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Hilton Garden Inn Doncaster Racecourse is a hotel which is situated near Doncaster Racecourse and Exhibition Centre in the UK. The hotel offers different services at its restaurant, bar, and room services. The hotel also provides food for weddings, seminars, meetings and other different events. Breakfast, lunch, and dinner are served to the consumers at the hotel. The option of dining in the room is also available after ordering it from the room service number (Hilton, 2024). They try to maintain high food quality which is based on Britishness. Their primary focus is the production of British food and essence through their food for their diverse communities of consumers.
Objectives
· To listen to the complaints of the customers minutely to understand their problems. 
· To understand the psychology behind the complaints and categorise those complaints. 
· To grow logical thinking ability to solve the problems of the customers 
· To handle difficult situations with patience 
· To develop an understanding of the whole code of conduct rules of Hilton Garden Inn Doncaster Racecourse
[bookmark: _6xst5l5sfj9q][bookmark: _Toc181799781]Section 1: Reflection on Experience and Personal Development
Description: I was placed at Hilton Garden Inn Doncaster Racecourse as a supervisor in the food and beverage department. My job role was to provide support to the operation in the food and beverage department. As a supervisor, I understood the requirements I needed to fulfil to provide the necessary assistance in handling customers. Primarily my work was listening and solving their complaints. Through this operation, I used to provide assistance in managing staff and providing them feedback according to the feedback of customers. I also used to assist in delivering a service smoothly.
Feelings: As a person my interest was to know different subjects to gain various experience and different skills. In the job of supervision, I successfully learned several strengths and limitations of my character which is important to build a successful career in the industry of hotel management. I also observed that there are several conflicts the management staffs face during the interaction with different customers. As a new employee, I learned how to remain resilient and solve their problem by providing proper solutions. After a certain time, I felt confident about my situation-handling abilities as I used to interact with customers calmly after knowing their issues.
Evaluation: There are several skills which the management job requires to develop customer satisfaction. Communication skills, good listening ability, risk management, understanding of different psychology and collaboration are important to gain for fulfilling the demands of the customers (Gaite et al., 2022). With professional skills, the job also demands several personal skills such as time management, situation analysis and ability to control are essential for the development of a management career (Hussain et al., 2024). I understood that to handle the situation properly these skills are important to build. I have seen that I am a good listener and my risk-management, and communication skills are good. However, I need to develop better time management as due to that several actions taken during my internship were not fruitful. By understanding these strengths and weaknesses I believe I can change my way of operation and customer management. 
Analysis: I believe through this job of management I gained knowledge of my strengths and limitations. Due to my lack of time management skills, I may face different problems as it increases productivity, and helps to remain focused which is linked directly to the job stress (Burns and Sinfield, 2022). To gain this skill I have started to maintain proper scheduling of my everyday tasks with proper time limits. I also try to maintain those time limits and complete them before the time boundary (Landrum, 2020). I prefer not to multitask as it increases the confusion. As my decision-making skills are good I mostly try to prioritise the tasks to mitigate other distractions. 
Conclusion: If I understood that my time-management skills are not as good as other skills then I could have tried to rectify them before. However, through this job of supervision, I acquired the knowledge of my weaknesses which is essential and will be helpful while shining in the professional environment. 
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Importance of Work-Based Skills
Conflict resolution is an important part of management skills. As a supervisor, I had the ability to listen to the problems of the customers regarding our services at Hilton Garden Inn Doncaster Racecourse. The hotel management is teamwork, and with different people, there are different problems. Managing the staff is important for the development of customer satisfaction. Through providing mental and emotional support, the development of the whole team can be conducted. Healthy team management is important for the development of a healthy environment (Huang and Baker, 2021). All these I believe are important for the growth of my career. These skills enhance the capabilities of a professional supervisor. 
Importance of Technical Knowledge
In this age of digital awareness and digital productivity, knowing technical knowledge has become necessary for the development of one's personal and professional life. After the COVID-19 pandemic, the hotel and restaurant industry started to depend upon technical support. Thus, knowing technical skills is essential as without them upgrading, professional life is not easy (Hayes et al., 2022). As a supervisor of that restaurant, I understood that immensely. The requirements are basic computing knowledge, accounting skills, use of AI, and other technological knowledge is important. I believe I have all the abilities of technical knowledge. 
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My experience at the hotel as a supervisor was based on learning and gaining experience. I have mastered the skills of communication and risk or conflict management. However, the identification of weaknesses was another important part of my work. Among these wholesome experiences, I also realised that the consumers of food and beverages have different categories. The issue was with one category who couldn't understand that delay in delivery is not the fault of the hotel staff. The misbehaving nature of them often hamper the working process and causes employee burnout (Baquero, 2023). Thus I believe as a supervisor providing mental health resources is important for handling this problem. Apart from that during the training customer management and training of resilience must be given to provide them satisfaction (Waqanimaravu and Arasanmi, 2020). 
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As a supervisor working in Hilton has provided different options and helped to identify my personal and professional skills with strengths and limitations. Through the analysis, I also learned how through small changes one can change their way of work which is helpful for their career. Learning time management, new technical skills, and customer communication are important as the change in customer psychology is dependent on new trends. Through this knowledge one can develop a better working environment and personal and team portfolio. In the action plan written below the requirement for development is provided:
	Skills required
	Resource required
	Assessment plan
	Time Required

	Time management skill
	· Setting everyday goal
· Making a routine according to the need
· Trying to complete the task within the time limit
	Asking my manager to track down my progress
	3 weeks

	Constant learning skills (technical skills)
	· Trying to learn new skills every week
	Subscribing to an online platform giving exam every week based on the course plan (Ashar et al., 2021)
	2 Months

	Customer communication
	· Trying to solve at least 5 customer complaints every day
· Applying new skills during customer interaction
· Listening to their complaints with attention
	Asking my seniors to give feedback on my operation and suggested a solution 
	1 month


Table 1: Action Plan
(Source: Self-created)
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