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· Managing guest service operations-Reception 
The reception in hotels is crucial in hospitality and is considered to be the lifeline in a hotel because a receptionist plays the significant role in communicating with guests to meet their needs and welcome them for a delight stay. A receptionist’s job covers many tasks, from booking reservations, allotting rooms, and checking the keys, the receptionist of a hotel provides a fully support for a smooth running of the hotel. To facilitate a smooth running of all departments, a receptionist should a have very good communication skills and the receptionist work often involves management activities. (Zhu, 2023) As receptionist, I make the first impression of the hotel because when guests arrive at the location, they first interact with me, and the hotel’s impression is made my attitude and the sight of the front desk and lobby. But to be a receptionist is not just about making guests feel welcome and make sure that they meet all their needs. For a good functioning of the hotel a receptionist should build and maintain a good image of the hotel, support the core functions of the hotel, and support good customer’s experience. 

· Vocational Development 
Like in any other careers or jobs, there should be a vocational development that makes every individual choose their job and make them perform it at their best level possible. Working in hospitality is not making your customers happy and meet their needs, is about working in teas as well. Vocational skill development covers the implementation and development for an individual to identify and address its basic work interests, as well as skills and gaps for work interests. (Insider, 2013-2023 )
Skills that a receptionist should have for a vocational development:
Teamwork: As a receptionist I must work with the other departments for a good guest service, like housekeeping, food and beverage, or other facilities that the guests’ requests. I meet this skill because I am a friendly person who likes to interact and work as a team. 
Attention to detail: Guests appreciate a lot of small details. As a good receptionist, io would pay attention to details for a guest booking, like if they made that booking for a special reason like an anniversary or a special day an I would has that over to housekeeping department do they can prepare the room for that occasion. 
Industry awareness: being mindful of new government regulations, trends, or competitors is a good skills for a receptionist. 
Problem solving: I like to help people, make them feel comfortable and meet their needs. I would say there is no problem that I can solve for the guests, especially because I have good communication skills and I interact well with my colleagues. 

· Self-development 
Self-development is defined as the conscious pursuit of personal growth by improving personal skills, talent, competencies, and knowledge. But he key point of personal-development is the growth of one person in order to seek self-fulfilment and proactively research to the fullest potential. This process allows every individual to assess abilities, set goals, and act with the purpose to achieve these goals and maximise the potential. (Odyssey, n.d.)
Developing knowledge is one of my strengths, I like to learn every day something and I am opened to getting more background for my experience in any domain because there will always be a situation when I can use everything that I learn now. One of the main skills that I need to work at is self-confidence, and one of the reasons is communication and language barrier, but that can also be enhanced with more experience and exercise. Solving problems on the phone is not one of my strengths, so during my university placement I try to leave that for the receptionist that I shadowed. 
Overview of the skills that every receptionist should have: 
· Communication
· Multitasking
· Social skills
· Organisation
· Technical skills
· Resistance to stress
· Problem solving 
· Empathy 
· Reliability 
(Jill, 2023)
Looking at this list, I can define myself being good at team communication, multitasking, organisation, technical skills, resistance to stress, and problem solving. 

· Academic Development 
The changes that pandemic has introduced everywhere, not just in hospitality sector, alongside with technological innovations has created a very different picture of travellers and tourists from what it used to look few years ago. After pandemic, training programme have begun to focus on what hospitality sector will look like in future, so students get more courses and training about how to adjust to the future changes of this industry. Students needs to have creativity, agility, and the ability to adapt to changing circumstances. Even if they do not develop careers in hospitality industry after graduating, they can still use these skills in other sector, for example in banking. (Liang, n.d.)
One of the skills that I learned during my academic development is technical skill. Working in the class with programmes for booking and cancelling rooms and checking in and out give me the opportunity to get my technical skills and working on computer better. Also, the assignment and in class work that we had to do helped me develop my confidence and my ability to work quicker with the computer. I could easy apply this skill during placement hours in the reception. 

· Issues identified during placement.
Guests have to wait long time for their rooms to be cleaned
Is one of the most common issues that I faced at the hotel. Guests arrive earlier even if they know what the check-in time is, and they have to wait in the lobby sometimes for hours unfortunately for their room to be ready. I would pass the message that the guest arrived to the housekeeping department so they can prioritise that room, but is not always possible especially on weekends or bank holidays because of the demand, or there is not enough staff on the floor to prioritise that room. In this case, I would address staffing levels problem to the housekeeping manager or general manager. 
Small beds 
Another issue that I met couple time during my placement was that the guest put a complaint because of the size of his bed. In this case, I would explain the guest that this is the size of the room that he choose to book, I would offer them a bigger type of room and I would explain the charge that he as to pay for it. 
Working in hospitality sector, not just reception department is sometimes a hard job. Whatever the complaints are, as an employee, I should deal with all complaints and issues in a professional and swiftly manner, to maintain professionalism and good reputation of the hotel. 
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