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[bookmark: _Toc167028814]Introduction 
This reflective log focused on my experience of working in the front office department of Holiday Inn Hotel, Sunderland. I have worked as receptionist of the hotel and gained new skills and experience. Now in this learning log, I am going to reflect on my experience by using Gibb’s Reflective Model (Hu, et al., 2022). I will also create an Action Plan to improve my skills further. 
[bookmark: _Toc167028815]Section 1: Reflection on Experience and Personal Development 
I have worked as a receptionist in the front office department of the Holiday Inn Hotel, Sunderland. I have learned several important things while working in the hotel.  I am going to reflect my experience, learning and personal development.  I will use Gibb’s Reflective Model for reflection: 
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Figure: Gibb’s Reflective Model
Source: (Tantawy & Losekoot, 2020)
Description:
Shadowing the Front Office supervisor of the Holiday Inn Hotel Sunderland gave me a complete understanding of the role's duties and problems. I handled visitor check-ins and check-outs, reservations, queries, and difficulties as a receptionist (Brotherton & Turner, 2021). I have sent emails to the guests who rented the room and also have sent email to the other department to make them aware about the guest’s service. This experience showed me how the supervisor manages these chores, ensures seamless operations, and keeps guests happy (Dinnen & Hassanien, 2021).
Feelings:
I was excited and nervous to shadow a supervisor. As my supervising duties increased, my confidence improved (Heyes, 2017). I realized how difficult it is to manage a team, coordinate operations, and handle unanticipated issues.
Evaluation:
The event boosted my personal and professional growth. Fortunately, I learned the value of hospitality sector work-based skills and technological expertise. I learned a lot from my supervisor's attitude to challenging circumstances, time management, and guest service (Piso, 2022). Stress arose when numerous concerns required resolving simultaneously. These examples showed the importance of problem-solving and calmness under pressure (Hu, et al., 2022).
Analysis:
I learned important receptionist and other skills from this job. Effective communication becomes essential. Clear communication was vital while communicating with visitors, working with other departments, or directing team members (Nyanjom, et al., 2023). Time management and prioritizing were needed to handle check-ins, phone calls, and visitor inquirie (Skarpaas, et al., 2016)s. Empathy, patience, and attention were essential for visitor satisfaction. Guest satisfaction was greatly improved by active listening and responsiveness.
Conclusion:
Considering this event, I recognize its enormous influence on my professional progress. Shadowing a supervisor improved my technical and job abilities and broadened my understanding of guest services (Ulker-Demirel & Ciftci, 2020). 
Action Plan: 
Moving ahead, I intend to improve my talents in several areas.  I will seek courses and practical experiences to improve my communication abilities. This will help me communicate clearly with visitors and co-workers. I will actively engage in team-building events and seek feedback from colleagues to enhance my collaboration abilities (Nyanjom, et al., 2023). I will develop my team working and guest service skills by Mentorship and learning from experienced supervisors. 


[bookmark: _Toc167028816]Section 2: Critical Analysis of Work based-skills and Technical Knowledge
Working as a receptionist at Holiday Inn Hotel Sunderland taught me the value of work-based skills and technical expertise in hotel administration. I saw and participated in administrative activities throughout my shadowing, which showed me how important these abilities are for hotel efficiency (Ulker-Demirel & Ciftci, 2020).
Work-Based Skills:
Hospitality requires good communication. Receptionists must communicate clearly with visitors and coworkers. For instance, providing visitors with registration data, room availability, and hotel restrictions streamlines check-in and check-out (Skarpaas, et al., 2016). 
Another important ability is teamwork. All team members working together make the Front Office run smoothly. I learned the value of collaboration while managing guest questions, check-ins and check-outs, and cleaning during busy times (Piso, 2022). This collaborative approach guaranteed visitors got timely and acceptable service.
Technical Knowledge: 
Administrative activities need technical expertise, especially in hotel management software. I saw PMS systems for reservations, guest profiles, and invoicing throughout my shadowing. Learning these technologies helped me update visitor information, handle payments, and provide correct reports (Knodel, 2019). 
My shadowing experience included managing a double-booked visitor. My supervisor showed the significance of problem-solving and technological understanding by rapidly recognizing the PMS issue and collaborating with housekeeping to provide an alternate room (Skarpaas, et al., 2016). This event showed how important technical skills and problem-solving are for visitor happiness.

