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The department of reception is quite important in the organisation of a particular hotel. It is the responsibility of the receptionist to provide an overview of the hotel through their behaviour to the customer. I worked as a receptionist at the Novotel Birmingham Airport. After gaining experience in this hotel, I came to acknowledge about the fact about that this specific department, which also serves as the front office in this airport. During my time in this placement, I hoped to gain long-term experience in the network of the organisation. Other objectives that I committed to further achieving were to establish strong relationships with my fellow coworkers and contribute to the success of the business. 
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Outline of job roles
Kolb's Reflective Model, a contemporary learning framework, leads to knowledge development with the help of acquiring broader experiences. As per this model, learning development is structured by following four strategic stages that are Concrete Experience, Abstract Conceptualisation, Reflective Observation and Active Experimentation (Vince, 2022). I have gained broader knowledge based on my work experience in the Novotel Birmingham Airport as a Receptionist. Having been involved in this job role, I have welcomed the passenger professionally, which is a key responsibility for working professionals. Additionally, I have helped the passengers by providing adequate information as per their needs, and this responsibility has aimed at serving the customers properly. 
Key skills of managers in the department
Managers of the hospitality industry need to have communication skills that are beneficial for fostering team networking. Having strong communication skills, the organisational leaders in this industry are involved in following a strategic approach to solve the problems. It signifies the effectiveness of problem-solving skills that the managers of the aviation sector need to have (Canahuati, 2024). Having developed my experiences, I have acquired knowledge on the importance of problem-solving skills for leaders in the hospitality-based sector. It is seen that the problem-solving skills of the managers strongly influence their decision-making skills. These professional skills allow the business managers to foster team collaboration that leads to strong organisational performance. I have identified that the organisational reputation relies on the business performance that ensures organisational progress.     
Examples from the placement 
I have struggled during the placement due to administrative issues like staff shortage in the company, which impacted my performance as well. It signifies the resource pressure that influences the overall organisational efficiency of the brand. Due to this, I have faced excessive work pressure in the context of performing multiple job roles and responsibilities. The communication skills are the leading aspect for enhancing my teamwork skills, which I have realised by being involved in the placement. Meanwhile, problem-solving skills can influence me in serving my job role professionally in the future. It signifies that I need to improve my problem-solving skills to get broader career opportunities in the contemporary era (Canahuati, 2024).  Apart from that, I have experienced a lot of challenges in the context of a lack of time management skills, which is a core barrier in professional development.  
Action plan 
I can be involved in professional courses that will aim at offering advanced guidance for strengthening problem-solving skills (Canahuati, 2024). Additionally, the online workshops are broadly popular in the modern era, and I can participate in these types of workshops to enhance my problem-solving skills. I need to explore the Pomodoro technique for increasing my time efficiency and fostering career growth.  
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Kolb’s learning cycle is being used in this assignment and this particular section is describing the stage of the third stage of the cycle. The following are instances of the management performance in the Guest Service Operations:
Management Styles: Yes, the initiatives and strategies of leadership have significantly impacted the motivation and efficiency of the working members. While present there, I have also identified that the leaders follow different types of leadership approaches that help them manage their fellow members of the team (Hagg, 2013). During this experience, I also acknowledged the leadership style of Craig Poole, one of the prominent figures of the hospitality industry. In this module, I have also assessed that all the emerging individuals in a network of an entity deserve to be treated with respect and equality. Thus, the leadership strategies create a significant impact on the work efficiency of the working members. 
Health and Safety Compliance: The standards of the particular industry adhered to the rules and other regulations. The Novotel Birmingham Airport falls under the category of the hospitality sector. During this placement experience, I realised that the human resource manager and other senior working personnel ensure a safe and secure work environment for all the workers (Birminghamairport.co.uk, 2025). Furthermore, the senior administrators also maintain the health and safety intent by following the appropriate certifications. 
Culture and Teamwork: The aspect of organisational culture influences the overall experience of the staff members and the experiences of the guests of a specific enterprise. In the module of Level 5, it has been discussed that the culture of the entity is shaped by the senior working personnel and other team leaders (Walker, 2021). Based on the behaviour and attitude of these personnel, an individual employee behaves and establishes a positive work environment. 
Marketing and Experiences of the Guests: The expectations and the services of the guests were effectively managed by the staff of this organisation. Based on the physiological, economic, social and psychological factors of the consumers, the staff members have been quite successful in providing the services. 


[bookmark: _Toc211609740]Section 3: Guest Service Improvement Plan
Key issue 
The key issue in the reception-based placement in the hospitality sector is staff storage, which I have evaluated based on my knowledge during placement. Due to this, the employees have to struggle with the excessive workload that negatively impacts their performance (Ntounis et al., 2022). It signifies a potential resource gap in the sector, and this aspect results in unnecessary delays in the service.     
Significance of this issue 
Based on the opinion of Ntounis et al. (2022), the hospitality sector has been impacted by the staff shortage after the pandemic situation, and this sector has failed to recruit efficient staff. It signifies that the hospitality brand has experienced a shortage in its human resources. Having faced this crisis, the business performance of the hospitality brand is disrupted.
Three-step improvement plan
Employee benefits 
I felt that the hospitality sector needs to develop its business plan for the reception department by considering the industrial trends. It signifies that the sector can be responsible for aligning the training programmes to enhance the staff capacity that can result in ensuring organisational success (Jones, 2008). Based on this, the companies can be responsive to shape the operational changes in the context of accessing competitive performance-based benefits. It can impact on enriching customer satisfaction, which is a vital factor in business growth. Additionally, this sector can introduce broader staff benefits that will aim at attracting skilled staff from the contemporary job market. 
KPI measures
The sector needs to apply suitable Key Performance Indicators (KPIs) for measuring the positive outcomes of the business plan. These KPIs can consist of employee engagement rate and satisfaction in their job roles, which can be impactful in measuring outcomes of the implementation plan. It can have an effect in identifying the gaps that need to be minimised for grabbing advantages in the operational performance (Wood, 2013). Based on this, the reception department of the hospitality sector can enhance its organisational effectiveness.   
Continuous improvement 
The evaluation of KPIs can highlight possible areas for improvement and achieve long-term success (Jones, 2008). Having measured the performance-based outcome of the implementation plan, the organisation can apply advanced efforts to motivate the staff. It can be a continuous improvement strategy for increasing staff retention in this sector.   
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Experiences that are gained by the individual in a specific place have been evaluated in this reflective log. The reflective model of Kolb’s has been used for elaborating on the experiences, and other practices have also been analysed. I have been quite sufficient in managing the objectives that I hoped for during my placement organisation. 
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