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[bookmark: _2fjcebjofxi2]Introduction
The following report will discuss my experience in the Holiday Inn Kenilworth and will pay special attention to the back-office Operations that I had to control. In the assessment of my learning through practical experience in the hospitality industry, I will focus on the seven elements of Gibbs’ Reflective Model which include participants’ impression of events, their feelings about the events, evaluation of the experience, analysis of the event, conclusion drawn by the participants and their proposed actions for future improvement in the management of hospitality establishments. Being the Manager of the back-office Operation at Holiday Inn Kenilworth it is now my responsibility to oversee all back-office operations of the hotel. This encompasses the responsibility of directing employees, overseeing the smooth running of the hotel, developing and enforcing quality assurance standards, dealing with guest complaints, and implementing measures to improve guest experience given limited resources and timelines.

[bookmark: _chjjf3stp51o]Gibbs Reflective Model

[bookmark: _hhnzrogrqeh1]Description
While on the practical placement at the Holiday Inn Kenilworth, I was able to follow the shear supervisory level role in the back-office Operation. I found this to be a highly informative learning experience since it directly illustrated the challenges as well as the high expectations of a manager of a functional team in a large and active hotel facility. In addition, I noticed the supervisor navigating around the restaurant, attending to different workers, and making sure that the communication between the preparation room and the eating area was smooth and efficient. This position was also technical in terms of back-office services provided but came with a social duty of leadership over the team and fiduciary responsibility. The best day I had at work was that I watched how the supervisor received complaints from the guests and handled the situation professionally and with courtesy to the guests some of the guests who complained had left happy after the supervisor had responded to their complaints. 

This finally helped me understand the value of developing certain professional skills at work like the ability to manage time and work within a set time frame or the ability to switch between tasks as tasked by the manager and solve various problems as presented. It outlined the importance of an understanding of the relevance and functions of an operation and customer service position. Toledo (2022) argued that probably the most outstanding characteristic of the satisfactory accomplishment of the job through the lens of the parameter ‘supervisor’s evaluative criterion’ was the ability of the supervisor to understand the guest's needs before they are expressed and strive to go the extra mile to ensure they are satisfied fully. This observation could make it clear as to why technical know-how blended with good observation skills will not do when it comes to the hospitality industry (Saltz and Heckman, 2020). It has helped me greatly in acquainting myself with the key competencies and insights that are relevant to the process of organizing and overseeing guest services, which is beneficial knowledge for further positions within the hospitality industry.

[bookmark: _lmkyfoh8q1ab]Feelings
During my placement at the Holiday Inn Kenilworth, I experienced significant personal and vocational development. While my previous employers had given me rather good bases, this position helped develop my practical skills regarding communication and cooperation. I saw how well-coordinated communication works in a team, as well as ensuring that the guests leaving our house were always satisfied. In the words of Nakhate and Van Der Meer (2021), task management was a crucial learning area; balancing multiple responsibilities improved organizational skills. I also developed and improved interpersonal skills like the ability to adapt and critical thinking which is crucial when dealing with various issues in the hotel business. In an academic context, this meant that one could use the things learned in an academic setting in actual practice, thus making learning more engaging and comprehensive (Yadav, Yadav and Tripathi, 2022). Being a guest sometimes gave me a real-life feel of how important it is to deliver great service and how customer relations matter. This placement has been transformative, highlighting the interconnectedness of communication, teamwork, and efficient task management in delivering outstanding guest services (Popova, 2019). It has practically arranged for me and provided me with some facets of reality concerning my intended career in the food and beverages sector.

