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[bookmark: _Toc190991132]Introduction
Professional improvement requires an individual to reflect on their skills and abilities which makes them efficient workers in any sector like the hospitality industry. This is because performing a job in any industry needs proper communication and decision-making abilities (Al‐Dabbagh, 2020). The assessment of my learning experiences from shadowing a manager and reception duties in Hitchin Priory is done using the Gibbs' Reflective Cycle. The reflective framework of Gibbs' model includes six steps starting from description through feelings into evaluation and analysis then reaching a conclusion and action planning. This paper evaluates my time in hotel administration by assessing the professional abilities I learned together with the difficulties I faced during my practical training experience.
[bookmark: _1afmytku1v9k][bookmark: _Toc190991133]Description
The reception/front office department manager at Hitchin Priory guided my professional observation while I performed reception support duties in front of the counter. My duties as part of this role consisted of completing administrative work and providing customer service while ensuring that customers get the highest level of satisfaction from our services. According to Ali et al., 2021, customer satisfaction is an important aspect for all organisations in the hospitality industry. I learned this during my duties as front office staff at the hotel. During my placement in the receptionist area, I also observed that the management behind front office operations includes staff scheduling solutions, processes for conflict resolution and department communication coordination.
While performing my administrative or managerial duties, I observed that hotels also face peak and lean seasons. There are fluctuations in the activity in the hospitality industry affecting job stability and economic income (Sáez-Fernández, Jiménez-Hernández and Ostos-Rey, 2020). However, my manager assured that with effective team delegations it is possible to overcome any shock in this industry. Apart from this during my experience, I struggled with an administrative issue because the reservation data for one of our guests failed to sync with the hotel system records. The manager handled the situation by conducting a thorough examination of the issue while showing his expertise in hotel reservation systems. Therefore, shadowing him enabled me to understand the fact that managers must use their strategic decision making and management abilities to overcome any issue.
[bookmark: _czep3fx84wgy][bookmark: _Toc190991134]Feelings
Throughout my job at Hitchin Priory, I was very nervous but excited at the same time. Since it was a big experience for me, I faced difficulties adapting to the new environment and had to align my working style with the organisation. My prior experiences involved basic customer service understanding but the handling of booking errors at the receptionist was very new to me and presented with a great learning opportunity. As per the views of Özdemir, Çolak and Shmilli (2018) during a guest's stay, all of their interactions and transactions with the hotel influence the characteristics of front desk activities. This implication was made by my manager who suggested to handle any situation without feeling overwhelmed or nervous. Gradually I was building up my competence to perform front office responsibilities successfully. Also, relieving a guest from a complicated booking problem gave me one of the most gratifying feelings during my time at the front desk. 
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[bookmark: _ame9x026pyfl][bookmark: _Toc190991136]Importance of Work-based Skills and Technical Knowledge
My professional growth increased because of the experience I gathered while shadowing the manager and performing administrative and managerial operations at Hitchin Priory. The efficient operations of the front office desk depended most strongly on communication skills, teamwork abilities, task management proficiency and guest service focus (Jawabreh et al., 2022). Therefore, I have evaluated that it is very important to develop people skills to handle different types of customers as a receptionist the hospitality industry. The smooth transition between the preparation and readiness of hotel rooms demanded regular updates connecting reception and housekeeping services (Bondzi-Simpson and Ayeh, 2019). This was something which was taught by my manager as well. From this learning I have analysed that establishing clear communication between different department is an important work-based skill for avoiding miscommunication and have efficient synchronisation between different departments of a hotel. Moreover, I evaluated and understood that efficient coordination served as a vital function during high-volume service operations at the hotel. 
[bookmark: _cjlh1v2unnkn][bookmark: _Toc190991137]Administrative Issue and Practical Solutions
The combination of administrative work with customer service responsibilities demanded the ability to multitask and maintain organisational practice. At first, the hotel booking system was difficult for me to use which delayed my responses to many customer queries. However, I developed better competence with the system through practical sessions guided by the manager. Also, 79% of customers expect hotels to respond within 24 hours (Campbell, 2022). Therefore, I evaluated that it is crucial for me to have a practical learning of the system to reduce wait time of each customer at the front desk. 
I also analysed that housekeeping and reception operations frequently failed to keep proper synchronisation resulting in delayed readiness of rooms. Guest satisfaction at Hitchin Priory also decreased because of late check-ins which lowered their expectation of immediate entry. Therefore, from this issue, I evaluated that a practical solution needed to be implemented for higher guest satisfaction so that it does not hamper revenue generation. A digital system for real-time tracking of room status should be accessible by reception and housekeeping personnel to fix the current problems (Nadkarni et al., 2019). The new system would create immediate updates about room availability which would decrease communication errors and boost operational performance (Eskerod et al., 2019). From the implementation of these two practical and efficient solutions room readiness at Hitchin Priory can be assessed speeding up the check-in process. Moreover, I analysed that there will be lesser miscommunication between staff from different departments of the hotel. The organisation should offer training programs which will train staff on effective and clear communication and conflict resolution skills (Soelton, 2018). With this approach, I anticipate that employees from different departments of the hotel will coordinate in an efficient manner to overcome delayed check-ins for guests because rooms are not ready.
[bookmark: _9z6oyu2iqgm3][bookmark: _Toc190991138]Conclusion and Action Plan
Conclusive Summary
My experience gave me valuable lessons about hotel administration management because it explains how managers need to maintain a balance between their managerial decisions and guest satisfaction in the hotel. The job also helped me develop stronger administrative ability while enhancing my knowledge of hotel systems. It also increased my communication abilities and made me realise the importance of coordinated teamwork. At times I felt overwhelmed when I encountered an issue. However, under the proper guidance of my manager whose duties I was shadowing, I overcome the issue in no time. Also, I understood that an issue required a practical approach to be resolved which will help in increasing guest satisfaction and ultimately the hotel’s revenue. 
Action Plan
Adaptability, communication and coordination stands as an essential quality that hospitality professionals must possess. Therefore, my future action plan includes training myself to communicate more clearly and understand how to coordinate with team members by engaging in different team-building activities and workshops. I plan to do this within the next six months which will help me overcome any misrepresentation of information while coordinating with different team members. The application of digital communication systems in combination with structured feedback from customers and periodic departmental briefings will help to create a more efficient operation within a hotel.  Therefore, the implementation of this knowledge in my upcoming career path allows me to perform more efficiently and ensure better guest satisfaction within the hospitality industry.
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