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[bookmark: _Toc182000395]Introduction 
During the period of my placement in Novotel Wembley London, I got the opportunity to closely observe the guest services activities daily within the key major departments; restaurant, reception and reservation (back office). As my primary role was observational in all these departments, it allowed me to extensively focus on the workflow dynamics as well as the different responsibilities associated. In the restaurant department, I shadowed the host and observed the key responsibilities of ensuring an efficient breakfast service by adequately verifying the guest room numbers for seat arrangements precisely during peak hours. Moving on, the team in the reception holistically handled the check-in and check-outs, quest queries and concern mitigations serving as the first point of contact for the guests upon arrival. Lastly, from the observations made in the reservations (back office) department I have learned regarding the backend operations of the hotel such as recording guest requests, booking adjustments or cancellations etc., which demands massive accuracy and attention to minute details. 
The core objectives from my placement are as follows;
· Enhance technical expertise needed in each of the departments
· Closely observe and understand the administrative role in the functionality of the hotel
· Learn the practical skills for elevated guest experiences in hotel
[bookmark: _Toc182000396]Section 1: Reflecting on the Experience and Personal Development by Implementing Kolb’s Learning Cycle 
According to Rughubalan, (2009), Kolb’s Learning Cycle is a learning framework that allows reflection on the experiences achieved through learning and hands-on experiences for elliciting personal as well as professional development.
Concrete Experience
In the entirety of my placement duration, I have observed the functionality of Novotel Wembley in three core departments; restaurant, reservation as well and reception. Within this period, I extensively focused on understanding the workflow with the critical procedures followed in each department. For instance, in the reservations (back office) department, I learned about booking and cancellation procedures as well as making amendments, it has dawned on me that a clear understanding of guest requests, and minute details is a must to ensure that the guests achieve positive experience during their stay. Further, in the restaurant, I took on the role of the host during breakfast service and my responsibilities encompassed collecting guests' room numbers to quickly arrange seats in the rush hours while coordinating with other departments' teams. Lastly, in the reception, I have observed how it is mandatory for the receptionists to efficiently multitask with check-in and check-outs, enquiry management as well as concern resolution by remaining calm even under high pressure. Following the studies of Bardi, (2010), it has hence highlighted that working in hospitality hereby requires precision in ensuring the success of the organisation and bringing guest satisfaction.
Reflective Observation
Concerning my experiences in the placement, I have noticed that each of the departments at Novotel Wembley extensively relies on practical skills like multitasking and efficient communication is a core requirement in the reception while handling a large number of guests efficiently. Guest flow management is crucial in restaurants to prevent long waiting times for the guests and the reservations department requires high accuracy as part of precise guest service (Wood, 2013).
Abstract Conceptualisation
My experience with this placement has deepened my understanding of the requirement of technical expertise as well as practical skills in hotels, proficiency in active listening, and empathy in communication with guests fosters rapid problem-solving approaches and heightened customer service. As signified by Hagg, (2013), coordination between the cross-departmental team brings about principles for key service management contributing to guest experiences alongside the prevention of disruptions in the hotel's functionality with efficient operability.
Active Experimentation
Following my experience in the placement, I aim to apply the acquired skills in my future roles, in addition to this, I plan to elevate my communication skills, knowledge of technical requirements and my abilities of multitasking to bring enhanced hospitality experiences for the guests and success of the organisation. Seeking to gain more hands-on experience with the booking system in the reservation to elevate accuracy, speed and proficiency in technical aspects to ensure high-quality service in hotel administration (The Caterer, 2024).
[bookmark: _Toc182000397]Section 2: Assessing Technical and Work-Based Skills 
According to Johnston, et al., (2012), technical expertise is a must in all the departments of a hotel, with regards to the functionality of reservation (back office), the guest management system can record the guest requests and keep the cross-departmental team aware of the needs of the guests. This demonstrates the significance and how technology can efficiently ease the operation leading to enhanced guest experience (QAA, 2018). Following my experience during my placement in Novotel Wembley, I have learned how each department is closely interconnected and how work-based skills are extensively essential for driving the business of the hotel. Within the reservation department, the need for accuracy in uploading guest details is highly required, I have observed the staff paying close attention to every minute detail in booking to avoid the occurrence of errors. The advanced technology used for the reservation system played a major role, however, it mostly depended on the staff's attention to information details (Vallen & Vallen, 2014). Experience in the restaurant department portrayed the significance of time management, especially during peak breakfast hours in coordinating guest seats. I was completely impressed by the team's calmness even under high pressure, demonstrating that seamless communication and coordination with the kitchen staff on a real-time basis is vital for preventing any kind of delay. Additionally, the experience in reception has taught me the importance of guest handling as it is the first contact area with the guests whilst multitasking without compromising guest service quality. Along with this, there is a crucial need for software utilisation in rapid guest management for efficient service (Tewan, 2009), hereby dawning on me how significant it is to master the software system for quick as well as tailored service to the guests without any confusion.
[bookmark: _Toc182000398]Section 3: Reflecting on the Organisational Issues 
According to Casado, (2012), management of peak congestion during rush hours and teams consisting of communication gaps can adversely affect the employee team morale, positive guest experience etc. During my placement, I have noticed two recurring problems, i.e., inconsistent standards in guest service and handling last-minute booking changes. In the reception department, I noticed that the level of service differed among the staff and shifts, leading to the guests receiving mixed experiences with some of the guests receiving rapid or slow service and bringing about feelings of dissatisfaction or being overlooked. It has dawned on me that this difference in service standard has the potential to impact the reputation of the hotel as well as the staff motivation with the unclear expectation with the operational inefficiency. Moving on, as per Fallon & Rutherford, (2010), the issues of handling last-minute changes, especially in peak hours is extremely challenging, straining the entire reception, reservations as well as the restaurant team with the readjustments of requests, room allocations etc., leading to delaying check-ins and guest dissatisfaction even.
Potential Solutions
To mitigate these organisational issues in Novotel Wembley, the organisation can implement a regular feedback system for the employees along with staff training mentorship or training program to standardise service level. As per ASET, (2017), supervisors can monitor the different shifts to ensure consistency in service as well as create a designated team for handling the last-minute modifications with enhanced real-time updates that can streamline the operational procedures in the hotel.
[bookmark: _Toc182000399]Conclusion and Action Plan
Elaboratively reflecting on my placement experience at Novotel Wembley has highlighted valuable insights into the crucial workflows required to drive the business functionality of a hotel administration. Close observation whilst following the supervising figure at the departments of reception, restaurant and reservation (back office) has portrayed the need for efficient time management and clear and concise communication with all the teams for positive guest experiences alongside operational success. Hence, I seek to enhance my technical expertise as well as practical skills in elevating my professional efficiency and personal development in terms of understanding the crucial need for effective communication, and multitasking whilst maintaining a consistent service standard for all the guests. 
As for the action plan, I aim to enhance my knowledge of the different reservation software used in hotels and also enhance my problem-solving skills during demanding situations.
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