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[bookmark: _Toc211641683]Introduction
I worked at the Novotel Birmingham Airport for my ten-week placement, and during my time here I was responsible for working at the front desk reception. However, due to the staff shortage I had to also cover in the restaurant area. This was because the hotel was too busy during the time of my placement and that put extra pressure on the staff members, including the ones at the bar and the desk (BBC, 2022). The following report will include the details of how this experience has helped me to gain knowledge about the professional field. In addition, I will also discuss about some of the future trends that could affect the hospitality industry/ 


[bookmark: _Toc211641684]Section 1 – Role Reflection using Kolb
I noticed how staff shortage issues can affect every employee’s life, this is what I experienced when I volunteered at the Novotel Birmingham Airport. I worked mostly in the restaurant during breakfast, but I was often asked to help at the front desk when the number of guests was increasing (Felce, 2019). My observation helped me to understand that all departments of a hotel depend on each other and staff shortage in any one of them can be hurtful for both the guests and the employees. My reflection helped me in learning from these two experiences and I decided that I need to get better and more efficient in the field during such times. 
Incident A – Peak-Hour Pressure at Reception
Concrete Experience:
One morning during my work, several flights were supposed to arrive together, due to which several guests arrived before their check-in time. Usually, there are three receptionists working; however, that day there were only two. I was called from the restaurant to help with the line and answer questions about when the room would be ready for the guests when they inquired. Some of the guests where very angry when their rooms were not ready because they were tired from flying.
Reflective Observation:
I identified then and there that everyone, including me, was getting very tensed and rushed. We did not have enough staff in the hotel, so it took longer for registration process to complete and housekeeping to talk to each other for getting the rooms ready, which made things even more frustrating (O'Fallon and Rutherford, 2010). I felt less confident when I noticed that, even though I was trying to help, I did not fully understand how the reception worked. It taught me how not having enough staff can lead to more mistakes and put more stress on the whole team.
Abstract Conceptualisation:
After this experience, I thought about it more, and I understood that I learnt a lot from this experience. This made me understand how it is very important for everyone to plan and work together when everything at work is getting tough. I knew from my classes that clear delegation and making quick decisions are very important factors of being a good leader, this is especially when resources are limited. We could have done our jobs a lot faster and with less confusion if the duty manager that we were assigned to had planned for early flight arrivals or informed the restaurant staff earlier.
Active Experimentation:
Since that day during the placement, what I did was ask at the front desk if any guest was going to be arriving early to avoid such confusion again. I learnt a few simple PMS steps too, so I could help guests with easy questions. This small change made me feel more ready and helpful for the next busy time.
Incident B – Covering Multiple Roles During Staff Shortage
Concrete Experience:
During another week, one of the receptionists called in sick, and I was asked to help with check-outs and serve breakfast at the same time. As I served people in the restaurant, I was also asked to help them pay their bills at the desk. It was becoming very hard to keep switching between places, and I sometimes felt like I was not doing either job correctly.
Reflective Observation:
I was very worn out by the end of that shift that day. I learnt that switching tasks between departments without me planning ahead can hurt both the level of service and morale at the hotel. There were many customers that got angry waiting for coffee when I was at reception, and on the other hand, customers also got angry when I was at the dining area waiting at the reception for help (O'Fallon and Rutherford, 2010). 
Abstract Conceptualisation: 
Kolb’s model also helped in understanding better how thinking better can help turning anger into learning. The problem of staff shortage or issues due to it were not because of the employees, but how the entity was utilising its resources. We were taught in Personnel Resourcing and Development that when staff numbers are low, it is very important to have effective cross-training and flexible schedules. 
Active Experimentation:
After this thought, I consulted with my manager and dicussed how a cross-training can benefit the hotel. Meaning how the employees of reception being taught the duties of restaurant and vice versa can be effective. Making this happen would help us help when it is most needed. The manager agreed to this idea, and new employees began getting casual cross-training. This made the teamwork better during later shifts even during the short staff issues.
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As stated earlier I was working at the reception and front bar areas in Novotel Birmingham Airport, where one of the biggest challenges faced was related to shortage of staff. There were only two people to help clients, answer the phone, and take care of guest needs at the reception on many of the shifts I worked, which made everything harder (Brotherton and Wood, 2008). 
This course has taught me that resource allocation is about having the right number of people in the right places at the right time, which is what lacked during our placement time (Wood, 2013; Vallen and Vallen, 2014). I was switching between both departments, as the shortage increased and there was a requirement of more work. When things got stressful at restaurant I had to leave the reception desk and go there to help out. This made me realise that not having enough workers not only slowed down the work, but it also made it very challenging for the employees to keep the customers happy. It was not having enough staff members that caused mistakes, low motivation, and stress among a lot of employees (Martin, 2020). 
I connected this to what I learnt in the Personnel Resourcing and Development module, better scheduling, more cross-training, and clearer communication could really help avoid these problems in the hospitality industry. 
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In the future, there are many aspects that can transform this department in the hospitality industry. Artificial Intelligence can help the receptionists to check-in and make the front-office operations smoother. Some hotels already use digital payment options that are quicker, but not everyone finds them easy to use (Vallen and Vallen, 2014). I also used systems like Opera PMS during my placement time; however, the system was lagging in many aspects when it was needed the most during the busy hours. 
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The above-conducted report has helped in understanding my experience at Novotel Birmingham Airport hotel better. It gave me better insights about how a hotel manages its staffing levels and resource allocation that can have a direct impact on the service quality. I worked between two departments including reception and restaurant and it helped me in understanding the relationship between teamwork and flexibility while working at such important scenarios. 
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