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Introduction 
As a University of Wales Trinity Saint David student, I had the incredible opportunity to complete my placement at The Hilton Garden Inn Doncaster Racecourse, in the heart of Doncaster. Through job shadowing at the Front Desk and Housekeeping Department, I gained valuable insights into my strengths and areas for growth. My learning log is designed to guide future hospitality industry managers, helping them recognize and cultivate essential skills and specialized knowledge. Based on Gibbs Reflective Cycle, this learning log will feature an action plan to tackle key organisational issues in the hospitality sector.

Learning Objectives
· Substantive Learnings for the Front Office Department 
· Professional Gains through the Shadowing Process
· Personal and Vocational Development Analysis 
· Strategies for improving Hospitality Skills













1. Experience and Personal Development Reflection 
According to Gibbs's Reflective Cycle, engaging in deliberate reflection and analysis is crucial for fully processing and deriving maximum value from experiences. I firmly believe that reflection and analysis are incumbent for personal development. Potter (2015) possesses a similar view and concedes that developing leadership skills entails focusing on people's judgments, emotions plus motivations amid events, along with the proceedings of others and one's responses to them.
This powerful reflection model has given me a profound insight into the Guest Service Operations at The Hilton Garden Inn Doncaster. In the descriptive stage of Gibbs's Reflective Cycle, I have discerned the critical role of personal skills, effective communication, and proficient task management in fostering personal growth and professional development within the hospitality industry.
During my placement at The Hilton Garden Inn Doncaster, I developed proficient communication skills while checking in guests at the Front Desk. Somlai (2019) considers these skills to be integral for individuals aspiring to managerial roles within the hospitality management sector, given the customer-facing nature of the position. Thompson and Thompson (2018) also emphasize the significance of effective communication, highlighting its pivotal role in achieving success in workplace interactions.
Moreover, I have improved my problem-solving abilities through the observation of maintenance issues being addressed in the context of room allocation, specifically between room 312 and room 314. As suggested by Mullins and Dossor (2013), possessing strong problem-solving skills is essential for effectively managing unforeseen circumstances and addressing guest concerns. I am confident that my capability to think quickly and develop efficient resolutions will significantly contribute to overall guest satisfaction.
Furthermore, while working at the Front Desk I have discovered the critical role of nonverbal communication in the hospitality sector. Mullins and Rees (2023) assert that unclear nonverbal cues can lead to confusion in the message being conveyed. I believe that gestural suggestions such as body movement, hand signals, facial aspect, and eye contact are indispensable when verbal communication falls short.
The second stage of Gibbs' reflective model emphasizes the exploration of our thoughts and emotions during an experience. It is crucial to gain insight into our emotional responses and cognitive processes in any given situation (Sekarwinahyu et al., 2019).
During my experience shadowing a Front Desk manager, I felt a range of emotions, from apprehensiveness to self-confidence, skepticism to self-esteem, enthusiasm to courage. I realized that as a leader, it is essential to harness and channel emotions to surmount obstacles and accomplish business goals.
The evaluation stage of Gibbs' reflective cycle is instrumental in facilitating personal examination and contributing to a desirable development process. Through an assessment of my Front Desk experiences, I have identified personal shortcomings. Introspection is a pivotal phase in the journey of personal growth and in cultivating a successful professional life (Galli and New, 2022).
Cottrell (2023) highlights the significance of analysis in extracting meaning from experiences. Similarly, I have observed the substantial impact of my skills on evaluation outcomes. I must enhance my active listening abilities and refine my management style to drive continuous progress.
In conclusion, I must enhance my skills and capabilities through active participation in a variety of management training programs to adeptly navigate challenging situations. 

2. Analysis of Work-Based Skills and Technical Knowledge 
During my placement experience, I had the opportunity to expand my technical knowledge through the operation of various systems at the Front Desk. According to Tkachenko et al. (2021), the incorporation of communication and information technologies contributes decisively to shaping the professional competencies of future hospitality managers. This notion is further supported by Kasemsap (2015), who underscores the instrumental role of technology in front desk operations, encompassing self-check-in options, guest communication software, and the automation of routine tasks.
While technology is essential for managing hotel operations, it can present various challenges, from minor issues such as malfunctioning printers or payment machines to more significant disruptions like internet connectivity issues or power outages. Recently, the unreliable internet access at the Hilton Garden Inn has hindered the efficiency of the reception staff. I am considering whether cultivating adaptability and resourcefulness would be beneficial in delivering excellent and prompt guest services.
Similarly, possessing strong technological capabilities would enable me to promptly address the language barrier issue experienced at the Hilton Garden Inn with a group of Asian guests known as Capybara Holidays, utilizing translation tools.
In addition, I have learned that cultural awareness is a crucial work-based skill for a Front Desk manager, as it plays a pivotal role in upholding superior guest service standards. Ford and Sturman (2020) also consider that hotel managers must possess cultural sensitivity, adapt to diverse norms and customs, and champion the ethos of "Service with a smile."

3. Reflection on Organisational Issues 
I have perceived the importance of effectively managing multiple tasks, including check-ins, phone calls, and guest requests. In comparing my Level 6 hotel placement to my Level 4 placement, I have observed a significantly higher volume of check-ins, as the hotel is frequently at full capacity. This experience has highlighted the necessity of proficiency in this skill. To ensure seamless operations it is mandatory to possess strong time management skills and prioritization of tasks. 
Failing to meet the expectations of loyal guests can result in low guest satisfaction scores while booking cancellations or negative social media reviews can impact finances and the overall operations. Roozen and Raedts (2018) highlight the significance of online customer reviews in influencing the decision-making processes of guests.
As a prospective manager, I recommend coordinating with the team to effectively manage important information, encouraging short breaks to prevent burnout, ensuring that the staff remains energized and takes regular breaks from the computer screen, and maintaining a clutter-free reception desk. 
The front desk serves as a central hub of activity, and it is essential to employ an effective management style in this area. Disrespectfully addressing team members can lead to the departure of highly skilled staff. Failing to deliver exceptional service has the potential to adversely affect guest satisfaction, possibly prompting them to choose alternative lodging facilities. One measure for consideration is to ensure that managers receive regular organisational behaviour training.
Action Plan/Recommendations 
Management Training: Achieving professional development involves staying current with contemporary management styles and techniques such as delegation, flexibility, involvement, and patience (Smithesh, 2017). 
Additionally, mastering the tasks of employing, guiding, coaching, and keeping remarkable staff members is crucial for every manager (Hayes and Ninemeier, 2016).
Attaining pertinent management training within the Guest Services Department will enable me to guide the team in optimizing and boosting hotel operations for increased efficiency and productivity.
Training Management Software: Implementing a robust software solution capable of identifying training needs for each employee, efficiently matching individuals with specific tasks, and providing instant accessibility from both the office and on-site would greatly enhance hotel operations. This tool will enable me to stay ahead of the curve and mitigate potential business challenges.
Change of Managerial Position: To foster professional development, an effective strategy involves facilitating managerial position changes among departmental managers. This initiative allows for a valuable exchange of perspectives and insights, enabling constructive feedback and mutual learning after the designated period. 

Conclusion 
Immersing myself in job shadowing within the Front Desk Office has provided me with invaluable vision into the intricacies of business operations. Reflecting on this experience, it is evident that effective communication significantly influences guest interactions. Meeting guest service standards necessitates refining skills such as conflict resolution, time management, and interpersonal skills. As I aspire to take on a managerial position in the future, my commitment lies in diligently monitoring social media reviews and implementing strategies to enhance guest satisfaction through unparalleled guest services.
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