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[bookmark: _Toc113318694]INTRODUCTION

Observing and reflecting on an experience is essential, in order to learn from it and moving forward. Consequently, we are able to develop ourselves and understand our actions more deeply.
This report, by using Gibbs’ reflective model, will reflect on the role play which was interpreted in front of the class and, I will analyse the necessary skills and knowledge needed to be a successful hotel receptionist.  Additionally, I will identify my weaknesses and strengths and consequently, develop a personal development plan and set SMART targets.

[bookmark: _Toc113318695]PERSONAL REFLECTION ON THE ROLE PLAY 

As part of my assessment of the Professional Career Development module, I participated in a role play in week 10. The following paragraph contains a reflection on the role play using Gibbs’ learning cycle.
‘’It is not sufficient simply to have an experience to learn. Without reflecting upon this experience, it may quickly be forgotten, or its learning potential lost. It is from the feelings and thoughts emerging from this reflection that generalisations or concepts can be generated, and it is generalisations that allow new situations to be tackled effectively.’’ (John McCarthy, 2011)
[image: ]According to this thought Graham Gibbs, professor at University of Oxford, created so-called the ‘Gibbs’ Reflective Model’. An experience can be processed through this model because using the results of this reflection, you can identify what you did well and what you could improve. The chart illustrated bellow present the 6 steps of the reflective cycle.


[bookmark: _Toc113318696]Description

On 21st of August, as mentioned before, our class had to present the assessment task 1 of the module Professional Career Development, which was to create and interpret in a role play. This role play was about an interview, related to our job or about the career that we would like to have in the future. The scope of this interview was to make us understand better and, teach us how to behaviour correctly, the body language that we have to possess, how to answer excellently to the questions. Additionally, we learned the importance of asking questions to our employers and which are the most appropriate questions to ask.  

At the beginning my partner was Bianca, but unfortunately for some personal problems she could not come, so I did the role play with another my colleague, Diana. During our interview, my colleagues were as well in class listening to us and when we finished, they gave us feedback from their point of view.

[bookmark: _Toc113318697]Feelings

Feelings are very important before every important event. Thus, as every assessment presented in front of the class, I was very nervous, and I had a lot of shyness. I am that kind of person who at home is very confident and know exactly what to do and speak, however in front of an auditorium I am afraid to do not do mistakes. Nevertheless, even with my fears in my head I was continuously repeating to myself that I know what to do and I will do it perfectly. 

Immediately I begun the role play, I started to act exactly as I would be a real hiring manager. I was very confident in myself, and I forgot about all the thoughts before the presentation. Additionally, I was impressed because the bode language came very naturally, I did not have to pretend or to force myself to maintain eye contact. Thus, both before and during the role play I had a mix of conflicting emotions. 

Once the role play was finished, I was happy and satisfied with the result, but on the other hand I was impatient and curious to receive the feedback especially from my lecturer and classmates. I consider that the feedbacks in everything we do at university are very useful as we can learn a lot from mistakes and know what the weak points are to work on more the next time. 
[bookmark: _Toc113318698]Evaluation

One of the most important steps in Gibbs’ reflective cycle, in my opinion, is evaluation and analysis. In fact, at these points we can reflect and analyse the negative and positive angles of our experience.  

Beginning from the positive aspects of this role play, first the biggest advantage is the fact that now we know how to answer correctly and to the point in an interview, also the appropriate body language and manners to possess when presenting yourself to the director or manager of the company, because as we learned they have a big impact on the first impression about us. Furthermore, I consider that thanks to this role play now we have a mini experience of what being a hiring manager means, now I understand the usefulness of relaxing a person when coming to the interview. Moreover, a very positive point for me was also that presenting in front of our class, helped me to practice with my communication skills in front of a public. 

The only negative aspect that I consider is that we did it only once in week 10, maybe if we had the possibility to practice many times it would be very useful. 

[bookmark: _Toc113318699]Analysis

As mentioned before, in this paragraph I will identify and analyse which are my weaknesses and strengths. At the same time, I will take in consideration also the feedback form given by my lecturer and so what I did well and what I have to improve for the next time. 

Starting with the positive aspects of the role play I consider that I was fully prepared for any question, I used the lecturer's advice regarding the interview and his advice on how a successful interview should be. I focused exactly on the process thus, maintaining the visual contact, respecting an interview ethics and behaviour policy, making so a pleasant impression and the desire to be listened to by the hiring manager assuring that I will probably have a chance to be accepted and appreciated.
 
As I mentioned before, my colleague Bianca could not be present for this reason, together with Diana we had to adapt to the situation. Due to the confusion between me and my colleague that was created during the interview, I had small blockages in expressing myself, Diana as well tried to do the same thing with this new subject for her, this created my personal imbalance so that I could express myself clearly and with a higher tone. In fact, the teacher noticed and mentioned in the feedback form. There were only these two weak points in our speech and presentation that were memorable and in the next interview experience, regardless of the emotions that will be present, I will consider and will not commit them again.  

