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[bookmark: _Toc75680445]Introduction 
Professional career development is a systematic process aimed at developing a fulfilling work life. Within this process students are able to transition from students to professional employees with long-term career goals seeking to advance their careers. Students undergoing professional career development acquire the required skills set, courses and experience for their chosen entry level jobs that will make a starting point of their career path. This report provides evidence of an opportunity to explore an individual interest, skills and knowledge in a chosen field and remove skill gaps to be highly successful in the chosen career. The report will provide a role play interview on recruitment and selection and a reflection on the interview experience. The report will go further to analyse the skills and knowledge required for a chosen career before providing an analysis of individual strengths and areas for further improvement. Lastly the report will develop a personal professional development plan with specific employment goals to develop the weaknesses.
[bookmark: _Toc75680446]Recruitment and Selection
Role play between an interviewer and interviewee for the position of a Front office Associate.
Interviewer: Where do you see your career heading in 5 to 10 years?
Interviewee: I am looking forward to my communication, customer service, teamwork capabilities and the experience I would have gained in the hospitality industry to strongly position myself in the industry as I improve my expertise. I am fascinated about the hospitality industry and the prospect of working in this industry appeals me. The industry is dynamic and I know my ability to keep up with the trends will give me an upper hand in my career.
Interviewer: What motivates you to work?
Interviewee: I am motivated by learning new things and contributing to a good customer experience. 
Interviewer: What role does the front office department play in a client’s first impression of the company?
Interviewee: The front office is the heart of hotel operations. The staff in this department make the first point of contact with the guest inside a hotel. Therefore, their ability to create a good impression will enable the guest to have a good impression of the hotel.
Interviewer: What is your description of this Hotels?
Interviewee: This hotel has 61 hotels in the UK. The hotels offer quality accommodation to guests both individuals and companies at affordable prices. The rich décor and friendly atmosphere of this Hotels is complemented by guest amenities such as restaurants, bars and health clubs. Apart from accommodation, the hotels offer entertainment and venues for personal and cooperate events. 
Interviewer: What qualities do you have that makes you the best person for the job?
Interviewee: I possess good communication skills. With this skill I am able to engage well with customers and show them my ability to attend to their needs. I also enjoy working with people and when it comes to customers, I am always willing to go out of my way to ensure they have a remarkable experience. That said, I am open to learning new ways of doing things and practising to ensure I am able to meet the expected standards. 
[bookmark: _Toc75680447]Reflection
This is a reflection on the role play of both an interviewer and interviewee. Gibb’s reflective learning cycle has been applied to reflect on the experience. This reflective model is structured in phases that breakdown a learning experience allowing one to reflect on the learning experience to improve in the future. Reflection using this model is achieved in 6 stages: description, feelings, evaluation, analysis, conclusion and action plan (The University of Edinburgh, 2020).
Description
For task one of the assignments, we were supposed to complete an application form based on a specific job description and an individual’s career choice. After that we exchanged the completed application forms and formulated 5 questions each to ask as an interviewer to the applicant (the interviewee). At the end of the presentation both of us had played the role of interviewer and interviewee.  Finding a partner to work with to complete the task was a challenge since I had to find someone reliable and willing to contribute both their time and effort to ensure we finished the task. After getting a wiling partner we worked through the task together and prepared to ensure we were both ready to perform the role play using Ms Teams. 
After getting the completed application form from my partner I took my time to research the appropriate interview questions before formulating 5 questions that would test my partner’s readiness for employment. Before the presentation, I remember we had a number of mock interviews before the actual presentation. During the mock interviews we worked on both the questions and the answers ensuring we are able to work within the expected timeframe. On the presentation day, when it was my turn playing the role of an interviewer, I maintained confidence and acted professionally. When things took a turn and I became the interviewee I took my time to listen and answer the questions. 
Feelings
When playing the role of the interviewer, I felt that I had control over the outcomes since I had formulated the questions my partner would then answer. I tried to make sure the interviewee remained calm during the process to ensure I got the answers I needed from them. When it was my turn to play the interviewee, I became anxious and I remember taking a deep breath and encouraging myself that I had what it takes to answer the questions.