[bookmark: _adp3dwv837m4]Evaluation
While learning at Kenilworth Holiday Inn I realized that most skills and knowledge attained at work are important in the management of meals and drinks domains. In other words, hotel administration involves both practical and theoretical approaches, which are turn useful in ensuring better standards of services as well as coping with the operations of the hotel business. There is one theory that I think can explain this experience and it is Kolb’s Experiential Learning Theory that propounds the learning process that involves experience. When a youngster shaped and mentored in this culture enters an obverse society, such a system provides a practical application of inventory management, cost control, and customer service. For instance, watching employees go through stacks of items to take inventory reminded me how crucial it is to avoid overstock and wastage in a bid to save costs. Technical expertise was also necessary; for instance, familiarity with POS (Point of Sale) systems was crucial. All these things, according to Okafor, Khalid, and Burzynska (2022), were made possible by this information as it facilitates seamless transactions and precise sales statistics are crucial for financial accounting and decision-making. Interaction with these systems provides an understanding of the importance of computer literacy in the management of the hotel. This further strengthened my knowledge that it is essential to blend practice and practical knowledge to strive for operational efficiency (Noordhuis, 2018). Expandability of practical theoretical frameworks – Kolb learning cycles helped me to learn and develop my managerial authority for further job positions in the sphere of hospitality.

[bookmark: _lugl4vuiil30]Analysis
Ever since I found myself managing back-office operations at the Holiday Inn Kenilworth, I have accumulated significant knowledge of the complexities of managing a hotel. One situation stands out in my reflection: one of the issues you may face when operating a café includes fluctuating staffing demands during some periods of the day or year. According to Karin et al. (2020), this major issue had serious implications for the department as well as the quality of guest service and organizational functioning. Lack of manpower led to overworking of the existing staff, causing burnout, and low employee motivation among others. This, in turn, had an impact on guest service as wait and response time have extended, as well as occasional compromises made to quality. In the same respect, the burden placed on the team to cover the shortage of staff saw the quality of operations reduced and the flow in the provision of service slowed down, a series which could distort the image and reputation of the hotel. I also gained better insight into must-have staffing strategies and early intervention to proper staffing that would in turn result in better performance and improved guest satisfaction in the hospitality industry.

[bookmark: _q6kmk3f1rlaw]Conclusion 
From the shadowing experiences in Holiday Inn Kenilworth, the ways and means of managing the back-office and the business of the food have been made clear. It has enhanced my ideas, values and attitudes to hospitality and guest service, technical proficiency, and vocational competencies. In contemplating my pathway, it is evident that both personal and career growth played an important role in my ultimate career decisions in the hospitality industry. Reflecting on what I have seen with experienced professionals and based on the knowledge gained from life experience, possible issues or opportunities for improvement have been recognized with the possible solutions. Thus, one will be able to enhance the operation and the contentment of the visitors with the aid of theories like service quality models and management (Paix, Briand, and Culioli, 2020). As for future progress and perspectives, I must stay dedicated to learning more and growing, to improve my position in the guest service sector. Yet they too are not only a learning platform but also an opportunity to start a new career path, and to progress as professionals.

[bookmark: _risesfxfg2br]Action plan
Soft skills are an important aspect as well as Management of back-office Operations at the Holiday Inn Kenilworth, I identified these areas as the ones needing enhancement. To improve these areas, I will try to address the areas that I find weak and work on the contrary together with my colleagues. I shall also look for critique from my colleagues and engage in interactions that help build teams. To plan my work more effectively and increase productivity, I will introduce appropriate changes in organizing and planning the tasks myself, including the use of project management tools. For the sake of enhancing guest service delivery, customer service training and modern trends will be participated by me. According to Zayat and Senvar (2020), these steps will not only enhance employee skills but also aid individuals in achieving my ultimate objective to move up in the current or a new hospitality company. The formulation of my Term Goals also means my commitment to enhance my technical knowledge and work-based skills to make more meaningful contributions to the team as well as deliver excellent service to guests.

	Goal
	Specific Action
	Measurable Outcome
	Achievable Steps
	Relevant Skills
	Time-bound

	Improve communication
	Seek feedback, join workshops
	Monthly reviews
	Attend 1 workshop/month
	Teamwork, Communication
	6 months

	Enhance task management
	Use project management tools
	Task completion rates
	Daily use of software
	Organizational
	3 months

	Better guest services
	Attend customer service training
	Guest satisfaction scores
	Quarterly workshops
	Customer service
	9 months




[bookmark: _6fn8fml3b5ij]Conclusion
I identified useful hands-on experience in practice during the placement at Holiday Inn Kenilworth that has developed practical and managerial skills in back-office food and beverage control. It emphasized the need to effectively communicate with coworkers as well as manage tasks with both individuals and teams, which is something I applied while working in the hospitality industry and pursuing career development.
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