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As we know, the receptionist carries out his activity in the reception of the hotel, welcomes the guests, deals with their complaints and requests, distributes the rooms and most of the time makes office work.

As receptionist you need to speak at least English, be available to work in shifts (the most common program is the one in shifts of 12 hours -12/24 with 12/48), to know how to use the computer (to send emails, and to work in the program used to record reservations - this program is called PMS).

Pleasant attitude and physical appearance, it is necessary to have a pleasant physical presence because the receptionist represents the standards of the entire location.
The most important thing is that the receptionist influences the growth or decrease of the business through his behavior and communication.

To be a receptionist you need to have an exceptional ability to relate and especially enjoy establishing contacts with people. The kindness, the smile, the availability, the patience and courtesy are therefore essential strengths to be a good receptionist. In addition to this, the profession requires precise knowledge and skills acquired in an educational institution or within an adapted vocational training course. There are various courses and diplomas, some of them being imposed by certain employers in some very famous hotels.

It helps very much to think about reflective practice in this role, to make our own analysis, what we did wrong, what we can improve, what went well, what we need to do to change something from bad to better.
Having a notebook of reflections can help us be more aware of what we believe, what we know, what we are learning and what we need to learn. This gives us more confidence in ourselves as professionals and helps us explore our ways of being and knowing, which are changing over time.

The philosopher John Dewey asserts that the best way of thinking, which he calls reflective thinking, is a "type of thinking that consists of turning a subject in the head and taking it seriously in all its consequences" ("The Philosophy of John Dewey" 1989:21). He explains that for a person to develop his reflective potential, he must exercise certain habits and discipline.

“Developing reflective practice represents adopting a habitus” (Perrenoud, 2007: 49)(habitus
· latin word meaning habitat)


John Dewey propose the term Reflective Practice, and he gave great relevance to reflection in educational and professional practice. John Dewey was an American philosopher who was born in the second half of the nineteenth century (1859) and he died at the second half of the twentieth century (1952).

Through his works "Democracy and Education" (1916) and "How we think" (1933), this author highlights the importance of reflection in teaching and learning and shows us how, despite the time, his thinking is still valid in this time.

Reflective practice is a professional habit, a methodical intellectual attitude and a permanent personal decision. It is an “endless” race, since when the reflective professional is already able to reflect on some elements of the practice immediately, others appear, and so the process continues until more aspects are approached and personal.

We should know that learning is to accumulate reusable experience in the future.And we as a human being, we know how to learn, but we don't know how. This is the key, to learn how people learn and learn how an organization learns.

For example, many of us know how to ride a bicycle, but if we had to say how we learned, all the steps we have taken to learn, we would go blank.

We learn with practice, without practice there is no learning; We learn with error, making mistakes is an opportunity to learn, but both practice and error need reflective practice so that learning becomes knowledge.
It is necessary to systematically incorporate reflection into the learning process, personal reflection, collective reflection, organizational reflection.

This reflection is what will allow us to touch, if I may say so, knowledge. The brain (of a person or of an organization) must be aware of what is known and what is not known, what situations we are able to solve and which are not, is the individual portfolio and also that of the organization.
In order to make this portfolio a reality (personal or organizational), the time is necessary, we must provide a time frame to THINK, REFLECT about what we do, what we have done, what we have learned, what we are able to solve.

A system will be established to organize and systematize these reflections or narratives. You have to have time to analyze, compare, review, discuss in groups, interact, collaborate, share.

And this is the reason that it's necessary for us to ask appropriate questions, questions that allow learning to become knowledge. We have to be creative. You must insist on the idea that this narrated and conceptualized reflection is what will identify the knowledge of an organization.

Right now in organizations there is no time to THINK; however, it is the key to LEARNING of the organization. Time to think is time to cultivate.

First of all, the motivation is very important, because WE BEGINS TO DIE WHEN WE STOP HAVING INTEREST IN LEARNING.







Role Play
As i talked before about the receptionist role, i had made in class a role play and i presented a sittuation with a guest from the hotel who had a complain about the room, i tried to manage the situation in a professional way, to make the guest happy, and to come back in our hotel in the future. 
Before to start my role play i was feeling a bit scared and shy to talk in front of my colleagues, but slow by slow i start to feel more confident and everything was ok in the end. 
At the end of my role play, i receive the feedback from my 4 colleagues, as you can see in the pictures.
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