Evaluation
The positive experience from the presentation came when we were able to work within the time limit and the determination we had to work as a team. We both acted professionally making the whole experience relatable to that of an interview in real life.  Being able to maintain calmness enabled me to be a good interviewer and interviewee. The fact that we worked through the questions and answers before the interview also ensured that we maintained calmness through the interview process.
Analysis 
A collaborative effort to complete a task yields better results than individual effort (Driskell, Salas and Driskell, 2018). Working with my partner we were able to finish the task faster and better considering we came up with ideas on how to improve the process as we practised. I was able to learn how to maintain composure in an interview. This is an important lesson given the fact that interviews are part of recruitment and selection and I will attend more interviews in the future. We achieved the objective of the task since we were able to gain a better understanding of the careers, we were interested in.  
Conclusion 
From the role play, I learnt that practising responses and looking at possible questions and answers for an interview builds confidence during the interview process preventing any disappointments. I also learnt the important role a friend can play before an interview. In this case, working with a friend as one prepares for an interview enables them to build the confidence and avoid the anxiety that comes during the interview process. Apart from the above, research is an important factor in the interview process. When one conducts research on their job role and the company prior to the interview they are at a better position to answer the questions. Lastly performing role plays on the   recruitment and selection process will be beneficial as we work on our employment readiness. 
Action plan
On future interview experiences I will try working with an interview panel to overcome anxiety when I am an interviewee. This is because an interview panel has people with different personalities and working with them at the same time will improve my readiness for the recruitment and selection process. If I get another chance to be an interviewer, I would ensure that the interviewee is comfortable before the interview and during the interview process. This will ensure they think calmly and maintain the confidence required to handle interviews.
[bookmark: _Toc75680448]Career development planning
[bookmark: _Toc75680449]Skills and knowledge which contribute to working effectively
Communication
The front office department in a hotel is the first point of contact between the hotel and the guest. Front office staff are expected to have good communication skills to create a good impression about the establishment (Losekoot et al., 2018).  More importantly, excellent communication skills among front office staff contributes to a good guest experience. There are a number of responsibilities carried by front office personnel that require effective verbal and non-verbal communication skills. Thus, communication skills such as active listening, confidence, friendliness, sharing feedback, clarity and appropriate use of nonverbal cues are extremely useful to ensure they work effectively promoting verbal, nonverbal and written communication. 
Computer literacy 
Computer literacy is expertise in the use of computers to perform different functions in the workplace (Kapareliotis, Voutsina and Patsiotis, 2019). It is an essential skill to promote the effectiveness of front office personnel. An individual’s level of computer literacy ranges from basic knowledge on using computers to performing complex tasks such as operating software and developing computer programmes. However, computer literacy among front office staff involves basic computer skills, email, Microsoft Office and operating reservation software. All these computer skills should be applied to complete tasks within the front office. 
Customer service
Customer service skills are traits that equip an individual to attend to customer needs and foster a good customer experience (Kapareliotis, Voutsina and Patsiotis, 2019). Qualities such as empathy, problem solving, communication and active listening are part of customer service skills (Succi and Canovi, 2019). Within this skill set, employees are expected to communicate effectively, identify with the customer’s feelings, act patiently and deliver the expected service within their area of expertise. In the hospitality industry, customer service is an essential skill. The employees in this industry are the face of the company and they have a great impact on the customer experience. A good experience will foster customer loyalty and a good reputation for the firm. A front office personnel with excellent customer service skills is able to advance in their career.
Problem solving 
Problem solving skills enable employees to identify problems and handle complex business challenges and unexpected situations in the workplace (Shamash Alidina, 2017). These skills are highly useful when it comes to maintaining relationships and decision making. Creativity, active listening, decision making and communication are some problem-solving skills (Shamash Alidina, 2017). Apart from these skills, technical knowledge related to one’s industry is also critical to ensure problems within the workplace are handled well. In the hospitality industry problem solving skills are highly valued among front office staff to ensure they are well equipped to handle guest complaints promptly and creatively (Losekoot et al., 2018). More often a prompt and creative response to customer complaints such as room temperature, too much noise and poor hotel service can contribute to a good guest experience that will be valuable to the hotel reputation.
