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[bookmark: _Toc180665025]Introduction
Recently, I was engaged in a 10-week placement project, where I worked in the reception of the Holiday Inn. Hotel reception plays an important role in guest management, developing guest relations, recording information about check-in and check-out, providing relevant information to guests and trying to reduce the problems that guests face in the hotel (Smith, 2023). The hotel reception is responsible for managing a hospitable environment for the guests and making sure that all guests receive all of the facilities that meet their expectations (Bradman, 2022).
However, I participated in this 10-week placement project at Holiday Inn with some particular objectives which included:
· Develop my knowledge of communication and its effectiveness in different departments of the Hotel. 
· Improve my skills in managing different types of guests and their expectations effectively. 
· Utilise my problem-solving skills to contribute to solving any operational issue. 
· Enhance my knowledge of handling customer complaints and providing effective customer service. 
[bookmark: _Toc180665026]Section One: Reflections on Experience and Personal Development  
To reflect on my experiences and personal development, I will utilise Gibbs’ reflective cycles which will help me to illustrate my experiences and analyse my learning from the experience through six different stages including description, feelings, evaluation, analysis, conclusion and action plan (Dickson and Midwinter, 2022). 
[image: Gibbs' Reflective Cycle]
Figure 01: Reflective model of Gibbs’.
Source: (Bassotin, 2022).
Description: During my time working at the Holiday Inn, I assisted my supervisors in managing the front desk of the hotel. I am responsible for recording guest information with their check-in and check-out times, handling inquiries and dealing with any issues guests may have. I felt pressure when I managed a large group of guests who came into our hotel to check in because I had to manage them all and the other guests. It was a challenge for me as the visitors did not talk to us only that day which created a difficult situation for us (Spaldin, 2020). However, we managed to manage them and provide service with some little issues. 
Feelings: I was overwhelmed whenever I saw that I had to manage such types of large groups of guests as I would do challenging work and I like engaging in challenging work as it provides me a thrill. However, there was a miscommunication about the room availability that the guest wanted to take in which made me worry about handling the situation (Merrix and Lillyman, 2023). However, we have successfully managed the situation due to the experience and quick decision-making ability of our supervisor. However, I have also helped my supervisors handle the situation by providing information on other services that helped to negotiate them. After managing the guest successfully, I felt relieved to move on and realise that my engagement supported turning a potential failure into an optimistic experience (Billings, 2022).
Evaluation: The 10-week placement project at Holiday Inn provided an opportunity to experience both positive and negative experiences that will be useful for future professional work. The positive side is understanding the importance of problem-solving skills and collaborative efforts in successfully handling any guests (Geertsma et al., 2022). Besides this, I also learned how to stay calm in difficult situations to generate positive ideas to solve the situation from my supervisor. After this, there was a bad experience due to the miscommunication regarding hotel room availability. This taught me how a lack of communication can ruin all collaborative efforts (Jones and Lomax, 2023).
Analysis: The 10-week placement project at Holiday Inn provided me with the significance of coordination between different departments to make a project successful. Besides this, Kotter’s Change Model further helped me to understand the roles of structured procedures and clear communication. Besides this, the leadership style of my supervisor was also helpful for me as he followed transformational leadership that helped to motivate the team to handle the situation collaboratively (Bassotin, 2022). In addition to this, it also helped me to understand the value of quick decision-making skills and negotiation skills in real-life contexts that I learnt in the academic setting. However, the implementation of my academic learnings also helped me in completing the Front Desk successfully and handling guests in an efficient way. 
Conclusion: After completing this Front Desk project, I have understood the negative impact of miscommunication and effectiveness of the problem-solving skills. Besides this, I have also understood that there also be need for technical knowledge to make the Front Desk more effective. Therefore, I have to develop these skills and knowledge before my next work placement project or entering into a professional career. 
Action plan: I will take action to improve these skills for better performance. For that, I am going to enrol on courses or take the help of my teachers for the development of these skills and abilities. 
[bookmark: _Toc180665027]Section Two: Examination of Work-based skills as well as technical knowledge 
Different work-based skills along with technical knowledge are essential for an employee to provide high-quality services. Besides this, these kinds of knowledge and skills are also essential in managing guest expectations properly within a hotel (Dickson and Midwinter, 2022). This 10-week placement experience at Holiday Inn provides me with a comprehension of the significance of problem-solving skills and adaptability skills in successfully handling guests by mitigating all kinds of issues (Billings, 2022). Besides this, it is also important to stay calm in difficult situations to generate positive ideas to solve any kind of issue. In addition to this, clear communication is also essential between the departments to reduce misunderstandings and conflicts among the departments that can hamper the overall team effort (Bradman, 2022). Apart from this, there is also needed proficiency in using front desk management software to stay organised, record all guest information with their check-in and check-out times and manage inquiries effectively.
[bookmark: _Toc180665028]Section Three: Reflections on Organisational Problems
The organisational problems that were identified during the Front Desks are discussed below by implementing the reflective model of Driscoll. 
[image: ]
Figure 02: Driscoll Reflective Model.
Source: (Timmin, 2022).
What: I have identified the issue that has caused us a lot of trouble while handling a group of a large number of guests at the Holiday Inn Hotel. The issue was the miscommunication between the housekeeping services and the front desk of the hotel which created conflicts among the departments and may have potentially hampered the organisational objectives and reputation (Spaldin, 2020). 
So, what: That miscommunication between the two departments leads to a chaotic situation that can make guests unhappy with the services and hamper the hotel’s reputation. Besides this, it also creates pressure on me which may have potential impacts on my work quality although we survived due to the problem-solving skills and adaptability skills of our supervisor (Jones and Lomax, 2023). 
Now, what: To avoid such an issue, the company can implement standard operating procedures for effective communication between different departments. After this, the group also set up a meeting before starting operational activities to understand all the responsibilities (Dickson and Midwinter, 2022). In addition to this, employee training can be useful to continue working in such an unexpected situation.
[bookmark: _Toc180665029]Conclusion and action plan
The 10-week placement project at Holiday Inn helped in develop different employment skills and knowledge related to technology. Through this experience, I have identified my strengths and also found areas for improvement including technical knowledge, communication skills and adaptability skills.


Action plan
	What should I develop
	Development procedures
	Required support or resources
	Time required

	Technical knowledge
	To develop my technical knowledge, I will sign up for a digital course. Besides this, I will conduct research on online journals and articles to develop my technical knowledge. It can also be improved by practicing (Merrix and Lillyman, 2023).
	Internet connection, computer or smartphone, journal and articles. 
	5 months

	Communication skill
	I will take the help of my instructors to gain knowledge about communication tactics. Besides this, I will practice with my peers to develop my communication skills. 
	Support of instructors and peers 
	6 months

	Adaptability skill
	To develop my adaptive skills, I must first learn about strategies to develop this skill. Therefore, I will research various digital resources such as academic journals, newspapers and articles. After that, I will apply what I have learned in my practical life. Application is a great way to evaluate changes (Jones and Lomax, 2023).
	Journals, newspapers and articles. 
	7 months
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