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‘It is not sufficient to have an experience in order to learn. Without reflecting on this experience it may quickly be forgotten, or its learning potential lost.’ (Gibbs, 1988)


Reflection

What is reflection, and why is it important?

Reflection is a purposeful activity in which a person analyses experiences, or their own practice/skills/responses, in order to learn and improve.

Schön defines reflective practice as the practice by which professionals become aware of their implicit knowledge base and learn from their experience. He talks about reflection in action and reflection action. (Schön, D 1983).

In this reflective report it will be discussed how I felt when I got my first job plus my reflections on various aspects of it once I was working.
A major promotion will be talked about as an aspect of improvement.

EXPERIENCE
Description

Starting working in a hotel for the first time was one of the major steps in my life. It was my first proper job after I had finished a Tourism Management course at college in Ohrid.
The hotel where I started to work is the most recognised hotel in the area where I lived.

The time I started working in the hotel coincided with the new phenomenon that was the world wide web. This meant I was immediately faced with lots of decisions including regarding work for a new program on computer for booking new guests. I was faced with this along with my colleagues.
I started to seriously use a computer and after coming from college was one of the most experienced/qualified to do this in the whole hotel.
It was possibly essential for the future stability and growth of the hotel that we were successful in this.

Feeling

Truly, this was one of my great experiences in my life and I really enjoyed my time at the hotel.
I felt a mixture of emotions. At first I was nervous as it was my first job and I wasn’t sure I knew enough to implement what was planned, and with hindsight how much I was being relied upon. I also felt excited to be given the opportunity at the hotel and was grateful to have the tools needed to make advancement a reality. This was a time to be the most devotedly organised person I could be.
Finally, I felt deeply appreciative of managers and co-workers who graciously gave of their time to answer my questions and share their experiences.

Evaluation

Using knowledge I had learnt at college and the decisions I took, my input, especially with help and co-operation from the team at the hotel meant the new visitors booking program was successful and it worked very well.
With extra computing classes, or a designated computer programmer the system may have been improved upon and would probably been working quicker, but it worked well enough to assist in the running and future of the hotel.

The hotel was able to be run more efficiently and guests were able to begin booking directly and immediately online. Usually at the time via certified travel agents.
This gave me great confidence in my job and ability but also meant I quickly became an important part of the day to day running of the hotel because I understood the program and didn’t have the hindrance of previous ways despite having learnt them so I could implement them in the new system. (Schön, D 1983).

Analysis
I have analysed from my decision to take the job at the hotel that sometimes in my life I take correct decisions. Upon looking back at the job it was more complex than I expected and had more responsibility than I realised at the time as the hotel was relying upon somebody to be able to change to more modern booking program system. As an integral part of a team I was able to help achieve this. 

Conclusion 
I can conclude that the time, place and environment all produced a good result, both for me and for the hotel. It has helped me understand how important each stage of a project really is, but it also needs a good team who together understand its overall needs and functions. If different knowledge and qualifications are respected they can work together and are able to work efficiently if there is a common goal that everybody shares. (Mumford, A 1999)
Action Plan 
I used the strategy of action plan from this experience and my knowledge of the booking program to get promoted from reception, my initial appointment, to manager of reception department. The next project was to seriously consider improving my skills and using them for next action appropriately.
[bookmark: _Hlk37776293]Job as hotel front office manager. 
In this job I became the manager of the reception department. Moreover, my job basically was to manage all guests needs, including potential guests, from booking to staying and checking out. I also had to provide leadership and direction for the reception team.



