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Self-reflection, a key component of personal development, is the ability to introspect and identify one's emotional, behavioural, and cognitive processes (Mertens et al., 2022). It fosters self-awareness and a commitment to understanding one's thoughts and experiences. For a student or an employee, self-reflection is a powerful tool for personal growth and continuous improvement. It aids in developing emotional intelligence, effective decision-making, and setting practical and achievable goals. 
This reflective report encapsulates my transformative journey as a Concierge in the front office of the esteemed 4-star Hilton Croydon Hotel. It serves as a testament to the invaluable learning experience I gained in this dynamic environment. The report not only charts my personal growth and development but also delves into the challenges and experiences that have enriched my professional journey.


[bookmark: _Toc165385408]Section 1: Reflection on Experience and Personal Development
I was placed at Hilton Croydon as a concierge in the front office. The front office is considered the first department in a hotel as it comes in contact with the guests first (LinkedIn, 2023). In addition, it also is in contact with the guests during their departure. The front office in a hotel has several departments, and all of them have different purposes and functions. However, the front office performs tasks like reception, room assignment, registration, reservation, and bill settlement of a guest (hotelandrestaurantacademy, 2024). Communication with all the above other departments is essential.
My experience as a concierge contributed to my understanding of the importance of skills and knowledge in meeting guests' expectations. As a concierge, I had to practice basic etiquette, such as greeting guests, hygiene, communication, computer literacy, and more. While working, I learned a lot of new things, and the academic journey was also helpful. Besides greeting the guests, a concierge complies with recommending nearby tourist spots, arranging travel, solving complaints, and more. The concierge role was always an ideal position at a hotel for me. I loved suggesting places and nearby attractions to the guests, and they also enjoyed the suggested places. I always had to keep a broad smile while greeting the guests; although this was sometimes awful, I had to learn to keep aside all my feelings and emotions and keep smiling. Being a concierge requires good quantitive communication and correct and precise communication with professionalism. I learned the importance of teamwork while handling other operations in the front office, and at the same time, I got to develop my skills. Below is the Gibbs reflective cycle and its alignment with reflection.
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With the understanding of all the work-based skills required as a concierge, I also developed technical knowledge. The technical skills include:
1. Data entry
2. MS Office (zippia, 2024).
3. Hotel Software (if any)
Before working for hotels, we were taught that cleanliness and hygiene are the factors that decide whether you get to work in the future. This includes grooming, sanitation, clean clothes, neat haircuts, and more (Kapoor, 2021). I had to learn these technical skills before facing the guests. A hotel and its brand image depend on customer service and satisfaction. If a guest has an unsolved issue, he will convey his experience to others, directly resulting in fewer guests. I developed my communication skills long before working at Hilton Croydon, as I had previous experience working at a 5-star hotel. I also encountered multitasking. I observed this while I had to answer phones, gather information on the availabilities, and make reservations accordingly. Another work-based skill that a concierge must have is attention to detail. My university took care of developing my organisational skills, and I am confident enough to call myself as well-organised.
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As a concierge, one has to be prepared to work in a fast-paced environment. The shifts generally are full and part-time. One of the issues I faced from the hotel administration was working extra hours without an idea. There are times when there is an unexpected wave of guests, parties, or events. In such times, my manager used to ask me to work beyond the clock. I was willing to give my best in those hours, too, though what bothered me was the uninformed requirement to stay over the clock. In addition, the payment for those extra hours was not up to the hotel's pay scale. I requested the man in power to either pay me according to the pay scale or not summon me for an extra shift. Due to this, the other freshers could not perform at their best, which was a demotivating factor for them (LinkedIn, 2023). The lack of payment according to the pay scale led to an average guest service. 
Another issue was the rude behaviour of guests regarding things that were not in my power to do. No matter how rude the customer was, I never lost my cool. However, guests can surprise you with their demands and expectations. I cannot handle every operation. I tried my best to develop creative solutions even if it was not something of my expertise. The issue was not handling the upset guests but tolerating the supervisors. I was often blamed for being unable to do things outside my power. I talked to the manager, and it did not happen again. 
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There is always scope for improvement and developing a future action plan based on it (indeed, 2023). Below is a reflection based on the experience gained in guest service operations.
The first is to know my guests better. I want to impress my guests with how well I know them. I will review the list of repeat and loyal customers to achieve this. I can gather insights into their preferences and likes. Then, I want to get my priorities right. I will achieve this by communicating with the guests and planning priorities based on their requirements. Lastly, I will make my best first impression. In the hospitality industry, appearance, confidence, body language, and numerous factors give an outline of a person in the service. The first impression must be vital as the guests might not visit again. To achieve this, I will put myself in guests' shoes and consider how I want to be treated with the best service. These skills will also enhance task management, communication, guest service, and personal skills.
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The student log is a reflection of my work experience at Hilton Croydon. I learned essential skills to offer the best service and perform my duties as a concierge at the front office. Being in the front office, I learned to be humble as a part of a good guest service. With learning comes issues, but with proper guidance and confidence, one can find ways to overcome these issues. Self-reflection helped me understand the need to be self-aware. By reflecting on myself, I developed emotional intelligence, decision-making, improvements, setting practical and achievable goals, personal growth, and more. 
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I was placed at Hilton Croydon as a concierge in the front office. 


I was nervous and enthusiastic.


My experience as a concierge contributed to my understanding of the importance of skills and knowledge to meet the expectations of the guests. 


Being in the front office, I learned to be humble as a part of a good guest service. 


I always had to keep a wide smile on my face while greeting the guests, although this was sometimes awful I had to learn to keep all my feelings and emotions aside and keep smiling.


I want to be more impressive with my knowldge of places and my guests.
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