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Introduction

Stepping into the world of Rossington Hall Hotel in Doncaster, my journey has been intricately woven with experiences and insights gleaned from shadowing the reception role. As I embark on the reflective exploration of my time within this pivotal aspect of the hotel's operations, I find resonance and structure in the application of Gibbs' Reflective Model. This renowned framework offers a roadmap for dissecting and comprehending the nuances of my journey, guiding me through a profound examination of the challenges faced, skills honed, and lessons learned during my tenure at Rossington Hall.
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Gibbs’ Reflective Cycle, from Gibbs, G. (1988).

Section 1: Reflection on Experience and Personal Development
Description:
During my placement at Rossington Hall Hotel Doncaster, I shadowed a supervisory role in the reception department. One day, I encountered a situation where a guest, Mr. Smith, arrived to check in, but his reservation was not found in the system. The guest was visibly frustrated and claimed to have a confirmation email. The reception area was busy with other guests checking in, phone calls coming in, and inquiries from other departments, adding to the pressure.
Feelings:
Initially, I felt a sense of panic and anxiety as I tried to locate Mr. Smith’s reservation. I was worried about the guest’s dissatisfaction and the possibility of making a mistake that could escalate the situation. Despite my training, I felt unprepared to handle such a high-pressure situation independently. However, I also felt a sense of responsibility and determination to resolve the issue satisfactorily.
Evaluation:
Reflecting on the situation, I realized the importance of remaining calm and composed. The positive aspects were that I managed to keep my composure and communicated with the guest politely, asking for patience while I investigated the issue. On the downside, I initially struggled to find the reservation due to my limited experience with the hotel's Property Management System (PMS). However, with assistance from my supervisor, we discovered that the reservation had been incorrectly inputted under a similar name.
Analysis:
This experience underscored the importance of technical knowledge and effective communication in guest service operations. The ability to navigate the PMS quickly and accurately is crucial to avoid such issues. Additionally, clear, and empathetic communication helped to mitigate the guest’s frustration. My academic background had taught me the theoretical importance of these skills but applying them in a real-world context was significantly more challenging and enlightening. For instance, handling Mr. Smith’s frustration required not only technical skills but also the ability to remain calm and empathetic under pressure. (Harrison & Green, 2017).
Conclusion:
From this experience, I learned that technical proficiency with the PMS is vital for reception duties, as is the ability to manage guest expectations through effective communication. The situation highlighted my need to improve my technical skills and become more confident in handling unexpected issues. While I managed to resolve the problem with my supervisor’s help, I realized the importance of being able to independently troubleshoot such issues to provide efficient service.
To build on this experience, I plan to:
· Enrol in additional training sessions to enhance my proficiency with the PMS.
· Practice handling high-pressure situations through role-playing exercises.
· Develop my communication skills further by participating in customer service workshops.
· Seek feedback from supervisors and peers regularly to identify areas for continuous improvement.
By focusing on these areas, I aim to improve my technical and interpersonal skills, enabling me to handle similar situations more effectively in the future. This structured reflection using the Gibbs Reflective Cycle helps in understanding what happened, my reactions, the evaluation of the experience, analysis of the situation, conclusion, and planning for future improvements.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Description: 
In my role at the reception, I was responsible for various administrative tasks, such as managing reservations, checking in guests, handling inquiries, and coordinating with other departments. One critical incident was when I had to manage a last-minute booking for a large group while simultaneously checking out another group and handling multiple phone inquiries.
Feelings: 
Initially, I felt overwhelmed by the volume of tasks and the need to prioritize them effectively. The pressure was intense, and I worried about making errors that could negatively impact the guests' experience. Despite this, I felt a sense of determination to manage the situation efficiently.
Evaluation: The positive aspect of this experience was that I successfully managed to handle all tasks without major issues, thanks to my training and support from the team. However, I realized that my time management skills needed improvement. Balancing multiple tasks simultaneously required a level of efficiency and calmness that I had yet to fully develop.
Analysis:
 This experience highlighted the importance of multitasking and prioritization in a reception role. Effective time management is crucial to ensure that all guests are attended to promptly and that administrative tasks are completed accurately. My academic studies had provided me with a theoretical understanding of time management, but practical application in a high-pressure environment was a different challenge. For example, managing the last-minute booking while checking out guests required quick thinking and prioritization skills to ensure all guests received the attention they needed.
Conclusion: 
From this incident, I learned the importance of being able to prioritize tasks effectively and remain calm under pressure. The ability to manage multiple tasks simultaneously is essential for maintaining high standards of guest service and operational efficiency. While I handled the situation adequately, I recognized the need to further develop my time management and multitasking skills.
To improve my skills, I plan to:
· Practice time management techniques, such as creating task lists and setting priorities.
· Seek opportunities to work in high-pressure situations to build my multitasking abilities.
· Attend workshops or training sessions focused on efficiency and productivity in hospitality settings.
· Regularly review and reflect on my performance to identify areas for continuous improvement.
By implementing these strategies, I aim to enhance my ability to manage reception duties effectively, contributing to a better guest experience and smoother operations at Rossington Hall Hotel.
Section 3: Reflection on Organisational Issues
Description: 
During my placement, there was an instance where the hotel experienced an overbooking issue, leading to a situation where several guests had to be relocated to a different hotel. This incident occurred during a busy holiday weekend, exacerbating the stress on the reception staff, and causing significant guest dissatisfaction. (Wilson, 2019).