Teamwork
Employers value teamwork skills among potential employees. This is because teamwork recognises the benefits of workplace relationships (Driskell, Salas and Driskell, 2018). Employees with teamwork capabilities demonstrate leadership, collaborative effort and good communication. By being a team player, an employee contributes to the organisation’s productivity (Throop and Castellucci, 2011). As an instance, unlike an independent worker who demonstrates good communication skills while communicating with customers, a team player demonstrates both verbal and non-verbal communication within a team setting and ensures that information is passed around the group seamlessly. Conflict management is another skill exhibited among team players to ensure disputes are settled amicably and everyone’s interest are presented to ensure a focus is maintained towards group goals (Driskell, Salas and Driskell, 2018). Apart from promoting efficiency, teamwork promotes strong working relations and innovation in the workplace. In the hospitality industry teamwork is given priority to ensure that the employees are able to work together towards creating a good experience to the guest. A front office personnel with good teamwork will be able to work with other front desk employees and liaise with other departments such as housekeeping and food and beverage to ensure guests at the hotel enjoy their stay. 
Sales and marketing
Sales and marketing skills are becoming a requirement in different organisations. Employees with marketing skills are able to identify and anticipate consumer needs and provide ideas on how the organisation can meet these needs (Shamash Alidina, 2017). Selling on the other hand is about procuring transaction involving the products and services offered by the company to consumers (Shamash Alidina, 2017). Occupation specific skills and knowledge in the hospitality industry demonstrated by employees with sales and marketing are communication, creativity, customer service, negotiation, product knowledge and confidence. 
Planning and organising
Planning and organisation are reflected in an individual’s ability to manage tasks within their job role. This employability skill is acquired from previous work experiences (Succi and Canovi, 2019). In the hospitality industry planning and organisation among employees is demonstrated through time management, project management skills, resource allocation and scheduling (Losekoot et al., 2018). Excellent performance of these skills contributes to an individual’s efficiency in the workplace and overall organisation productivity. For a front office associate they should be able to manage themselves to attend to guest needs and work effectively under pressure. 
English literacy
English literacy is a requirement to seek employment and thrive in the workplace in the UK. English is the business language. As a result, English proficiency removes communication barriers that can lead to frustrations and conflicts (Shamash Alidina, 2017). In the hospitality industry, the front office staff are of high importance. This is because they are the first point of contact between the hotel staff and the guest, they also have a responsibility to attend to guest needs by taking their requests and enquiries. Therefore, creating a good and lasting impression is a must during their interaction with guest. This can be achieved by having a good English proficiency to promote basic conversations that yield good guest relations. However, having proficiency in a foreign language is considered an added advantage since guests come from different backgrounds and the ability to offer personalized services contributes to a remarkable experience. 
[bookmark: _Toc75680450]Readiness for employment
Changes in the workplace raise concerns about the future of work and the role performed by different institutions in preparing students sufficiently to take up available employment opportunities (Kapareliotis, Voutsina and Patsiotis, 2019). More importantly, a student’s work readiness is conceptualized depending on their understanding of their future job role, their motivation and ability to take up the chosen job role (Throop and Castellucci, 2011). My perception regarding my degree of work readiness is   positive. I have been able to develop generic and work specific skills from different work experiences, my experience as a student and my network with people already working.
 Concerning employability skills, I have gained academic skills, communication skills, critical thinking skills, teamwork skills and positive attitude and characteristics towards work. Through my work experience in the hospitality industry, I acquired a new understanding of my fit in the specific entry level job role of a front office associate. My interest in this job role has been enhanced further and it continues to be an intrinsic motivation that fuels my performance and improvement in my areas of weaknesses to ensure I gain employment for the specific job role. 
[bookmark: _Toc75680451]Understanding of strengths and areas for further improvement
I am certain about my ability to use my strengths to achieve excellent results in the workplace and my ability to identify areas of further improvement and work to improve them. According to Philippakos (2017) self-evaluation is an integral part of reflection and it involves a critical insight into an understanding of personal strengths and limitations. I focus on recognising my skills and capabilities and identifying areas that I need to work on to stay competitive in the labour market and gain employment as a front office apprentice.
Strengths  
Communication is an essential skill that I have developed through different interactions at my place of work, at school and with family and friends. I have learnt to use both formal and informal language depending on the situation. I have worked on my oral and listening skills to a point I can confidently address customers, my superiors and fellow employees to achieve communication objectives and improve work and personal relationships. I am also able to use written communication effectively through emails and texts. My efficiency in written communication especially through emails has been built from my work experience and official school communication. 