The Holiday Inn Hotel Sunderland shadowing experience showed the importance of work-based skills and technical expertise in hotel administration (Piso, 2022). Smooth operations and excellent guest service need good communication, collaboration, and hotel management software skills. These skills and expertise boost administrative efficiency and visitor happiness (Hu, et al., 2022).
[bookmark: _Toc167028817]Section 3: Reflection on Organisational issues  
My job as a receptionist in the Front Office department at Holiday Inn Hotel Sunderland sometimes included visitors waiting for their rooms to be cleaned since prior guests waited longer to check out. This delay severely hampered department performance, guest service, and operations (Piso, 2022).
These incidences increased waiting visitors' aggravation and unhappiness. The delays slowed check-in, increasing reception wait times. This also put strain on housekeeping personnel, who had to clean rooms quickly and sometimes poorly (Skarpaas, et al., 2016).
The delays hampered Front Office efficiency. While waiting for their rooms, guests frequently complained, which might affect their overall impression of the hotel. Increased pressure on cleaning personnel to hurry up might lower cleanliness standards, hurting the hotel's image (Sriyam, 2019).
A more efficient check-out procedure is needed to fix this. An expedited check-out system might let customers check out fast. Staggered check-out timings may also help distribute workload throughout the day (Tantawy & Losekoot, 2020).
Lean Management promotes waste reduction and process efficiency. The hotel may improve efficiency by detecting check-out bottlenecks and introducing express check-out and staggered times (Ulker-Demirel & Ciftci, 2020). 
Finally, using practical solutions and applicable ideas to manage check-out delays may enhance hotel departmental performance, guest service, and operations (Brotherton & Turner, 2021).
[bookmark: _Toc167028818]Section 4: Future Action Plan 
I have developed my Action plan for decreasing my weaknesses and becoming more skilled in Hotel Administration activities.
	Skills 
	Actions 
	Resources 
	Timeline 

	Communication Skills 
	· Attending communication workshops and training sessions (Heyes, 2017)
· Practicing active listening and clear articulation in daily tasks (Nyanjom, et al., 2023)
	· Online courses, workshops, mentorship programs
· Role-playing exercises, feedback from colleagues
	From 1st May, 2024 to 30th may, 2024 

	Teamwork
	· Participating in team-building activities and exercises (Sriyam, 2019)
· Seeking feedback from team members and supervisors (Tantawy & Losekoot, 2020)
	· Team-building workshops, collaborative projects
· Regular team meetings, one-on-one sessions (Nyanjom, et al., 2023)
	From 1st May, 2024 to 30th July, 2024

	Task Management
	· Implementing time management techniques (Sriyam, 2019)
· Prioritising tasks using organizational tools (Ulker-Demirel & Ciftci, 2020)
	· Time management tools (e.g., planners, apps), online courses
· Task management software, prioritization frameworks
	From 1st May, 2024 to 30th July, 2024

	Personal Skills
	· Engaging in mindfulness practices to enhance empathy and patience (Heyes, 2017)
	· Mindfulness apps, meditation sessions
	From 1st May, 2024 to 30th July, 2024

	Guest Services
	· Attending customer service training programs 
· Enhancing technical knowledge of hotel management systems (Sriyam, 2019)

	· Online courses, in-person training sessions, user manuals, online tutorials (Piso, 2022)
	From 1st August, 2024 to 30th October, 2024

	Problem-solving skills
	· Developing problem-solving skills through scenario-based training (Nyanjom, et al., 2023)
	· Simulation exercises, mentorship (Sriyam, 2019)
	From 1st August, 2024 to 30th October, 2024



[bookmark: _Toc167028819]Conclusion
Working at Holiday Inn Hotel Sunderland improved my job abilities, technological knowledge, and guest service standards. I learnt that good communication, cooperation, and time management are essential for seamless operations and visitor pleasure (Brotherton & Turner, 2021). This experience showed the need of hotel management system competence and calmness under difficult conditions. My personal and professional growth has reinforced my desire to succeed in hotel guest service and advance to a supervisory post where I can further enhance visitor experiences (Heyes, 2017).
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