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[bookmark: _Toc127880261]Gibb’s Reflective Cycle
The reflective cycle of Graham Gibb is a tool that has been used for the structuring of reflection. The model presented by Gibb defines that in order to reflect in an efficient manner there are six different phases that are ought to be taken into consideration by the learners or individuals so that the experience gained is channelled in a manner which brings about positive personal and professional development of the learners or professionals (Markkanen et al., 2020). Under the model, the different stages are description, feelings, analysis, evaluation, conclusion and action plan. The model is being used to reflect on the variety of skills that are a must to work at the front desk of a hotel (Solomon, 2018).
[bookmark: _Toc127880262]Description
The first stage of the model is the stage at which the whole experience gained by the individuals is presented or described (Ardian et al., 2019). Clear speech has been reported to be one of the fundamental skills that are required by receptionists so as to attain proper conduction of their duties and tasks. In addition to that, polite manner, personal presentation and communication are also huge contributors towards effective performance in the role and widely enhance the performance of a front desk receptionist (Prais et al., 2019). I was endowed with the role of a front desk receptionist in which I was provided with the opportunity to showcase my skills towards receiving and guiding the arriving guests.
[bookmark: _Toc127880263]Feelings
Feelings are the second level of the concerned model at which a variety of emotions and feelings (Pieper et al., 2021). During the role, I was quite confident and determined to do my best in order to resolve the queries and issues faced by the guest. I also had a positive feeling that I will be able to perform my duties and tasks properly which has been mainly due to the presence of various fundamental skills that are required by a hotel receptionist.
[bookmark: _Toc127880264]Analysis
The analysis is the stage of the model at which the things that were positive or good as well as the aspects of the circumstances which were negative or bad are presented (Tesone, 2015). I had strong skills of communication which widely helped me to engage with the guests for the understanding of their needs of the guests. I was also able to guide the guests to their rooms which has been also due to me having extensive knowledge of the hotel. However, I was unable to manage time for myself and to perform other tasks in my role which hampered my performance.
[bookmark: _Toc127880265]Evaluation
This phase is an evaluation in which the individuals are required to understand the factors that led to positive outcomes as well as those factors which led to negative outcomes (Yaacob et al., 2021). Due to the presence or availability of a concerned number of skills mainly polite behaviour and communication skills I was able to perform my duties and engage with the guests in a good way. On the other hand, lack of time management competency was a factor that disrupted my performance and over that area, development is needed to be acquired.
[bookmark: _Toc127880266]Conclusion
The fifth stage of the model is the conclusion at which the reflective person is needed to summarise the whole situation by pointing out strengths and weaknesses in their role (Pham, 2023). To conclude this reflection, it can be mentioned that I was able to conduct the role of a hotel receptionist in an appropriate manner which had been primarily due to the presence of fundamental skills. I also have a piece of strong knowledge regarding the role which supported me towards the analysis of the preferences of the customers as well as their requirements in different roles. 
[bookmark: _Toc127880267]Action plan
The final stage of Gibb’s Reflective Cycle is an action plan. This stage basically lays down the different methods and actions that are needed to be employed by the individual so that they are able to perform in a better mode in the future via the development of the strengths and eradication of the weaknesses (Yamin, 2021). As already discussed that I had been lacking when it comes to the management of time and thus I am needed to work on my skills in time management. The Pomodoro technique is a great method which can be used in order to deal with incompetencies associated with the management of time. Under the method, one is needed to perform their task straight for 25 minutes and then a break of 5 minutes is needed to be taken (Rinda et al., 2022). This method can be associated with a curated timetable which will help me to enhance my performance in the mentioned role.
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Component Two:
In this scenario – It is your first day as a front desk associate and your manager has phoned in sick. Create an action plan and answer the following questions.

	What are you going to do to ensure that the hotel is represented well to guests?
	How will operations run smoothly throughout your shift?

	Why would you consider your plan being the most effective?

	What contingency plan will you put in place to ensure a quick resolution of this scenario in the future?


	· Check the attendance of every staff who is associated directly or indirectly with providing quality service for the guests. For instance, the cook, and housekeeping staff and other members who operate the reception desk play an important role in operating the hotel (Tesone, 2012).



