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[bookmark: _Toc137272677]Introduction 
At the Hilton Hotel, East Midland Airport, I completed an online course to learn guest service and front desk procedures. The training placed a strong focus on being pleasant, helpful, and alert, using a quiet voice, and interacting with both employees and visitors. I gained knowledge on how to make bookings for breakfast and dinner, make room keys, and accept credit card payments, reserve parking, bill for extra pillows, and more. This learning journal will track my professional, personal, and academic development throughout the placement as well as my own learning objectives and course placement objectives.
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Utilising the Schon Reflective Model, I was able to analyse the experience I gained throughout my internship (Hébert, 2015). Working at the front office reception desk helped me get experience. I was a wonderful host, and as a consequence, all of the hotel patrons had a pleasant time during their stay. I acted following the recommendation by presenting a pleasant attitude, assisting guests, listening carefully, and communicating in a manner that was appropriate for business. These strategies resulted in an enhancement not only to the image of the hotel but also to the level of satisfaction that its guests experienced.
[image: Exhaustive Description of Schön reflective model in nursing]
Figure: Schon Reflective Model
Source: (Hébert, 2015)
As a result of my journey into self-development, I now understand the importance of maintaining a professional demeanour at all times (Ghosh and Jhamb, 2021). My training has equipped me to be an effective ambassador for the hotel and to provide service that goes above and beyond what the guests anticipate receiving. I saw that to engage successfully with both customers and employees, I needed to improve not just my vocal talents but also my nonverbal communication abilities.
My theoretical knowledge was put to the test during the internship, which allowed me to gain valuable hands-on experience. I was able to put into practice everything that I had previously studied. My understanding of the significance of hospitality was enhanced as a result of this experience.
Throughout the placement, I made it a point to check both my action plan and my learning agreement to verify that I was making progress towards achieving the goals I had set for myself. My abilities and skills were the primary factors in my success in achieving the majority of my objectives (Giousmpasoglou and Marinakou, 2021). On the other side, I've reached the realisation that I failed to take into account all of the chances for expansion, such as back-office operations and cross-functional projects.
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During the period that I spent working here, I saw that the department had a difficult time communicating. As a direct consequence of this, there was a communication breakdown, which resulted in delays and dissatisfied customers. To make up for this, I have the following suggestion:
To get things rolling, the organisation needs to make sure that there are regular meetings between the different departments so that there is a better flow of communication. During these meetings, the various departments will have the chance to discuss forthcoming events, concerns, and issues that may arise (Bardi, 2010). The departments will be better equipped to collaborate to provide superior service to the customers if they keep the lines of communication open and constant.
Second, the company may choose to install a piece of software or a platform that enables the real-time exchange of information between the various departments. By utilising this solution, the staff would be able to communicate with one another and quickly obtain important information and demands, which would result in the elimination of confusion and the reduction of wait times (QAA, 2018). In addition, it would serve as a repository for important documents, instructions, and operating procedures, making it possible for everyone to have access to the most recent information.
It is essential to switch up the roles of employees and offer them opportunities for cross-training. Employees would benefit from working in a range of departments since it would provide them with a greater grasp of the requirements and challenges that are specific to each department (Meira, Dos Anjos and Falaster, 2018). Because of this cross-functional understanding, departments will be able to communicate and empathise with one another more effectively, which will lead to enhanced teamwork and service for the company's consumers.
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Self-management and development: While I was at the placement, I was responsible for managing my development. I adhered to the prescribed workout routines and procedures. I aggressively sought the feedback of both my supervisor and my co-workers to develop myself (Ghosh and Jhamb, 2021). By taking responsibility for my education, I was able to make the most of my internship experience and enhance my skills.
Task management: I was responsible for the effective administration of several duties in guest service. Taking care of accommodation reservations, checking guests in and out, as well as processing payments. I effectively organised these tasks in order of priority based on how urgent they were. Being organised allowed me to ensure that everything ran smoothly at the front desk.
Applying initiative in workplace problems: I had to deal with various problems while I was in the placement. My reaction was to look for potential solutions. I made extensive use of the expertise of my co-worker. To identify solutions, I utilised SOPs (Giousmpasoglou and Marinakou, 2021). I took personal responsibility for my obligations and contributed to the resolution of issues by consulting with my superiors.
Communication: Communication was essential to providing excellent service to the guests. I showed compassion, listened carefully, and comprehended the guests' perspectives. I provided guests with instructions that were explicit and professional. I was transparent in my interactions with my employees, which helped to foster a constructive environment at work and encouraged collaboration.
Application of Knowledge: During the placement, I applied the academic knowledge I had acquired to real-world scenarios. Utilising the training materials, I was able to undertake front office operations and guest service duties with complete assurance. I was able to provide excellent service to the guests by utilising my skills and experience (Pusiran et al., 2020). My understanding and proficiency in this subject area improved as a result of applying classroom principles in a practical setting.

Figure: Skills developed 
Source: Module
My time spent at the Hilton Hotel at East Midland Airport allowed me to exhibit my talents in the areas of self-management and development, effective job management, proactive problem-solving, clear and effective communication, and the application of theoretical knowledge. These skills helped me advance during the placement and ensured a positive experience for the guests.
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During my time at the Hilton Hotel at East Midland Airport, I experienced growth on many fronts, including professionally, emotionally, and academically. I increased the overall happiness of the guests by using the online training. Reflection on oneself uncovered untapped growth possibilities as well as missed opportunities. I was also able to identify a problem with the handling of communication and provide potential solutions. I increased my skills, became more knowledgeable about the hotel sector, and contributed to the overall success of the organisation.
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Schon's Reflective Model

Knowledge in action

+ What do you already know about the situation?
« How is that information helpful?

Reflection IN action

+ What is happening?
+ What are you feeling?
+ What other factors are involved?

Reflection ON action

+ What happened?

+ Why did it happen?

+ How can we deal with this situation in the future?




