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[bookmark: _Toc213888851]Introduction 
My present position is in the hotel administration department of the Ibis Nottingham, which specializes in front office operations. I have actively been engaged in the operations related to guest services, reservations management, check-ins /check-outs, and support of the hotel operations. I am so thankful that this 10-week placement is tremendously giving me a lot of practical experience, and this helps me to correlate my studies with what I know. During this time, I have been closely associated with the front desk crew and have been able to learn how to attend to the guests, respond to their inquiries, as well as how to make sure that they run well. This reflective learning log will incorporate Gibbs Reflective Cycle to reflect on my past experience during the placement at Delta Hotels by Marriott Nottingham Belfry and my current job and role at Ibis Nottingham. This reflection is intended to critically reflect on my personal and professional development, define key events in my development and learned skills and faced difficulties, and correlate them with the corresponding academic theories and models.

[bookmark: _Toc213888852]Gibbs’ reflective cycle 
[bookmark: _Toc213888853]Description
I am currently in the Ibis Nottingham working in the front office department, where I am involved in tasks like checking in guests, making reservations, and serving guests. An example that is very striking was that of a visitor who made reservations early enough and was infuriated after hearing that his or her room was not ready. I began discussing with the housekeeping staff and informed them that they should give me priority in their room, and I also offered the visitor a free drink as a sign of good faith. This is a proactive mindset that turned the bad experience of the customer into a good experience, and consequently, the customer left with a good character image.
Before that, I was working in the housekeeping sector at the Delta Hotels in Marriott Nottingham Belfry. There, I was expected to clean the guest rooms as well as ensure that the hotel met the expected standards. Although the work was quite dissimilar, the primary principles of hospitality, which were the satisfaction of the guests and the efficacy of the working process, were the priorities of both occupations. As demonstrated in Figure 1 below, the experience in Delta Hotels enabled me to understand that I needed to be keen on detail, and I applied the same to my current employment.

[bookmark: _Toc213888854]Feelings
At the time of the commencement of my placement at Ibis Nottingham, I was excited, but I felt nervous. I also encountered a new problem of direct working with guests, which is a prerequisite of the front office job. I was also scared when managing complaints or requests, particularly so that I would ensure that I did it perfectly. However, the more experience I had, the more confident I became. I also got more at ease with dealing with difficult circumstances, like the guest who came after his check-in time was late, and I was also pleased that I was able to solve problems within a limited duration. Despite the few stressful moments when the number of people checking into their rooms is high, I still felt an attainment when I managed to cope with a few things and could provide good service.

[bookmark: _Toc213888855]Evaluation
To have a retrospective look at my performance, my supervisors gave me positive feedback, particularly on my proactive approach to solving the problem of the guests. I was able to stay calm even when stressed, and I was also able to deal with the guest demand. However, I found out that there are certain areas that I need to improve. One of such fields was time management. This was a challenge during the peak periods when I was supposed to host a number of visitors, making calls, and communicating with other departments. Although in most of the instances I was performing well, I realized that I can be more effective in time management and also in prioritizing what I do.

[bookmark: _Toc213888856]Analysis
The Emotional Intelligence (EQ) theory I used is that of Goleman's model of EQ, which is among the most significant theories I used in my placement. This theory emphasizes the importance of self-knowledge, self-management, understanding others, and social competence in managing relationships as well as addressing complex situations (Ackley, 2016). I have learned that empathy is highly important, particularly in dealing with frustrated or angry guests. In my case, when a guest who had a delayed room came in, I was able to sympathize with him, and hence it was easy. I was also non-judgmental and empathetic, which helped me to speak and resolve the issue in such a manner that could satisfy the guest. This demonstrated the direct impact of emotional intelligence on the enhancement of the satisfaction of the guests, since I would find it easier to deal with the challenging encounters.
Another theory that was useful during my placement was time management principles and the Covey Time Management Matrix in particular (Jinalee and Singh, 2018). This model helped me in prioritizing what I could do since I could also create a boundary between what was urgent and what was important. This assisted me in reducing stress and better handling my workload through prioritizing the most important tasks first, i.e., getting the rooms ready to be occupied and the complaints made by the guests, the urgent task at hand. This enabled me to be productive during the most effective times of the day, which resulted in my being able to balance efficiency and high standards of service.

[bookmark: _Toc213888857]Conclusion
Considering my experience, I have learnt that emotional intelligence is an essential skill in terms of managing the guests responding to complaints and requests. I have also learnt that time management is significant in organizing different activities and ensuring that I provide efficient service during the rush seasons. These abilities, combined with my practical experience that I have gained working in the front office, have allowed me to grow as a person and an employee. I also concluded that it was a huge step, and I still need to master time management and prioritization of the tasks that I need to accomplish to be more efficient during peak times.

[bookmark: _Toc213888858]Future Development Plan
Based on this reflection, I can set the following goals in the context of my future development:
· Improve Time Management
I will also attend a time management workshop and employ time management strategies that will include maintaining a list of tasks to be completed and prioritizing the urgent tasks that are also important. This will help me cope with different tasks more effectively during peak hours.
· Enhance Emotional Intelligence (EQ).
I will also be advancing my empathy and self-regulation practices by soliciting other individuals to provide comments on my interactions with guests and seeking to learn how to listen to others. This will help me address the grievances of the guests in a better manner and enhance their experiences.
· Gain an insight into the operations of the hotel.
To make sure I know more about how a hotel runs and the way the front office works with other departments, I will shadow other employees in the other departments, such as housekeeping and reservations.
Focusing on these spheres, I will be capable of improving my work and developing the skills that will make me a successful hotel manager.
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