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This reflection log contains the reflection on the writer's feelings, experiences and learning in the academic journey and also during the working professional as the Supervisor in the front office. This reflection is going to use Kolb's model of reflection to provide an efficient overview of the journey and experiences of the writer (Morris, 2020). 
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A key part of my hotel management professional development journey was shadowing the Front Office's head at The Hotel for a certain period. When I was working as the supervisor in the front office department at the hotel, I was involved in several supervisory duties at the Front Office department (ASET, 2017). I was in charge of processing the guest check-in and the guest relations, as well as the roistering and the conflict resolution. One moment that had a huge impact on me was the situation that we had to solve when the city event caused an overbooking of 15 more guests than we could take in. This authentic experience posed the beginning phase of my learning cycle and put us in a high-stress scenario to solve the problem (Bardi, 2010).
Through the challenge, I was present when the supervisor in actual did negotiated with the hotel next door to accommodate 5 guests, gave upgrades to holders of loyalty cards, and maintained open and honest communication with them. By so doing, I learnt how crisis management principles should be put into use in a crisis. I practised the LAST approach which is Listen, Apologise, Solve, and Thank in treating the affected guests (Min et al., 2020). Thus, we had few complaints and some guests even gave positive feedback. The way the manager managed most of the tasks daily taught me different techniques for balancing the maintenance of the customer's comfortable stay with the hotel's operational efficiency (Casado, 2012). My theoretical background in hospitality management became an outline for me to understand the real-life scenarios I was watching. The examples of both the concentration on maintaining harmony between the departments and her quick thinking presented during the overbooking incident emphasised the role of emotional intelligence in strategic decision-making. I saw both property management systems for tracking inventory in real-time and also had engagements with housekeeping to get rooms prepared faster. Apart from this, this incident also helped me to connect my theoretical knowledge with the practical implications. After analysing my manager during the time when he have to manage all the things simultaneously, I was able to connect my theoretical knowledge about the good leadership style to the practical gains. During this time I noticed and able to identify the techniques my manager is using to motivate employees and staffs. The leadership style applied here is Democratic, which are the main reason for the employees motivation and creativity to resolve the challenges. 
Abstract conceptualisation enabled me to relate theoretical ideas from my courses to real-world practices. The revenue management principles I learned were used for room inventory management and pricing strategies. The influence of profitable communication technique is most obviously made clear by my witness of how clear the explanations of the instructions were which in turn minimised the mistakes and resulted in a better service delivery.
[bookmark: _Toc180670454]Section 2
My mastery of skills required in this sector in the latest vacancy was the main advantage. The hotel was reported for style violations, and I learned to go along with the local way of activity. Besides, I developed the ability to make and study daily reports and handle group booking, and hospitality services billing problems. One of the most notable instances of this was the reconciliation of a 44-room group booking for which the corporate client had requested individual bills for each guest. Modernised academic education would be the most requisite skill in the development of the advanced computer technical skills that have been gained (González and Ramírez, 2022). I assisted in generating forecasts that depicted historical data and current trends. This information was then used to make decisions about staffing, among other things. It was here that I was introduced to Excel application programming interfaces that are used for the hotel's business intelligence applications. In the real world, I was able to monitor hotel success elements occupancy rates using these applications.
The reflection observed the crucial need for interpersonal skills in the front office administration yet another competency. I have improved my communication skills very much by way of everyday periodic shortings and talking to the guests. A real incident that springs to my mind as a highlight was the complaint of a noisy room by a VIP guest. I helped my teammates understand customer complaints better (Hagg, 2013). By visualisation and discussion, we came to a final understanding that the customer was dissatisfied with the type and speed of service that they had to face, getting into a problem. Slow service guaranteed a perfect experience that could not be repeated. I helped my teammates understand customer complaints better. A member of our team walks in the footsteps of our clients and discovers the real problems they encounter.
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Reflection on Organisational Issues An important organisational issue that I noticed is the poor communication in the handover process between the work shifts, which resulted in a lack of communication and the same time service inconsistency. An example of this was when a guest's rules for her order of breakfast served to the room were not transmitted correctly from one shift to another and therefore the order was delayed and incorrect. The handover issues were responsible for slow responses, frequent booking of rooms, and long waiting times at reception and therefore likely lower scores from guests on satisfaction reports. Through examination, I determined the main causes were reliance on paper-based handover notes, lack of standardised procedures, and insufficient overlap time between shifts (Fallon and Rutherford, 2010). My experience at the university, as well as the opportunity to be a part of practical activities, provided the basis for my interventions. The proposed solutions were the following: using a tablet to digitalise the handover documents, creating standardised handover processes with checklists, introducing a 15-minute overlap period to the shifts, and conducting team meetings regularly to evaluate and improve the processes. All these strategies can help me as the supervisor at the front office (QAA, 2018).
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· To improve communication skills in six months
· To improve computer proficiency in 8 months
· To improve conflict resolution skills in 6 months
· To learn a new international language in 8 months
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	Skill needs to improve
	Action steps
	Timeline

	Communication kills
	Improve active listening (Rabiul et al., 2023)
Try to attend seminars and webinars
Try to socialise more
Practise daily
	6 months

	Conflict Resolution
	Improve emotional intelligence
Improve active listening
Improve communication
be patience
	6 months

	Opera PMS
	Join the offline and online classes
Seek feedbacks
Joining webinars and seminars related to PMS.
	8 months

	Computer proficiency
	Practise daily
Take classes offline and online
	6 months

	Learning New Language
	Take classes
Socialise with people from different community
Practice daily
	


I have set up an intensive plan to help me reach my maximum abilities. I will initially focus on achieving the top certification in Opera PMS, undergoing special training to gain knowledge in computer proficiency and the other part will be left on international language. My medium-term plan is to become will include obtaining leadership roles in small teams, learning how to handle crisis management issues through specific courses and learning to resolve the conflict at the workplace between customers (Ushakov et al., 2020). In the future with my long-term objectives, I am determined to take part in front-office management training programs organised by leading hotel companies, climb the corporate ladder and be a part of process improvement procedures. 
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I consider reflecting as a crucial component of my acquired knowledge of the front office. The practical allowed me to understand the fact that the success of this job is built on the right mix of technology, leadership, and emotional understanding of the customer. The experience of being in the field has given me practical examples with contexts thus reinforcing my knowledge in this area. By implementing the action plan effectively I can also improve my professional journey. The hotel placement journey and this learning log helps me to identify my experience and skills I have gained which was the main objective of this module.
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