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[bookmark: _9kper48zl3uq]Introduction 
Guest service operations are an integral function in the hospitality industry and there are different skills which are crucial for performing the function efficiently (ASET, 2017). I have a good experience of working in Premier Inn Lakeside hotel where I have been working at reception. From working in the hotel, I have gathered a bunch of knowledge because I encountered various critical situations during my job. In this report, I will reflect on my experience of working in the hospitality business and will share my experience and personal development opportunities using the Gibbs Reflective Model. I will also critically evaluate my work-based skills and technical skills along with discussing organisational issues.


[bookmark: _ipz62ud4yjks]Reflection on Experience and Personal Development
Description 
I have been working at the reception in the hotel Premier Inn Lakeside and have gathered a bunch of experience while dealing with guest feedback. In my work, I have encountered different individuals who have different attributes and values. While interacting with those individuals, at the beginning I faced critical problems because of a lack of confidence. However, I observed my colleagues, they talked efficiently and had great communication skills which boosted their confidence. Thus, I understood that communication skills are essential for confidence and effective interaction with individuals. Moreover, I also observed that guest experience is equally important which can be enhanced by listening to them keenly and properly addressing their queries and issues.
Feeling 
While working at the reception, I felt very excited and enthusiastic about my work. I was happy because I have been interacting with diverse individuals and some of them were very interesting and lovable. Moreover, I am very optimistic that the amount of experience I am gathering will help me in my professional career.
Evaluation 
While working at the reception, I also observed that I lacked effective time management skills which hindered me from performing my tasks effectively. I believe I have to put effort into enhancing my time management skills which will enable me to handle multiple tasks without many problems. Apart from that, task management is also an important aspect of my role which allows me to do my different tasks simultaneously. With the help of my task management and time management skills, I can also manage my personal and professional life which will provide me peace of mind.
Analysis
From my experience, I have observed that it is very crucial for me to work on my communication skills so that I can interact and communicate with my guests impactfully. Along with that, it will also help me make a positive impact on my guests which can positively impact my professional career. 
Conclusion 
Concluding my discussion, I have found that I need to work on my communication and time management skills for effectively performing my job role. Along with that, I also have to work on my active listening so that I can provide a better experience to my guests.  
Action Plan 
To improve my communication skills, I will work on my active listening and non-verbal communication so that I can understand the speaker’s points and address them accordingly. This will require a time period of 6 months to improve my communication skills. To improve my time management, I will incorporate a prioritisation technique where I will arrange my multiple tasks based on their importance and need.


[bookmark: _89hge9qnf11u]Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical skills are pivotal for meeting guest service expectations (Bardi, 2010). For instance, with the technological revolution in the business dynamics, many services of the hotel business go online and digital. Nowadays, businesses are incorporating technology such as Artificial Intelligence and Machine learning for room booking, customer services and many other services (Hagg, 2013). Thus, to handle such services, technical skills are very essential. Moreover, worked-based skills such as communication and teamwork are equally important and improve with the course of work experience (Casado, 2012). As an example, earlier I used to face difficulties in handling guests because of a lack of communication skills. However, while working at the reception and interacting with different guests, I tend to improve my communication skills. Apart from that, while handling multiple tasks such as data entry, welcoming guests and handling clients, I have to work on my time management and task management so that I can perform my tasks efficiently. In this way, many work-based skills develop which is important for attaining professional growth and gathering more experience from the job (QAA, 2018). In order to illustrate, I can share one real-life example which I faced some time ago. I came across a guest who faced an issue while booking two rooms in our hotel. The customer said that he wanted to book rooms for his guests, however, due to some technical glitch his booking got cancelled. The customer panicked and I had a tough job keeping him calm. I talked to the customer politely and requested to give me some time. I arranged two rooms for his guests which made him calm and saved the reputation of our hotel. 


[bookmark: _qrb9uuflsw7z]Reflection on Organisational Issues 
There are several key issues in Premier Inn Lakeside, however, a lack of technological advancement is one of the most significant issues. To illustrate, there was an instance when a consumer booked two rooms in the hotel. However, because of a lack of technical advancement, many glitches were occurring in the booking portal. Due to one glitch, the booking of the customer somehow got cancelled and the customer had to face a critical challenge. Consequently, the image of the hotel business was affected which significantly affected its revenue and guest experience. Thus, in order to tackle this issue, it is vital to work on its technological advancement. For this purpose, the hotel business can increase its technical advancement expenditure. The business can develop a robust digital infrastructure by advancing its AI and Machine learning technology (Tewan, 2009). Besides this, the business is also facing issues with its employee motivation which is affecting the efficiency and productivity of employees. In order to increase the motivation of its employees, the business can involve rewards and recognition which can encourage employees and foster their engagement at the workplace.


[bookmark: _delqmvo3934y]Future Action Plan 
	Action
	Objective
	Resources required
	Outcome
	Timescale

	Working on active listening and non-verbal communication to improve communication skills (Eggenberger, 2021) 
	The objective of the action is to improve my communication skills so that I can provide a better guest experience.
	For this purpose, I need to join a professional communication skills development course.
	By improving my communication skills, I will be able to handle clients and guests efficiently.
	For this action, I need to dedicate 6-month time period.

	Using prioritisation techniques to improve time management and task management skills (Nortje, 2023) 
	The key aim of this action is to enhance my time management and task management skills so that I can manage my multiple tasks efficiently.
	In order to complete, this action, I will need an analytical and priority-setting tool for arranging my multiple tasks.
	With enhanced time management and task management skills, I will be able to manage my multiple tasks efficiently.
	This action will require 8 months.



[bookmark: _vp14h0al79an]Conclusion 
Concluding the above discussion, I have found that work-based skills and technical skills are essential for attaining professional success. These skills have enhanced my work proficiency which helps me address guests in a better way. In this report, I have analysed my experience working in Premier Inn Lakeside at the reception. I have shared some of the personal experiences which I have encountered during my work.
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