	· Communicating with the employees is very vital for offering quality service to the guest for the whole day (Padma and Ahn, 2020). Besides this, easy communication will also serve in acknowledging the problems in a better way and thus will also serve in providing quality service to the guests without any flaws.
	· Communication serves in dissolving critical issues. So, effective communication with employees will help to manage the tasks efficiently (Tesone, 2012).
	· Decision-making skills will help me in taking vital and productive decisions which may contribute to the handling of unexpected situations in a better way.

	· Handling everything proactively is very necessary for managing the overall operations of the hotel in terms of managing the guests (Chiriko, 2021). For instance, making arrangements for every kind of guest by taking appropriate measures for handling the luggage of the guests or making arrangements for their transportation etcetera.

	· Demonstrating appropriate leadership skills to ensure the utmost productivity of every employee (Padma and Ahn, 2020). In addition to this, it will also serve in guiding the employees more efficiently.
	· Proper leadership quality plays a vital role in motivating and guiding employees, which improves work efficiency (Chiriko, 2021).
	· Risk management abilities may help me in taking risks by proper analysis of the situation.

	· Addressing complaints promptly is one of the vital tasks which play a crucial role in serving the guests in a proper hospitable manner (Chiriko, 2021). Thus, to earn the trust of the guests, addressing the complaints of every guest throughout the entire day is very important to maintain the reputation of the hotel.

	· Creating an appropriate plan for the whole day is very necessary to accomplish every task efficiently (Chiriko, 2021). Furthermore, it will also serve in culminating tasks within the scheduled time.
	· Time Management skills and proper planning prove to be beneficial for managing every task efficiently.
	· Strategy-making ability is also one of the vital aspects for handling the entire operations smoothly. It will help me in drawing the design of the tasks.

	· Checking the menu for the day is very important as various types of guests keep on arriving all day long (Bardi, 2010). So, making proper arrangements for the availability of varieties of foods is very important for offering satisfactory service to every customer according to their specifications.

	· Engage efficient employees in addressing guest complaints is one of the primary tasks to operate as it puts a direct impact on the reputation of the hotel (Chiriko, 2021). The delay in addressing the complaints of the guests may displease them and put a bad impact on the hotel. 
	· Dividing the responsibilities among the employee will serve in achieving the assigned tasks in a better way without extra pressure on any of the employees. Besides this, it will also help to share the workload equally and will reduce the chances of any kind of disputes among the employees in terms of work pressure (Bardi, 2010).
	· Prioritizing key problems may also serve in handling similar situations in an effective manner. The idea of judging the priority of any task is very important and can help me to manage the work in an effective manner.

	· Enhance communication with guests and staff is a vital task which serves in delivering quality service to the guests (Solomon, 2018). Better communication with the guest through telephones or chatboxes will help in offering quality service to the customers. on the other hand, easy communication with the staff will also facilitate managing every task in a smooth manner. 

	· Efficient allocation of tasks to the employees is very important for achieving the target or fulfilling the daily assigned task (Bardi, 2010). Furthermore, it will also help in the overall management very easily.
	· The specified team for addressing the complaints will help in managing the problems of the guests more effectively without any delay. It will not only make the guests satisfied but will also play a vital role in maintaining the reputation of the hotel in terms of its services.
	· The ability to accomplish the task in a composed manner is another one of the most needed qualities to handle such situations in an effective manner (Solomon, 2018). Furthermore, staying calm and composed may also help me for formulating many strategies as well as implementing them in a proper way.
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Component Three:
Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Property Management Systems (PMS)


