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Introduction
This student journal will encompass my reflections on the practical experience I had while attending the hotel placement this term at The Great Western Hotel on level 6 with the Front Desk department.
Four sections fall under the direction of the hotel's Management & Administration department: finance or revenue management, human resources, front office, and back office (Mullins, Laurie,2001).
Five employees, including the team leader, represent the front office area. They are referred to as general assistants, and they rotate between departments and job tasks like food and beverage, housekeeping, and reception depending on necessity or schedule.
Working closely with the supervisors assigned to each area of the hotel, the general manager oversees the Management and Administration department as well as the housekeeping and food and beverage departments (Walker, at.al, 2009). 
The hotel GM supervision ensures the hotel runs smoothly and is financially stable, upholding high standards of customer service, while fostering an environment that is both productive and encouraging for staff and visitors therefore good communication and teamwork abilities are essential (Sandstorm,2020).
My learning objectives for this department focused on:
· Team collaboration
· Interpersonal Skills
· Operational Procedures
· Conflict Resolution
· Staff management and training (Susilowaty, 2019)

Reflection on Experience and Personal Development
In order to present a more structured and transparent resolution about my practical experience I will use the ERA Reflection Model who is designed to assist individuals in critically evaluating their experiences, realising their importance, and assisting in their continued development (UWS Academic Skills,2022). 
Experience

Although my time there was brief, I had the chance to work in the front desk area during my hotel placement. I was tasked with a variety of duties, including checking people in and out and answering emails, all of which helped me develop my interpersonal and writing abilities. Being given duties to accomplish made me feel like a valuable and reliable team member (Wijesinghe, 2007) . Understanding the department's operations and procedures was made possible by my prior experience working at reception, the knowledge I acquired from my level 4 placement, and receptionist qualifying course.
Throughout my time at the front desk, I have shadowed the team leader while accomplishing her normal duties during the shift and observed both positive and negative situations, including seeing how guest complaints and compliments are handled, fact that gave me a well-rounded view of the department's dynamics.
Reflection
When I reflect about my experience, I see how important it is to be a vital member of a team and how it boosts my confidence and helps me advance professionally. Overall, there was a positive energy on the team, they are united when trying their best to provide excellent customer service and I appreciated the chance to use both my newfound expertise and past experiences and be useful for the team (Øvretveit, 1996). I did, however, also identify several problems that require immediate attention. Significant safety concerns are raised by the absence of on-site security, the insufficient CCTV coverage which offers a constant state of awareness for some employees in certain areas making them feel more cautious about guest interaction. 
Action
I intend on spending the upcoming weeks in this department learning as much as I can and trying to meet all my learning goals. I will focus on following the team leader during late shifts more frequently because I think it will give me invaluable knowledge about this division and guest service in general (Hognas,2015). I will also be able to combine it with data from the property management system and sales and income which I believe I lack information on.
Critical Analysis of Work-Based Skills and Technical Knowledge
For the front desk dep. to run smoothly and provide excellent customer service, a combination of technical expertise and work-related abilities is needed (Shin, at. al ,2019).
On the times that I was in reception observing the team I understood the importance of guest service abilities and time management.
In order to complete most tasks efficiently, IT knowledge, good teamwork and communication skills are very important and not last conflict resolution abilities (Cannon-Bowers , 1997) .
From what I have observed the team is working well together, do not overturn shifts and try to accomplish most of their duties. Having the team leader or the manager always on site offer a sense of confidence for the employees, to know that if they encounter any problem there is someone there to assist and overtake if needed.
It is evident that overseeing the most visible and significant department in terms of customer service can occasionally be stressful for the supervisor.
The success of a hotel is largely dependent on its welcome area, which affects income, guest satisfaction, operational effectiveness, safety, and brand reputation. Any hotel's success depends on having a well-managed front desk staffed with qualified experts (Mmutle,2017).
Even the team works efficient, I have seen that there is space for improvement regarding guest interaction as most of the staff don’t have previous experience in hospitality, some have learning deficiencies ADD or ADHD and some are very young and work as apprenticeships. 

Reflection on Organisational Issues

The absence of security on the property and the sparse number of CCTV cameras in the common spaces, such as the restaurant, lounge, and reception, count among the most significant problems I have observed. Two employees, including the team leader, have expressed concerns to me about workplace safety. A guest who was checked in by the council and claimed to be homeless attacked a receptionist a few days ago in the lobby, when she tried to offer first aid until an ambulance could arrive because the guest was experiencing an epileptic shock. Everyone became frightened and somewhat ashamed with the entrance of the police and ambulance.
I felt really sorry hearing the employee confessing me how she feels unsafe at work, seeing the bruise on her hand due to the attack and the fact that she considers resigning as she fears this event could be repeated.
These observations have made me more aware of the challenges faced by front desk staff and the importance of ensuring a safe work environment.
I have found a few solutions to the problem presented such as:
Improving Security Measures- The installation of more CCTV cameras and the deployment of security guards during busy times of the day or night.
Employee training- Frequent staff training on handling challenging circumstances, resolving conflicts, and administering first aid.
Handling Crises Plan - The manager could create and carry out a thorough crisis management plan with the team leader, incorporating procedures for dealing with aggressive visitors and medical crises (Petar,2010).
Future Action Plan
Considering all the experience and knowledge I have gathered in this period I can say that safety at work became one of my top priorities as a future front of desk manager. I have witnessed how this problem is affecting the staff and I have understood of the possible consequences that could follow not only for the hotel’s sales and brand image but also from Health and Safety compliance point of view, situation that could also cause legal implications (Anichiti at. al ,2021). If I will follow this path of reception management, I will ensure the proper training for the front desk employees in case of emergency and crisis, implement sufficient cctv’s on site alongside with a partnership contract with a local security team who can assist immediately if I could not assure 24/7 security guard on site due to insufficient funds.
I plan to continue observing this department in the following weeks to gain more experience via hotel placement while also reflecting on this experience.
I believe it is imperative that students of hospitality reflect on their practical experiences since it fosters continual progress, strengthens their comprehension by connecting theory and practice, and improves skill development. In addition to promoting personal development and enhancing decision-making skills, it increases professional competence and confidence.

Conclusion 
As a conclusion, I think that this hotel placement is giving me valuable experience and excellent knowledge that will aid in my professional and personal growth. I also feel confident enough to take on any leading role in a hotel, including the front desk department, which I am more accustomed to. In the hospitality sector, proactive problem-solving and ongoing improvement are crucial, as this experience has shown.
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