[bookmark: _Toc113318700]Conclusion

Overall, also considering the professor's feedback and also reflecting on the way I did it, I realized that there were many positive points regarding the way I approached during the interview. For instance, I maintained eye contact, behaviour including body language and clothing. I believe that the way in which I did the role play was generally professional and answers were as well organized and o the main point of the question. however, I had also some difficulties and points that I have to consider for the next time as mentioned before, when asking questions speak with more confidence so louder and clearly and also when going to an interview to make sure that I am informed more about the company for which I want to work, definitely the next time I have also to be more careful when speaking about myself because I don't have to focus only on the strengths but also try to say one of my weaknesses. Additionally, I have learned that when asking to the interviewer the plan of the company I have to ask for maximum 5 years and not more. 

For the next time and also if I would have the possibility to repeat the role play again, I will make sure that my voice tone is adequate and also, I will try when going to an interview to research more about the company.

On the whole, I can say that I was pleasantly surprised by the result of my abilities and my results, both positive and negative. Thus, I concluded that to become good at what you do, you must focus on your weak points and work on them.
[bookmark: _Toc113318701]RECTRUITMENT AND SELECTION

Often choosing a suitable job, I kept stopping at the receptionist, thus creating the desire to understand what the job consisted of. In my personal view, the receptionist has the best communication skills with a smile always on her face combined with the ability to explain, train, and wait for customers. All the skills required to be a good receptionist are skills that I have or that I aim to learn and acquire. This is the main reason why I aspire to this career in the hotel industry.

I believe receptionists are highly skilled multitaskers, capable of handling several ongoing situations at once. The ability to use computers, interact with others, or organize effectively is often an important factor in hiring employees, in hospitality industry. Furthermore, front desk receptionists may also have a diverse range of experience and knowledge, which are usually complemented by these skills. (TOP LONDON RECEPTIONIST, 2017) 
The most important skills and knowledge that a hotel receptionist must have been already mentioned, but the other important qualities are good listening skills, work under pressure, ability to work independently and in a group as well. (Hereward College, 2018)

The SWOT analysis plays a very significant role in personal progress. By performing a SWOT analysis also on your personal skills, we will be able to gain a deeper understanding of ourselves. When it comes to finding the right direction for your career and life, carrying out a SWOT analysis is a necessary first step. (CONTRIBUTOR, 2022).
[bookmark: _Toc113318702]SWOT ANALYSIS

	
SWOT ANALYSIS


	
STRENGHTS

· Good communication skills
· Good IT skills
· Problem solving skills
· Administration and accounting skills
	
WEAKNESSES

· Being too emotional/sensitive
· Patience
· Time management skills
· Barrier language, as I speak only 5 languages


	
OPPORTUNITIES

· Career growing options
· Additional training programs
	
THREATS

· Emerging competitors
· Changing the rules of the business



As illustrated in the SWOT analysis below, in the receptionist role I can be suitable because I have mostly all of the required skills for this position, however, as every person I have my own weaknesses so, to perform and have a career in this field one day I understand that I have to work on them. In this case, it will be very useful to do a personal development plan. 

A personal development plan, which is also known as a PDP, is an action plan that you can use to identify. The goals you set for yourself and what you intend to accomplish in the future. Identify your strongest and weakest points and work on them. In order to reach your goals, you will need to improve and develop the following areas. (Putter, 2021) (Manktelow, 2014-2017)

Additionally, applying SMART targets is a very useful tool to use when it is about to archive goals. It can be described also a list with the important results that you are looking to achieve and explain how you plan to achieve them.

Below, based on my skills and knowledge illustrated PDP and SMART targets

[bookmark: _Toc113318703]PERSONAL DEVELOPMENT PLAN 

	
 NAME

	ANDREEA PACURARU
	Target Job/career
	HOTEL RECEPTIONIST



	TIME PERIOD
	From: September 2022
	To: September 2023



What Skills do I need to achieve my goal?

	

SKILLS
	
How Will I get them?
	
What resources or support will I need?
	What can prevent me from achieving my goals: (unemployment, illness)?
	

How long should it take?

	1) Barrier language

2) Time management


3) Additional receptionist knowledge
	1)By attending foreign language lessons, reading, watching videos in that language

2)Use a timetable and organise my day begging from the most important tasks to the less important

3)By attending an additional receptionist skills course
	1) Help of a tutor, books, audios on YouTube

2) Read books about time management

3) Listening to the tutors, learning also by myself.

	1)Could not find a school to learn or financial problems

2) –

3) Stress, because of 5 days of work and the weekend full of study
	1)At least one year

2) One month

3)Six months
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	Medium- term plan (1-2 years)- Barrier language

	
Specific


	I consider that as a receptionist the way in which you interact with the customers it is very important; I would like to make every client feel good and appreciated by us. For this reason, I consider that they will really appreciate when someone of the staff will speak their own language, additionally we must consider also that they may do not know to speak English.

	
Measurable


	A person can understand how much improved in learning a language by doing by himself exercises, trying to watch movies and see if he is able to understand.

	
Agreed


	Reflecting I understood that I can realistically accomplish this goal within the date that I set for this objective.

	
Realistic


	I can definitely say that this is a goal for me, and it is aligned with my values. I consider this as a very important objective to achieve.