My customer service strategies have always ensured that I am able to meet the needs of my customers in a timely, efficient and pleasant manner. I value the moments I interact with customers and the service I provide because they are among the things, I can control to ensure the company I work for generates high revenue and gains from customer loyalty. Active listening, empathy, optimism and product knowledge are some of the skills that have enabled me to deliver good and consistent customer service.
My team work has been built through the opportunities I have had to be part of a team to achieve academic and organisation goals. I have worked in a group to plan and implement the delivery of group tasks. From my work experience, I have learnt to work within a team to deliver excellent customer service. In both instances my team has always delivered good results. The ability to communicate effectively, focus towards team goals and encourage open communication have always contributed to success and enabled me to develop to a good team player. 
Planning and organisation are one of my strong academic and employability skills. With these skills I am able to prioritise different tasks, maintain flexibility and deliver within set deadline. I gain my ability to plan and maintain an organised schedule from my studies, extra-curricular activities and employment where I have to manage my workload and maintain team work. 
I am able to read, write, speak and understand English. I have gained good English literacy from my study and production of English materials and communication with my fellow students and colleagues at work. My English competence will enable me to confidently use English as a communication tool to engage with guests and other staff in my role as a front office associate. 
Areas for further development
My weakness in my problem-solving ability lies on my analytical ability.  I am overwhelmed with emotions and at times I see problems as big obstacles. I need to look at difficult situations as identifiable problems that can be solved. I should also be able to breakdown the problem and identify the solutions. In this way I will be able to make considerable steps in solving the problem. 
Computer literacy is my weak employability skill. I am able to perform basic computer functions using Microsoft Office and other collaborative software such as Ms Teams. My computer literacy skills are still lacking in the operation of computer software used to achieve efficiency in the front office department of hotels such as reservation systems. If I learn and practice the use of the reservation systems and other software alike, I will stand a higher chance of gaining an advancement in my career.
Controlling emotions are a weakness in my sales and marketing skills. This is especially evident when I get negative response from prospects. I need to work and prevent my emotions from getting the better part of me. I should be able to maintain the motivation of selling to clients and letting them know the benefits they will get from the products and services my organisation is offering in return for their time and money. 
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	Employment goals 
	Skills to be developed
	Development plan
	Resources
	Evidence
	Target date

	To improve my problem-solving skills and associated abilities to ensure I am able to identify problems and find workable solutions within 6 months.
	Problem solving
	· Practice problem solving in my day-to-day interactions at work, at home and in school.
· Take up leadership roles such as team leadership that will allow me to exhibit effective problem-solving skills in conflict resolution.
· Acquire technical knowledge in the hospitality industry.

	· Coaching
· Team leadership.
· Course in Front office operation.
	· Positive feedback from friends and colleagues.
· Certification.
	December 2021

	To improve my computer literacy to increase my readiness for employment in the hospitality industry within 8 months.
	Computer literacy
	· Learn 2 operational software used in the front office department of a hotel.
	· Course in Front Office software.
	· Certification.
	December 2021

	To demonstrate excellent sales and marketing skills that will yield positive results within 3 months.
	Sales and marketing 
	· Attend sales training.
· Practise public speaking
· Find a mentor at my workplace.
· Listen to feedback from my friends and colleagues. 
	· Sales and marketing training.
· Colleagues in the sales and marketing department.
	· Certification
· Positive feedback
	September 2021
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The career of interest discussed in the report is that of a front office associate for this Hotels. The skills and knowledge required for this job role: communication, teamwork, problem solving, computer literacy, customer service, sales and marketing and English literacy have been analysed providing their relevance for the job. An analysis of individual strengths in communication, English literacy, teamwork and customer service has been provided together with weaknesses in computer literacy, problem solving and sales and marketing. The last part of the report has provided a personal professional development plan with specific employment goals to develop the areas of weakness. 
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Appendix 1
Questions asked as an interviewer
1. Tell me about your experience as a concierge?
2. Tell me about a time you showed integrity and professionalism within the workplace?
3. When was the last time when you worked as a part of a successful team? What did you do it contribute to it?
4. Describe the time when you had to work exceptionally hard to provide a great service? What did you do and what was the outcome?
5. Why should we hire you? 

Appendix 2
Application form completed as applicant (interviewee)




