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[bookmark: _Toc166846515]Introduction 
The particular study is all about personal experience in a hotel while serving major services to guests or managing guest service operations. The chosen position is the reception/front office department at Best Western York House Hotel. Understanding major experience and development along with organisational issues by incorporating Gibb’s reflective model. Critically incorporating work-based skills and technical knowledge of the individual who is working in the BWYH hotel. Lastly, developing a future action plan for weak skills for long-term growth. However, the Best Western York House Hotel offers a low-rate hotel room with free WIFI and 24-hour room service. The hotel has many facilities like a Spa & Leisure, Meetings & Events, a Golf Off Site, Restaurants & Bars and so on (Best Western, 2024). All of these will be included in the below study. 
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[bookmark: _Toc166846516]Section 1: Reflection on Experience and Personal Development 
The individual has professional experience in Best Western York Hotel as a receptionist. Gibb’s model of reflection will be used to understand the experience and personal development effectively. The model has six major stages which are “description, feelings, evaluation, analysis, conclusion and action plan” (Adeani et al., 2020). The description stage is about various situations experienced by the individual. I am working as a receptionist at BWYH hotel which will assist me to gain work-based skills and technological knowledge effectively. However, a hotel receptionist takes bookings, allocates rooms, helps guests check in and out looks at major operations of the hotel and eases the guest's experiences within the hotel (Bardi, 2010.). While working in the hotel I have gained various knowledge and experience which will assist me towards long-term growth. I have understood that work-based skills are very significant as it helps to take care of major areas and also provide high-quality service very effectively. The feeling stage showcases the feeling while experiencing the situation. Additionally, I felt very professional and nervous while working as a receptionist in the BWYH hotel and understood the importance of work-based skills. My academic experience which is in the hotel management area teaches me to work very effectively in a large hotel and manage guests very efficiently. However, I have understood that skills like “communication, teamwork, task management, personal skills, and guest services” are very much needed to provide high-quality service for a longer period of time. These areas of profession helped me to gain work-based skills and technological knowledge while taking care of guests' queries and assisting them very effectively. 
[bookmark: _Toc166846517]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
It is very important to understand both elements in the concept of guest service excellence. Work-based skills mainly referred to as soft skills or interpersonal skills play a very significant role in interacting with guests influencing their experience and driving satisfaction. However, the skills include communication, empathy, respect, teamwork, customer service, management skills and so on (ASET, 2017). All of these are very vital while creating positive interactions and building trust between customers. In the evaluation stage, it helps to showcase the good and bad of the situation. While working as a receptionist I get to know that I have good work-based skills and technological knowledge. Some of my work-based skills are communication, teamwork, guest service, data entry, hotel software management and so on. On the other hand, the negative part is that when I got to know that I have some skills which are lacking. These skills are poor management, poor ICT knowledge, and poor knowledge of MS Excel. These are the skills I am lacking and need immediate action to gain these skills effectively. The analysis stage helps in making sense of the situation (Koukpaki and Adams, 2020). While dealing with major guests I used my good communication and customer service skills to handle guests' queries and other areas. On the other hand, my poor ICT knowledge has limited my approach to taking online bookings and allocating them accordingly which also degraded my performance as a receptionist. 
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The conclusion stage, which focuses on the overall experience and helps to guide individuals to do differently if a similar situation is encountered (Polanyi et al., 2022). While working at BWYH hotel as a receptionist I got to know about some work-based skills and technological knowledge which has uplifted my work positively. Moreover, in the whole process, one issue has been encountered as a receptionist which is when dealing with guests' booking experience. As I have a minor knowledge of ICT which has limited my approach to providing quality service to the guests. At that time I used my basic knowledge to take the bookings and allocate them very smoothly for further operations which will assist the guest to get a seamless experience from our side. The particular issues impacted the department's performance very negatively. However, the major solution for this is to implement proper training and development within the hotel for staff who lack appropriate or needed skills for effective business operations (Ushakov et al., 2020). Additionally, proper training and development will allow to boost employee performance and will help to deliver quality service by the hotel side. However, getting effective skills development and training will allow me to grow as well as help me to build a successful career in the future. The BWYH hotel has to implement staff training and development and build appropriate policy for this which will allow to boost the overall performance and brand image of the hotel in the country.
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The action plan stage showcases how an individual deals with a specific situation and takes appropriate steps in the future. While working as a receptionist in Best Western York Hotel I understood my areas of development both skills and technological knowledge. Below is the appropriate action plan for the same. 
	Learning and development targets
	What do need to do
	What resources needed
	Time-scale

	To improve communication skills
	Regular communication with my peer colleagues and customers on a daily basis and mirror practice (Jawabreh et al., 2020)
	Peer colleagues, books, self-talk and so on
	4 months

	To enhance teamwork skills
	Working as a team guiding others and assisting them in work and development 
	Attending seminars or webinars on teamwork, and leadership books.
	6 months

	To improve task management
	Understanding the significance of each task and allocating them accordingly, taking care of several works in an organised manner. 
	To-do lists, prioritising tasks, use of advanced software like task organiser. 
	7 months

	To develop ICT skills
	Incorporating the use of advanced technologies and software will ease the work (Carlisle et al., 2023). 
	Several applications, and advanced technologies like software, smartphones and computers. 
	11 months

	 To boost guest service skills

	Attending guests with good gestures, showcasing honest reactions and assisting them in every area. 
	Help of books, seminars or webinars along with online learning through various platforms. 
	12 months

	To develop software knowledge for hotel operations
	Incorporating major software like Excel and regularly practising will boost knowledge (Wynn and Jones, 2022).
	Advanced software, internet, books, and online tutorials. 
	1.3 years



Table 1: Personal Development Action Plan
(Source: Created by the learner) 
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Overall, it is understood that working as a receptionist needs appropriate skills and technical knowledge which allow an individual for long-term growth. However, work-based skills and technical knowledge will help to boost the guest service in Best Western York House Hotel as well as help to get massive recognition in the area. It is seen that there are some areas that need to be developed and it has been incorporated into the future action plan with appropriate elements. All of these will help in the future development of the guest hotel guest service industry.
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