Feelings:
 I felt a mix of frustration and helplessness as we had to explain to guests that we could not accommodate them despite their confirmed reservations. This situation was particularly challenging as it directly impacted the guests' perception of the hotel's reliability and service quality. I also felt empathy for the guests who were understandably upset about the inconvenience.
Evaluation: 
The incident highlighted both strengths and weaknesses in the hotel’s operations. On the positive side, the team worked collaboratively to manage the crisis and communicate with the guests. However, the situation revealed significant flaws in the hotel's booking system and reservation management processes. The need for better coordination and more accurate forecasting became evident.
Analysis: 
This experience underscored the critical importance of effective booking and reservation management. Accurate record-keeping and efficient communication between departments are essential to prevent such issues. The overbooking incident could have been mitigated with better use of the PMS and more proactive communication with guests regarding their reservations. This aligns with theories of service quality management, which emphasize the need for reliability and responsiveness in hospitality services.
Conclusion: 
The overbooking issue was a learning experience that highlighted the need for improvements in the hotel’s operational procedures. Effective reservation management is crucial for maintaining guest satisfaction and operational efficiency. This incident taught me the importance of proactive problem-solving and clear communication in managing guest expectations and resolving issues.
To prevent similar issues in the future, I plan to:
· Advocate for regular training sessions on the PMS to ensure all staff are proficient in its use.
· Implement a more rigorous reservation confirmation process to reduce the risk of overbooking.
· Develop a clear protocol for handling overbooking situations, including alternative accommodation arrangements and compensation policies.
· Encourage better communication and coordination between the reception and reservations departments.
By addressing these areas, I aim to contribute to a more reliable and efficient reception operation, enhancing guest satisfaction and operational performance.
Possible Solutions and Utilisation of Relevant Theories:
To address this issue, I propose implementing a dynamic room inventory management system, supported by theories of revenue management and capacity optimization. By leveraging predictive analytics and demand forecasting models, the hotel can anticipate fluctuations in room availability and adjust inventory levels accordingly. Additionally, adopting a centralized reservation system with real-time updates and synchronization across all platforms can mitigate the risk of discrepancies and overselling.
Section 4: Future Action Plan
Description: 
Based on my experiences during the placement, I have identified several areas for improvement in my work-based skills and technical knowledge. These include enhancing my proficiency with the PMS, improving my time management, and multitasking abilities, and developing better communication strategies for handling guest complaints and overbooking situations.
Feelings: 
I feel motivated and optimistic about my future development. The challenges I faced during the placement were valuable learning opportunities that highlighted my strengths and areas for growth. I am eager to build on these experiences and improve my skills to contribute more effectively to guest service operations.
Evaluation:
 Reflecting on my placement, I recognize that my technical skills with the PMS and my ability to manage multiple tasks under pressure are key areas for improvement. On the positive side, my communication skills and ability to remain calm in difficult situations were strengths that helped me navigate challenging incidents. The feedback from my supervisors and peers has been invaluable in identifying specific areas for development.
Analysis:
 Improving my proficiency with the PMS will enhance my efficiency and accuracy in managing reservations and guest inquiries. Developing better time management and multitasking skills will enable me to handle high-pressure situations more effectively. Additionally, enhancing my communication strategies will improve my ability to resolve guest complaints and manage expectations. These improvements align with the principles of effective hospitality management, which emphasize technical proficiency, efficiency, and excellent customer service.
My experiences during the placement have provided a clear roadmap for my future development. By focusing on specific areas for improvement, I can enhance my ability to contribute to guest service operations and achieve my career goals in the hospitality industry.
To achieve these goals, I plan to:
· Enrol in advanced training sessions for the PMS to improve my technical proficiency.
· Practice time management techniques, such as prioritizing tasks and using task management tools, to enhance my multitasking abilities.
· Participate in customer service workshops to develop better communication strategies for handling guest complaints and resolving issues.
· Seek feedback regularly from my supervisors and peers to continuously improve my performance and identify additional areas for growth.
By following this action plan, I aim to become a more competent and effective professional in the hospitality industry, contributing to higher standards of guest service and operational excellence at Rossington Hall Hotel.
Conclusion:
Reflecting on my experience at Rossington Hall Hotel, I have gained valuable insights into the importance of work-based skills, technical knowledge, and effective communication in the hospitality industry. The challenges I encountered, particularly the overbooking issue, highlighted the need for continuous improvement and proactive problem-solving.
Using Gibbs Reflective Cycle allowed me to critically evaluate my experiences, understand my reactions, and develop actionable plans for future improvement. The implementation of specific solutions, such as upgrading the PMS, enhancing training programs, and improving communication protocols, has already shown positive results in reducing operational issues and improving guest satisfaction at Rossington Hall.
My personal and vocational development has been significantly shaped by this experience, reinforcing the importance of continuous learning and adaptation in achieving professional growth. The skills and knowledge I have gained will undoubtedly contribute to my future career aspirations within the hospitality industry.
By applying theories of service quality management and leveraging practical insights from my placement, I have developed a comprehensive understanding of the complexities involved in managing guest services effectively. This reflection has not only enhanced my professional capabilities but also instilled a greater appreciation for the importance of delivering exceptional guest experiences in the hospitality industry.
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