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[bookmark: _Toc192667202]Introduction 
The Best Western Burlington Hotel in Folkestone is a highly reputed hospitality organisation for its standard and innovative services (Du Cros and McKercher, 2020). The administrative operations are complete with higher standards for ensuring the best services to the guests to enhance their satisfaction (Filimonau and Naumova, 2020). The staff management, booking services and service offering systems are attractive in the organisations to attain more engagement of the guests. The key objective of the study is to assess the roles and responsibilities of the front office department. ERA Cycle was adopted for the study to reflect on experience and personal development in the supervisory position. I have also critically analysed the work-based skills and technological knowledge along with any other organisational issues and produced the action plan.  




[bookmark: _Toc192667203]Reflection on Experience and Personal Development 
Reflective writing is very important for enhancing personal efficiency by memorising the learnt topic and identifying skill gaps for further improvement (Bowman, 2021). Working in the front office of The Best Western Burlington Hotel, I have experienced numerous things that were also related to my personal development, and I have reflected on them with the ERA Cycle. 
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Figure 1: ERA cycle. 
Source: (Fergusson et al., 2019)
Experience: After getting the placement, I shadowed the front office supervisor and identified the major responsibilities in the position. It is a very challenging role where an individual needs to apply standard processes for check-in and check-out, inquire about the guests and solve any issue to ensure the best services (Fergusson et al., 2019). I also engaged in these activities, which were very supportive for me to enhance my experience in hotel management. In the initial stage, I faced a lot of complications by observing such kinds of responsibilities and was a little bit nervous. Gradually, I was able to overcome my limitations in getting proper support and guidance, which motivated me a lot to provide more concern for learning and enhancing my practical experience. 
Reflection: In my roles, there were huge scopes of learning, and I have ensured the best use of the opportunity. My placement in such reputed organisations and getting the guidance of experienced professionals were the major advantages for me to enhance my personal skills in different factors. I have learnt how to work as a team player and the process of communicating effectively to collect and share information. I have contributed to different problem-solving activities, which enhanced my efficiency in solving numerous issues. Though there are scopes of further progression, I have gained the confidence and motivation to focus on the development of the skills to become successful in the professional stage. I also gained technical knowledge along with the process of offering the best services to diverse guests as a professional, which will be very supportive to my career progress. I think there was a huge scope for learning more, and I missed my limitation to feel shy about asking any matter. 
Action: The action plan is very important for overcoming personal limitations and becoming effective by gaining knowledge in any factor (ASET, 2017). After identifying my limitations, I have produced an action plan for improving my efficiency in different segments. I have provided more concern to improve my efficiency in problem-solving to work in vital roles and overcome any complications during the work setting. I also focused on the improvement of my time management and critical thinking capability for guest management and service improvement. 



[bookmark: _Toc192667204]Critical Analysis of Work-Based Skills and Technical Knowledge 
Work-based skills, including communication, time management, problem-solving, teamwork, etc., are very important for managing hotel administration (QAA, 2018). By considering the contemporary work, they do not have the chance of avoiding the technical knowledge for managing the administrative operations (Fallon and Rutherford, 2010). In my placement, I have observed the importance of leadership and technical tasks for guest management and ensuring time-based services to build a relationship of trust. I also got the responsibility to communicate with the guests and understand their necessities to offer the services accordingly. When I communicated with the guests for the first time, I was nervous and forgot to greet them at the very beginning of starting the conversation. My supervisors helped me a lot by providing guidance and asking me to be calm during the period of communicating with the guests. However, I have understood that there is no way to overcome the challenges in the hospitality industry without having work-based and technical knowledge. 

[bookmark: _Toc192667205]Reflection on Organisational Issues 
Most of the tasks of the organisations are completed with higher standards, for which it is gaining more guests and the brand value increasing gradually (Johnston et al., 2012). During my shadowing in the administrative department, I have identified some issues which could be overcome to generate more satisfactory outcomes. Communication gaps among different departments were the key issue for making the fastest decision and introducing innovation (Vallen and Valen, Jerome 2014). It is related to various factors of the organisations for which the organisations faced complications in managing excessive guests in different seasons. The overall administrative cost of the organisations was also high, which also related to the issue of failing to gain the most competitive benefits. 
The issue can be solved by emphasizing technological integration and implementing the policy of real-time communication systems (Wood, 2013). It is necessary to organise seminars and training programs to improve connectivity among all departments for the fastest sharing of information. Organisations need to develop policies to increase the eagerness of every department to engage with other departments to improve operational efficiency and complete every project successfully. It can implement different motivational theories and practice rewards for enhancing employee collaboration to decide on any factor and overcome the issue. Besides, the concern of developing ethical values of the employees and management can support overcoming the challenge and improve the communication process as well as the reduction of the cost. 


[bookmark: _Toc192667206]Conclusion and Action Plan 
[bookmark: _Toc192667207]Conclusion 
In my placement, I have acquired knowledge about many factors which also enhanced my experience for a better career in the professional sector. I have learned the process of hotel management to become successful by overcoming any situation. Though there were numerous challenges I have focused on my progress with numerous skills to ensure the best use of the massive opportunity. It was also very attractive to me as I was able to find out my skill gaps for further improvement and produce an action plan to overcome my limitations. 
[bookmark: _Toc192667208]Action Plan
· To improve my skills and experience I have produced the plans to enrol in a short-term course of 4 months to gain specific knowledge of problem solving and avoiding the interruption in the regular activities. 
· I also focused on reading different books to get ideas about time management to complete all of my tasks with higher standards. It will enable me to enjoy my personal and professional life and become successful. 
· I am acquiring knowledge to enhance my effectiveness in critical thinking and introducing innovation to generate more satisfactory results. I will read different books and ask for support from my seniors to enhance my knowledge. 
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