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[bookmark: _Toc166934427]Introduction 
The below study will shed light on managing hotel administration. The selected position is in the front office department at Best Western York Hotel UK. Analysing the insights of personal development of an individual who is working in the hotel. The incorporation of Gibb’s reflective model will be seen in the below work which will cover areas of individual experience working as a front office executive in the hotel. Organisational issues will be identified and it will be mitigated by the individual’s recommendations within the area. An action plan will also be incorporated addressing the developing skills of an individual who has been identified while working in the hotel. The Best Western York hotel offers very low-rate rooms and other services. Additionally, it also has full Wi-Fi coverage across the hotel with 24-hour room service. The particular hotel has many facilities like a Spa and leisure, meeting and events room, restaurant and bars ((Best Western, 2024). 
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[bookmark: _Toc166934428]Section 1: Reflection on Experience and Personal Development 
A reflective model will be incorporated for a better understanding of individual experiences and skills and various other areas in detail. The incorporation of Gibbs's reflective model will be seen throughout the work. Additionally, it has six stages that are “description, feelings, evaluation, analysis, conclusion and action plan” (Koukpaki and Adams, 2020). The description stage shows an individual's experiences in situations within the area. My placement in BWYH hotel as a front office will allow me to achieve some good and emerging work-based skills and some technical knowledge. Moreover, a front office executive responds to complaints, answers and forwards phone calls, assists guests to check in and out, welcomes guests, monitors stocks, and guest service agent (Bardi, 2010). All of these duties have to be managed and performed by me for long-term growth in the area. This area has assisted me in gaining major skills related to work-based and good technical knowledge. However, the feeling stage shows what is the feeling at the time of experiencing the situation by an individual. While working as a front office executive I feel very confident and curious to gain major skills which are work-based and also gain some technological knowledge for long-term growth. On the other hand, I also feel nervous while addressing guests and completing daily front-office operations. My previous background in hotel management allowed me to handle hotel-related duties very efficiently and handle guests very professionally. While in BWYH hotel I learned that skills are very important for growth in the industry. Moreover, skills are very significant in shaping an individual’s career and help to gain massive recognition in the long term (González-González and García-Almeida, 2021). Skills like “communication, teamwork, task management, personal skills, and guest services” are needed to deliver a quality service in the hotel industry.  
[bookmark: _Toc166934429]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Work-based skills are very important while delivering a quality service within the area. It is a type of soft skill which is very helpful while addressing guests and impacting their overall experience in the hotel (Fergusson, 2022). The skills incorporate “communication, empathy, respect, teamwork, customer service, and management skills”. The evaluation stage helps in the reflection of good and bad in a situation. While working as a front office executive at BWYH Hotel I have gained some work-based skills which have uplifted my career to new heights. The work-based skills gained are “communication skills, guess services, data entry, stock management, organising skills, tasks management, team-lead and so on. On the other hand, while working in the hotel I also got to know about some weak skills which has limited my approach towards long-term growth. My weak skills are “poor time management, poor ICT skills, and poor knowledge about several software like Word, and CRM of the hotel”. However, the analysis stage assists in making proper sense of the particular situation. I used my good communication and guest service skills to address guests' queries and help them to have a very seamless experience within our hotel i.e. BWYH hotel. However, my poor time management limits me to complete various tasks poorly and it is affecting the daily operations of the hotel. The management of skills and knowledge is very significant for an individual to make a positive impact within the area (Guidotti et al., 2023). All of these have assisted me in making a very positive approach towards my job role as a front office executive at BWYH Hotel UK. 
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Almost every organisation face major issues while doing business operations. The conclusion stage showcases the whole experience which will help an individual to grow (McMorrow, 2024). While working in the BWYH hotel as a front office executive I have seen major issues that which is related to providing room service. However, the BWYH hotel is lacking in providing effective room, service to their customers which is degrading the overall value of the business. I have understood that the problem needs to be mitigated as soon as possible which will help the organisation towards long-term growth. I have some good and effective skills which will allow me to handle major hotel operations related to providing effective guest service. Due to this, the hotel will suffer from major drawbacks as well as suffer from various problems within the area. The particular issues have also influenced the department in a very negative manner which is the front office department. I will suggest major recommendations which provide proper and effective staff training and skill development. However, this will allow to boost the organisation's performance as well as help to boost overall brand image (Wang et al., 2021). After this, it will also allow me to build a successful career in the hotel industry in a positive manner. 
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The action plan stage is all about making a proper plan for skill development which will allow an individual to build particular skills very effectively. My job role as a front office executive in BWYH Hotel allows me to give a reflection on my weak skills which need to be addressed for long-term growth. 
	 Development targets
	What do need to do
	Resources needed
	Time-bound

	To enhance communication skills
	Communication on a regular basis with colleagues, mates, friends and self-talking. 
	Reading books, online sources, self-talk.
	5 months

	To improve teamwork skills
	Understanding the significance of teamwork and taking an active part in team management. Contributing to the team with ideas, and suggestions for better business operations (Mobolade and Akinade, 2021).
	Reading leadership-related books, and joining webinars and seminars on a regular basis.
	8 months

	To boost customer service
	Analysing the customer's queries, demands, and needs and assisting them in a very positive manner. 
	Practising empathy skills and critical thinking for addressing issues related to customers. 
	12 months

	To develop technological knowledge
	Practising various software regularly, and conducting daily business operations related to technological work. 
	Online courses, webinars, reading theory books. 
	1.3 years

	To develop time management skills
	Prioritising important tasks at first, completing the task at a given deadline by the management (Rios et al., 2020). 
	Making a to-do list, making journals of tasks, and doing difficult tasks first.
	1.5 years


Table 1: Personal Development Action Plan
(Source: Created by the learner) 

[bookmark: _Toc166934432]Conclusion 
Overall, it is understood that the job role of a front office executive of a reputed hotel needs good work-based skills and technological knowledge. The above study is all about an individual working as a front office executive in the Best Western York House Hotel. While in the process the individual has understood strong and weak skills and through this, the individual has encountered organisation issues. The issue is poor room service within the hotel. The weak skills of an individual are “poor time management, poor ICT skills, and poor knowledge about several software like Word, and CRM of the hotel”. All of these need to be addressed by a good action plan which has also be incorporated in the above study.  
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