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During my placement at Delta Hotels Nottingham Belfry, I was assigned to the Front Office and Back Office departments. Here, I received training in guest service, room booking, check-ins, and communication with both guests and team members. The hotel focuses on efficient service, and my role involved supporting these operations by learning from experienced supervisors. This experience provided an opportunity to gain hands-on skills essential for hotel management, from interacting directly with guests to handling administrative tasks. The main objectives of my placement were as follows:
· To understand the practical skills needed in Front Office and Back Office roles.
· To learn effective communication and teamwork skills within a hospitality setting.
· To gain technical knowledge in guest service systems and payment processes.
· To develop problem-solving strategies for common issues in hotel administration.


[bookmark: _Toc181902536]Section 1: Reflection on Experience and Personal Development
During my placement at Delta Hotels Nottingham Belfry, I learned how to interact with guests and handle daily administrative tasks. Using Kolb’s Reflective Cycle, I can reflect on my experience and the skills I developed. Kolb’s method combines behaviour and goal-directed learning theories to provide a learning cycle that emphasises process and the continuous aspect of learning (Akella, 2018). A four-stage learning cycle that allows the learner to “touch all the bases” is often used to illustrate Kolb's experiential learning style theory:
[image: ]
Figure: Kolb’s Reflective Framework
Source: (Mcleod, 2024)
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During the first week I showed some interest and I was included in the teams performing the guest check-in process in the Front Office. Here, I was able to notice how my supervisor is addressing the guests, always smiling, calm, and patient with them. I also understood how important it is to listen to guests and how important it is to answer them politely. For instance, if a guest asked for additional pillow or details about the car parking facility then my supervisor taught me how to attend to the guest in a manner that the guest does not feel that they are being inconvenienced while at the same time making sure that I use the technology available to attend to the guest’s request.
[bookmark: _Toc181902538]Reflective Observation
Reflecting on the past experiences, I found out that even though they are rather simple acts like smiling to the guest or listening to him/her, the impact they produce is great. Previous to this I had not experienced customer service and one could do so in writing making it look so easy. As a result, it became evident that responding to guest requests entails courtesy and confidence, particularly during the peak periods. I also learned that it was not only about reading a script but engaging with the guests and actually welcome them.
[bookmark: _Toc181902539]Abstract Conceptualisation
This activity was directly related with academic classes, where I realised the concept of meeting customer expectations. In the lectures, we learnt about Maslow’s hierarchy of needs and this is really useful to understand in actual life (Dar and Sakthivel, 2022). Each guest had unique requirements that made him or her feel special and appreciated, starting with communication and ending with service. Talking to my supervisor, I was able to understand how the implementation of these theories might look in practice, to which my supervisor was able to make each guest feel comfortable and content. 
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I want to improve my own guest interaction skills by focusing on staying calm and friendly in all situations. I realised that a calm and friendly approach can ease even difficult situations. Next time, I plan to apply these skills independently by practicing how to handle unexpected issues and learning to stay composed under pressure. This placement showed me that developing my emotional intelligence is just as important as mastering technical skills.
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Practical skills like booking systems, managing payments, and coordinating with housekeeping staff were essential in my role. For instance, I learned to use the hotel’s booking software to handle room reservations efficiently. Having technical knowledge of these systems enabled me to handle guest check-ins and check-outs quickly and accurately (Jones and Doolittle, 2017). Without a clear understanding of these systems, administrative tasks could become inefficient, causing delays and dissatisfaction.
Teamwork and communication were critical components of my role, as every shift required cooperation among various departments, from housekeeping to kitchen staff. Effective communication ensured that guest needs were met promptly, as any delays could lead to complaints (Londhe, 2024). This coordination helped me realise that hospitality is a team effort, where each role relies on the others to provide a seamless guest experience (Greenberg and Baron, 2019). 
An instance of this is where a guest asked to be allowed to check in before the agreed time but on arrival found that the room was not prepared because the housekeeping department had not completed cleaning. From this instance, it was possible to work close with housekeeping and clean the room as fast as possible while meeting the guest’s expectations. From this experience, I understood how important it is to coordinate efforts in order to achieve both guest satisfaction and operational goals (Grönroos, 2018).
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One common problem that I observed was a challenge in timely provision of the rooms, which affected the time taken by the Front Office in processing the guests to check them in. This put a lot of pressure on the departments and sometimes the guests complained and this was not very good for the guests or the employees. Some of these challenges pointed to the significance of efficient scheduling and cooperation between sectors to enhance a leisurely visit by patrons (Kandie and Chepkilot, 2022).
The delays had implications on the performance probability of the targeted department as well as the guests’ experience. For example, one time a guest got furious after waiting for a long time to be allocated a room. Such a situation clearly illustrated how important it was to have total cooperation and integration with all the departments and the problem, which might exist in a scenario where independence is valued, regarding communication when the periods of stress.
Regarding this problem I think there should be specific guidelines that give details of the interactions between Front Office and housekeeping departments particularly during such a condition. This would inform the Front Office to be in a better position to control guests’ expectations by providing them with routine check-in and update of readiness of the room. Lewin’s Change Theory of organisations established that a structured approach to managing change effectively addresses organisational challenges through the clarification of roles and definition of smooth work patterns (Lewin, 1951). Tuckman pointed out that there is specific team development model that can also be applied in this case since forming, storming and norming stages was assumed to help improve the team coordination over time (Tuckman, 1965).
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Reflecting on my placement experience, I gained several insights that I believe will be instrumental in my career. Firstly, I learned the value of communication, teamwork, and the ability to remain calm under pressure. Each interaction taught me how even small gestures can leave lasting impressions on guests. Additionally, this experience highlighted the importance of technical knowledge in booking and payment systems, which I now understand as essential tools in the hotel industry. Moving forward, I intend to focus on developing my problem-solving skills, particularly in managing guest issues effectively. I also plan to apply what I’ve learned about teamwork to ensure smooth operations in future roles.
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