	
Time-Bound

	05/09/2023, this is the date that I will set as a deadline. A language it is not easy to learn so a year or also more it is obviously that ii will concern to study a new language.

	Short- term plan (3 -6 months)- Additional receptionist knowledge

	
Specific


	Aside from understanding the languages, the receptionist should also handle bookings and use software, provide customer service, and so on. For this reason, I consider that an additional receptionist course will help me to perform better in my career.

	
Measurable


	I think that the best way to measure if I am achieving my goal is on my workplace. When I will have to interact with customers or use the devices of my workplace.

	
Agreed


	I am a fast learner especially when it is about the practical things, so I consider that I will accomplish this objective within the deadline. 

	
Realistic

	Having additional skills and knowledge about my job will help me a lot and it is certainly one of the most important goals that I can set for myself.

	
Time-Bound

	05/01/2023, I think around six months of course are enough to learn the needed skills.



[bookmark: _Toc113318705]CONCLUSION

In conclusion, I really appreciated that we had the opportunity in this module to practice how is to be an interviewer and, we received the best advice from our lecturer on how to answer correctly when going to an interview, additionally we also learned more about the career development. This made me reflect further on what profession I would like to perform in the future. It was helpful as well, to do a personal SWOT analysis and a personal development plan, I individuated my weaknesses and I set through SMART targets, goals that will help me to improve in my job and become the best version of myself.
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1. Tell me more about yourself
2. What is are your strengths and weaknesses?
3. How would you rate your customer service skills?
4. What skills and experience do you have that are perfect for this role position also considering our bank values?
5. Why should we hire you?
· Do you have any questions?






























[bookmark: _Toc113318709]APPENDIX C - Application Form

Job application form
[bookmark: _kpr05n82n26c]
Application for Hotel Receptionist - 
[bookmark: _zidixfu2h1to]
Name: Andreea Pacuraru

[bookmark: _obvz8px9oj35]Education and training
Please give details:

	Over the years, I consider that I have learned and gained the needed skills and experience also thanks to my qualifications. The most important knowledge about this work I gained by learning tourism and foreign languages, but I consider that a big plus are also the qualifications in business and administration where I have learned how to run a business efficiently. 

During my studies, I also worked in a hotel for 2 years and I interacted with customers daily. At the beginning of this career, I was lucky because I had the best manager which taught me everything from how to book a room to how to solve a customer’s problem. Finally, I cans say that I have the necessary experience and needed skills to perform and be a good role in this position.



[bookmark: _qhulv5cexz75]Qualifications
Please give details:

	· Certificate of Higher Education Skills for the Workplace
University of Wales Trinity Saint David
2021-2022

· Diploma Level 3 Business and Administration
London Professional College
2020-2021

· Diploma Tourism, foreign languages, and economics
Istituto Economico Luigi Einaudi
2016-2020


[bookmark: _97j1ykgd1f2u]Employment history
[bookmark: _itppkk92vaqm]Your current or most recent employer

Name of employer: DB HOTEL VERONA

Job title: Receptionist

Length of time with employer: 2 years

Reason for leaving:  Need to move forward

Duties: 

	· register reservations from customers

· be able to accommodate the clients

· drawing up the necessary documents for the accommodation of clients 

· promote the services offered to clients

· efficient resolution of all registered requests

· mediate conflicts and resolving customer complaints





[bookmark: _81dqi68kkna8]Previous employers
Please tell us about other jobs you have done and about the skills you used or learned in those jobs.

	My last employer was the DB Hotel Verona, and mostly the skills that I have learned was related to the use of the devices (how to reserve rooms or how to organise a trip for the customers for the day after). Additionally, I became more confident when speaking to the customers. I learned how important is to know the rules and the vision of the hotel in which I work for and the most important one is my organisational skills, which in my opinion improved a lot.


[bookmark: _2hk78iv0b9mh]
Supporting statement
Please tell us why you applied for this job and why you think you are the best person for the job.

	I applied for this job because I want to work in a field related to hospitality and communication because I am attracted by the constant interaction with people and the satisfaction of being able to help solve a problem. I believe that I am suitable for this position because I will not limit myself to completing the tasks, but I want to perform at the workplace. In addition, I think that the company's policy is correct, and I will easily adapt to the organizational culture and the team. Last but not least, I believe that my skills and competences will bring a plus to the company.


[bookmark: _ojwn8qfpdqo4]
[bookmark: _l4j9qclj5v1t]Right to work in the UK
Do you need a work permit to work in the UK? Yes / No
[bookmark: _t2k2hyav6xgs]
References
Please give the names and contact details of 2 people who we can ask to give you a reference. We may ask them before an employment offer is made. We will not ask your current employer until we get your permission. 

Mario Paini – Manager
Tel: 003933874653736

[bookmark: _w5ptqqnrjpr0][bookmark: _fimrf6f4wc5k]Declaration
I confirm that to the best of my knowledge the information I have provided on this form is correct and I accept that providing deliberately false information could result in my dismissal.

Name: Andreea Pacuraru

Signature: Pacuraru

Date: 05/09/2022
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