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Overview

During my internship, I had the privilege of observing Olivia, the Reception Manager at Belton Woods Spa and Resort. She is responsible for supervising the operations of the front office, ensuring that guests are satisfied, controlling the performance of the team, and performing numerous administrative tasks. This event offered unique perspectives on hotel management and its influence on customer satisfaction.

Model of Reflection
In my reflection, I applied Kolb's Experiential Learning Model, which comprises four stages: Concrete Experience, Reflective Observation, Abstract Conceptualization, and Active Experimentation (Kolb, 2015).

Concrete Experience

During my placement, I closely observed Olivia's daily operations, which encompassed guest encounters, staff briefings, and administrative chores such as scheduling and reporting. Her primary responsibility entailed addressing guest grievances and maintaining efficient functioning of the reception desk. In addition, I actively took part in team meetings where we deliberated on ideas to enhance guest experiences.
By observing Olivia's interactions, it became evident how crucial it is to engage in clear and empathic communication. The user's composure and adeptness in handling stressful situations and resolving problems with efficiency were notably remarkable. For example, she effectively managed a situation in which a guest expressed dissatisfaction with their assigned room. Olivia's strategy involved actively listening, showing empathy towards the guest's issues, and swiftly giving an acceptable solution. This solution included upgrading the guest's accommodation and offering a complimentary spa treatment. The incident highlighted the crucial need of effective communication and problem-solving abilities in the field of hospitality management (O'Neill & Mattila, 2019).

Reflective Observation
Upon contemplation of these events, I came to the realisation of the utmost importance of proficient communication and collaboration in the administration of guest services. Olivia's leadership approach developed a cooperative atmosphere, promoting team members to openly express their thoughts and concerns. This strategy not only strengthened team unity but also raised the overall quality of service provided.
In addition, the administrative components of Olivia's position, such as arranging and documenting, emphasised the significance of precise task and time organisation. I witnessed Olivia effectively managing her duties, ensuring that she attended to both the needs of the workers and the guests with efficiency. As an illustration, she carefully devised the staff schedule to guarantee sufficient coverage during busy periods, so reducing wait times for visitors and preventing staff exhaustion. Ensuring a high degree of organisation is essential for sustaining a superior quality of service and operational efficiency (Nieves & Segarra-Ciprés, 2020).

Abstract Conceptualization

During this encounter, I acquired a more profound comprehension of the theoretical topics that were covered in my education. Olivia's management strategy clearly demonstrated the significance of effective communication and teamwork, as highlighted by Belbin's Team Roles theory. Belbin's theory asserts that comprehending team responsibilities and the contributions of individuals to team dynamics is crucial for achieving optimal team performance (Belbin, 2019). The team led by Olivia demonstrated a harmonious distribution of responsibilities, with each member making distinct contributions to the overall provision of services.
Furthermore, the importance of task and time management, as elucidated in Time Management theories, was evident. Olivia's aptitude for task prioritisation and efficient time management enabled her to handle numerous responsibilities while maintaining a high standard of service. This is consistent with Covey's Time Management Matrix, which highlights the need to prioritise tasks according to their level of urgency and priority (Covey, 2020).

Active Experimentation

Through introspection and theoretical comprehension, I have discerned multiple domains in which I can enhance my personal growth. Firstly, I aim to improve my communication skills in order to better address visitor complaints and criticism. Throughout my internship, I had the privilege of engaging with guests and witnessing the utmost importance of effectively and compassionately communicating. In order to enhance my skills, I intend to participate in role-playing activities and actively solicit input from my colleagues and mentors.
Furthermore, enhancing my proficiency in job and time management is crucial. I will employ strategies such as utilising Covey's Time Management Matrix to prioritise work and leveraging digital tools to enhance the efficiency of my schedule organisation. Implementing these tactics will enhance my ability to effectively manage my obligations and assure the punctual completion of activities.
Finally, cultivating teamwork and collaboration within a team is essential. By comprehending Belbin's Team Roles and implementing this understanding, I may make a more valuable contribution to team dynamics and improve the overall performance of the team.
Identified Issue and Solution
While on my placement, I had a challenge pertaining to the management of guest services. There was an instance where the team failed to effectively explain a guest's specific request, leading to the guest feeling ignored. This incident exposed a deficiency in internal communication protocols.
In order to resolve this matter, I suggest the implementation of a uniform communication protocol specifically designed for handling exceptional requests. This could entail utilising a digital system to log and monitor guest requests, so ensuring that all team members are informed and able to respond properly. In addition, conducting regular team briefings can strengthen the significance of comprehensive communication and guarantee that all team members are in agreement with guest expectations (Smith, 2020).

Future Action Plan

Based on my experience at Belton Woods Spa and Resort, I have developed the following action plan:
1. Communication Skills: Participate in ongoing learning and practical exercises to enhance my communication abilities, specifically in effectively managing guest complaints and criticism. This entails attending workshops, engaging in role-playing exercises, and actively seeking regular feedback (Jameson, 2021).
2. Task and Time Management: Apply techniques to improve my ability to manage tasks and time effectively, such as utilising digital tools to schedule and prioritise work based on their level of urgency and significance (Peterson, 2020).
3. Teamwork and Collaboration: Utilise the ideas of Belbin's Team Roles to cultivate a cooperative atmosphere inside a team. This encompasses comprehending team dynamics and making valuable contributions to team performance (Belbin, 2019).
4. Standardized Communication Protocol: Promote and assist in the establishment of a uniform communication procedure for managing special guest requests, with the aim of ensuring that all team members are well-informed and in agreement (Smith, 2020).


My time spent observing Christian in the food and beverage department and Olivia in housekeeping gave me invaluable insight into the hotel industry. In order to elevate the dining experience, the restaurant prioritised culinary brilliance, menu innovation, and upholding excellent service standards. To fulfil his duty as head chef, Christian had to be creative, technically adept, and a strong leader to make sure every dish was up to par.
On the other hand, working with Olivia in housekeeping drove home the value of tidiness, precision, and efficiency in making guests feel at home. Supervising a team required Olivia to be well-organized, communicative, and able to keep everyone on task even when the going got tough.
The importance of strong communication and collaboration in providing outstanding guest service was highlighted in both situations. Nevertheless, there was a marked difference in the level of technical expertise and specialised abilities needed for each position. Olivia was great at keeping things running smoothly and hygienic, but Christian was great at managing the kitchen and the culinary arts. I have gained a deeper appreciation for the wide range of abilities needed in the hospitality sector as a result of these experiences.


Conclusion

Ultimately, the opportunity to observe and learn from Olivia at Belton Woods Spa and Resort has been an extremely educational and irreplaceable experience. This experience has offered valuable knowledge in hotel management and emphasised the significance of communication, collaboration, and efficient job coordination in providing outstanding guest services. Through introspection and the application of theoretical principles, I have discerned certain areas in which I can enhance my personal and professional growth, so bolstering my prospects for success in the hospitality business.
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