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[bookmark: _Toc166865077]Introduction
Personal reflection helps in realising own experience and identifying the strength as well as areas of development (Karnieli-Miller, 2020). The study will focus on discussing own experience and Personal Development along with organisational issues. The reflection will be presented as front desk guest service department staff. By applying Gibbs reflective cycle my experience at Ibis Hotel Nottingham will be analysed. 

[bookmark: _Toc166865078]Section 1: Reflection on Experience and Personal Development

Description and feelings
I have gathered experience in the front desk guest service department at Ibis Hotel Nottingham. I have been provided with the shift details by the department head and they have also allowed me to change the shift timing in case I have any university work during the day time. While working at the front desk I believe that I have developed my customer service skills. Due to digitisation and a competitive industry situation the employees of the hospitality industry need to focus on developing their technical skills. According to Buhalis and Moldavska (2022), the employees of the front desk need to have efficient technical skills to use several softwares to perform the guest service operations. Besides that, an understanding of communication, task management, teamwork, guest services, and personal skills have been gathered by me during the placement. From my placement experience I have felt that being an employee of the front desk of any hotel it is necessary to have sufficient team working skill while working with the members. As influenced by Martono et al. (2020), I have realised that commitment towards teamwork is essential to achieve the goal and objectives successfully. 
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Analysis 
In order to provide effective customer service, it is highly necessary to have both work based skills and technical knowledge among the front desk employees (González-González and García-Almeida, 2021). In terms of work-based skills communication is one of the key skills that every employee should have while offering services to the guest (Buselic and Banko, 2021). From the viewpoint of Zhang (2023) to understand the service needs it is essential to have both verbal and nonverbal communication skills for clearly conveying the information related to the service and resolving any issue. For this purpose, it is also necessary to have active listening, empathy, and clear explanations. Besides that, it is also necessary to have good interpersonal skills while dealing with the guest. Good interpersonal skills will lead to a positive attitude and creation of some important attributes such as friendliness, professionalism, and adaptability. For instance, engaging in friendly conversation with the guests, greeting guests, and remembering their names will contribute to a positive guest experience in the hospitality industry (Torres and Sipe, 2020). 
Team Working skill enables an individual to work in a group by sharing all the information with the members and discussing the plans regarding task management to fulfil the goal of the hospitality organisation. The individuals will have to show willingness to help and cooperate with the other team members to build a strong team which will result in increasing team spirit and ensure a smooth workflow (binti Zaharuddin et al., 2022). Working together results in developing good problem-solving skills which will allow the individuals to deal with the challenges related to guest complaints and unexpected situations. It will lead to more effective outcomes and efficient services for the guests of the hotel. The wait time for the guest can be reduced by fostering clear communication and collaboration within the organisation. A collaborative culture within the organisation will help in reducing the work stress and create a more positive work experience for all the employees. On the other hand, as argued by Angelovska et al. (2022), if there are efficient employees within the organisation then it will reduce the guest service standards which will lead to unhappy and dissatisfied customers. 
[bookmark: _Toc166865080]Section 3: Reflection on Organisational Issues
Evaluation and Conclusion 
In terms of practical experience during the placement, one of the issues that has been encountered by me is conflict within the front desk team which leads to complaints from the customer. Due to the misunderstanding and personality clash two of the group members have not been able to share information regarding the choices of the customer regarding their services and as a result of this the customer is satisfied with the service they have received from the hotel and raise the complaint against the team (Flavián et al., 2023).  During the conflict situation I was not able to resolve the issue by discussing the same with the other members and for this reason I think I have to improve my problem solving as well as leadership skills. I have also faced challenges while communicating with the members coming from different cultural backgrounds due to my poor communication skills. 
According to Tuckman's Stages of Group Development there are five stages such as Forming, Storming, Norming, Performing, and Adjourning (Abd Malik Mohd Rick et al., 2022.). During the forming stage, team members will feel ambiguous and conflicted since they do not know each other. In the Storming stage the members have the chance of arguments, confusion, and loss of interest. The next stage is Norming, which means the members will have a sense of belonging to a team and their confidence level will also be higher. At the Performing stage the members will show their high commitment to perform all the responsibilities. The last stage is known as Adjourning where the goal of the group will be fulfilled and the team will be dissolved (Egolf, 2022). 
In order to identify the issue, it is highly necessary to make the employees understand about the importance of keeping the personal life aside from their professional responsibilities.  They have to be familiar with the goals and objectives of the team as well as show their commitment towards their job roles rather than involving themselves in any personal conflict with other members. 
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 Action plan 
	Specific
(S)
	Measurable
(M)
	Achievable
(A)
	Relevant
(R)
	Timeline
(T)

	To enhance my leadership capabilities
	Taking feedback from the tutor can be helpful to understand the leadership capabilities of mine
	I will perform the leadership assessment to understand my areas of development and  developed the same 
	This is required for every individual to have leadership capability so that leading team can be easier in the organisation
	 6 months 

	 To improve ability of problem solving
	 I will take feedback from the team members
	 I will Participate in the difficult and challenging project work to improve my problem solving skill
	This  skill will help me to  deal with the challenging situations
	 3 months

	To develop communication skills
	 I will perform self assessment to evaluate  whether the objective has been achieved or not
	 I will take training from various external communication improvement Centre for developing  this skill. 
	 effective communication skill will allow me to interact with all the members and exchange information related to the organisational task
	 5 months


Table 1: Action Plan
(Source: Danila, 2024)
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From the study it is found that effective teamwork can be helpful for the front desk  employees to interact with the other members and perform all the difficult task while  offering services to the customers with efficiency. Besides that being a Front desk employee I need to know the several uses of the software used by the hospitality organisations. 
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