2014). These impressions and feedback enriched my understanding of the requirements for technical qualifications for supervision together with the necessity of personal skills (Hagg, 2013). It also strengthened my knowledge of why coordination across departments plays a significant role in delivering good experiences to guests as well as running hotels efficiently.
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Issue Encountered: Communication Breakdown
I identified the major problem which is the lack of communication between different departments, specifically between the Front Office and Housekeeping. This led to what we referred to as latent room availability meaning rooms were ready later than expected thereby affecting the time guests spent checking in. Delays in event serving times frustrated and inconvenienced the guests and left them dissatisfied. The absence of signals about room status changes also introduced confusion into the functioning processes of the hotel and had a negative impact on guest satisfaction as well as on the performance of departments.
Reflection Using Gibbs’ Model
For this Section, I used Gibbs’ Reflective Cycle which was categorized in the following parts: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan (Dyre, et al., 2009). This model was quite appropriate in helping me analyse an organisational issue I come across during my placement.
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Figure 2: Gibbs’ Reflective Model (Source: Dyre, et al., 2009)
At first, I could feel my temper rise up due to such delays and I might have thought that the problem is no longer under my own control. However, I did not actually see that the core of the problem was that good communication between departments was missing at all instead of pointing at some of the departments only (Casado, 2012). Reflecting on this I realized that the breakdown has happened because shifts failed to update each other on important information. Information gaps also impacted on the guest experience negative way and the morale of the team was low because employees became trapped between conflicting information.
The issue brought awareness of communication concerning protocols especially in a hotel where the flow of business heavily relies on operational communication (Rughubalan, 2009). From this analysis, I deduced that if the departments communicated more effectively then there would be decreased delays, and most of all guests’ satisfaction would be boosted. It would help maintain consistent convergence and not only can be carried out using the applications but also it can be individual daily meetings with other teams. If the real cause of the problem were identified, the hotel could prevent similar disturbances from occurring in the first place, and ensure better satisfaction for the guests in the second place. 
[bookmark: _Toc182415481]Conclusion and Action Plan
Summary of Insights
Looking back at my placement at the Village Hotel Swindon I have learned about real-life experiences in hotel management. Through the years of participating in a working environment, I shadowed a supervisory position and learned how work-based skills, including communication, problem-solving, and task management affect the hotel industry as a whole.
Future Professional Practice
	Goal
	Action plan
	Duration

	Leadership
	Leadership development program
	1 year

	Communication
	Practice with team and guests.
	ongoing

	Technical skills
	Train new tools in hospitality
	6 months

	Advance guest services
	Continuous learning
	Immediate



As for the plans, it is necessary to mention certain improvements in leadership and communication skills development. I will also look for more training for tools applied in the sector and guest services especially because the industry is becoming more technological. Thus, the experiences and insights are important sources for personal as well as professional development as well as carrying over into any future positions in the hospitality industry.
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