Concept of Reflective Practice
Reflective practice is regarded as a learned skill and is effectively introduced together with a learning experience of a curriculum. As a learned skill, necessary for its development, are deliberate practice with this activity, adequate feedback and the opportunity for the transfer of the skill to a "real" environment.
Senge proposes that a shift in perspective is needed so that individuals and organization see themselves as part of the world rather than perceiving problems as caused by someone or something external. Problems are a consequence of their own actions. Learning requires a solution to a challenge by clear identification of the problem and specific choice of a solution from many available. (Senge 1990)

Explanation of my responsibility
In this act being a front office manager of the hotel it’s my prime job to manage the reception staff whilst also ensuring guests had a pleasant stay. My front office area of the hotel was where guests formed their first and last impression of the hotel. This means I had to work hard to create a pleasant experience for guests to ensure their return. I was there around ten years.
[bookmark: _Hlk38376302]Being the hotel front office manager I had to implement all my experience to provide a healthy and welcoming environment and had to implement many skills including diplomacy, communication, good leadership, time management, prioritising, performing under pressure and multitasking all whilst being highly motivated.
Moreover, working with the guests means having contact with different people all the time and it was essential to provide a relaxing and peaceful environment. (Kolb 1984)

Case of the intrepid guest
[bookmark: _GoBack]Hotels can improve their service by in turn improving employees' knowledge, particularly about customer's preferences and the corresponding service procedures. Service quality depends strongly on the ability of a hotel to develop, accumulate and to use its knowledge assets. Despite the popularity of knowledge management in other industries, hotel-specific concerns have been largely neglected in the literature and knowledge management has just rudimentarily been implemented in hotels. Therefore, hotels can exploit knowledge management's benefits. (Bouncken, R.A. 2008. Pages 25-59)
Using reflective practise from my induction in the hotel I was very confident in myself and my role there. I was treated with respect by all the other employees and I felt everyone was happy to see me become the front office manager.
In this position I could now do the role I had actually trained for at college, which was promotion of the hotel and the surrounding amenities. Because of the success of the new booking system I was allowed to implement my version of this, particularly as this hadn’t been an actual established role previously. I was very passionate about my town, especially for the mountain overlooking it and which the hotel was located at the foot of. My father was chairman of the local mountaineering club and I had regularly visited the mountain with him since I was born.
I took upon the role to promote the activities that were possible close to and from the hotel. My plan was that this would not only improve many guests stay but also bring in extra guests.
Skiing was a growing winter sport and I felt I could promote the use of the hotel for this.
 A good example of this was that very soon after getting promoted to my new role a guest who was staying for business reasons was pointed in my direction as he had asked about the mountain his room overlooked. Because of my passion and knowledge of the mountain I was able to tell him everything he wanted to know and more. In his spare time he then visited the mountain using the advice I was able to give him. Subsequently he asked me further questions and I told him about the skiing in winter and how the hotel was well situated for this. He actually booked to come and stay in the winter for a ski trip. He then returned in the winter for the skiing and stayed at the hotel for many trips in both summer and winter to visit the mountain for hiking in summer and to go skiing in winter. Not only that but he recommended the hotel to friends of his that were interested in outdoor activity and mountain holidays.



CONCLUSION
This report can be concluded to be a reflective report. This is a report that can be termed as learning through experiences. This type of report tends to give insights from the self as well as learned practice.
Learning and teaching both consist of reflection. Therefore, a reflective report aims to make an individual aware of their own self professional knowledge. Drawing support from others as well as sharing of the best practise with others is being encouraged by the reflective process. (Stevenson et al. 2018. pp. 264-299)



References

Bouncken, R.A. Knowledge Management for Quality Improvements in Hotels
(Pages 25-59). Published online: 08 Sep 2008 Journal of Quality Assurance in Hospitality & Tourism Volume 3, 2002 – Issue 3-4

Gibbs, G (1988). Learning by doing: a guide to teaching and learning methods.

Kolb, D.A. (1984). Experiential learning: experience as the source of learning and development.

Mumford, A (1999). Effective Learning.

Schön, D (1983). The reflective practitioner: how professionals think in action.

Senge, P (1990). The Fifth Discipline.

Stevenson et al (2018). Reflective Writing: A Transitional Space between Theory and Practice. In Transitions in Writing (pp. 264-299). BRILL





image1.jpeg
PRIFYSGOL CYMRU ———
S Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David