	The property management system for hotels mainly deals with the business operations of the hotel. It includes the software that lets the hotels manage the front office like bookings, reservations, tallying the check-in and check-out and many such vital tasks. It makes the tasks of the hoteliers easier as well as also serves to provide a better experience for the guests (Leung, 2019). Apart from all these, the software also provides support cloud-based support. Furthermore, it facilitates the guests to reserve hotel rooms online and also enables them to share feedback about the condition of the hotel. In addition to this, the software also makes the process of check-in and check-out easier. Moreover, it also facilitates “mobile housekeeping” which offers greater flexibility in providing service according to the time of the guests. Besides this, the software also plays a crucial role in maintaining the data of the guests and ensures the utmost security of the valuable information.
Thus, software like “Hotelier” and “Guest Ware” makes the task of the back office easier and saves valuable time. Apart from this, it also serves a lot for developing a good relationship with the guests. Moreover, the software plays a vital role in conducting marketing for the hotel as it facilitates advertising smoothly. In addition to this, with the implementation of this software, human errors are reduced to some extent. For instance, the errors like double bookings and other common errors resulted in the loss of revenues (Webb et al., 2020). Furthermore, it also serves in marketing and segmentation and thus provides benefits in terms of developing the business as well as attracting guests.

	
Element 2 – Hotel reputation


	The hotel reputation management comprises the monitoring vital stats of the hotel that helps in analysing the progress of the hotel. It includes the tracking of several websites as well as also keeps a tab on social media for gaining insights about the preference of the customers. The hotel reputation management system also enables the hotels to prevent the spreading of rumours about the hotel. For instance, there are many fake and negative comments and reviews floating on online platforms which can destroy the reputation of the hotel (Jain et al., 2021). Through the hotel reputation management system, the concerned team can regularly monitor such comments or reviews and can also take down such rumours which can negatively impact the business of the hotel. Thus, the hotel reputation management system enables hoteliers to maintain and develop their brand image.
[bookmark: _GoBack]Besides this, it also enables the hoteliers to attract their target customers and thus enables them to formulate different strategies that can contribute towards the development of the revenue. Furthermore, it improves the online ranking of the hotel and also serves in SEO management which in turn serves in creating brand awareness and conducting marketing for the brand as well. Besides this, the hotel reputation management system also improves the trust of the customers for the respective brands and thus serves in retaining the customers (Al-Suraihi et al., 2020). Thus, the hotel reputation management system serves in maintaining the reputation of the hotel as well as serves in developing its reputation.

	
Element 3 - Communication 


	Communication is very vital in the field of the hospitable sector. Good communication skills serve a lot in satisfying the guests and thus prove beneficial for the development of the hospitable industry. Strong communication skills furthermore serve a lot in collaborating with the employees more effectively which puts a positive impact on the development of the hospitable industry (Bardi, 2010). The possession of good communication skills serves the hotel managers to communicate with their team members more effectively which in turn provides a better understanding of the main objectives of the respective hotel and thus contributes to the growth and development of the respective hotel. Furthermore, good communication skills also facilitate establishing better relationships with the stakeholders, guests and staff.
In addition to this, good communication skills further serve in building rapport with the guests as well as with the employees which in turn also motivates the employees and enhances their productivity which proves beneficial for the development of the hotel in terms of delivering quality service to the guests. On the other hand, good communication skills also help in gaining the trust of the guest and thus gain the loyalty of the customers which in turn facilitates the development of the business (Solomon, 2018).

	
Element 4 - Staffing 


	It includes the process of hiring, maintaining and conducting training programmes for suitable employees who can contribute towards the development of the hotel industry as well as retaining skilled employees. The staffs play a vital role in the operation of the hotels (Tesone, 2012). For instance, if the cleaning staffs remain absent then it will be impossible for the hotels to offer promised service to their guests while on the other hand, a hotel cannot operate without a manager. So, every staff has a diverse role of duties and has different responsibilities to carry out. Thus, it is very important for hotels to acquire appropriate individuals who can serve the development of the hotel industry.
In addition to this, the ability of the management to retain skilled or experienced employees is also an aspect of staffing (Djajasinga et al., 2021). A bad work environment or low salary structure may result in the loss of employees. Different hotels adopt different methods of hiring staff. For instance, most hotels hire permanent staff for service as permanent staff tends to offer their service more dedicatedly which in turn enhances the reputation of the respective hotel. On the other hand, there are also such instances where many hotels choose to hire staff on payroll services as it reduces expenditures to some extent, however, the quality of services offered to the guest degrades in this type of recruitment policy (Chiriko, 2021). Besides this, following the policies and procedures related to the hotel industry as well as taking care of all safety norms puts a positive impact on the employees (Yup Chung, 2022).
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