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Introduction 
During my 10-week-placement in Hotel Indigo, Bath, I was posted in the Front Desk department. The front desk has an important role in creating the first and last impression that a guest gets during their stay. This department offers cheque-in and cheque-out services, responds to guest queries and complaints, books reservations, and provides information about the hotel and the nearby attractions. Having worked in this department, I was exposed to real-time guest service operations and also got an insight into how the standards of hotels are maintained. 
Learning Objectives
· To improve my communication skills in both verbal as well as non-verbal aspects through my professional interaction with the guests and fellow workers by the time I complete the placement.
· To appreciate the usage of leadership in a hotel through observing the effect of various approaches to leadership in operational activities within the next 7 weeks.
· To be better at solving problems in a dynamic hospitality environment, to unveil service problems and help in rectifying them in an efficient manner within the next 10 weeks.


Section 1: Role Reflection
Gibbs Reflective Cycle 
One of the models of reflection that is widely used is Gibbs' Reflective Cycle (1988). It includes six stages, including "Description," "Feeling", "Evaluation", "Analysis", "Conclusion", and "Action Plan" (nicole-brown, 2024). 
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Figure: Six stages in the reflective cycle model of Gibbs 
Source: (McLeod, 2025)
Description
During my placement in Hotel Indigo, Bath, I was an assistant at front desk. New tasks included the reception of guests, registration, room reservation, reception of the phone calls, and complaints. I also liaised with the housekeeping and maintenance departments to attend to the guest requests in time.
Feelings
Initially I was nervous about having direct contact with the guests, and particularly under pressure situations such as in the case of overbooking and people who checked in late. Nevertheless, with time, I became more confident and began to enjoy the fast-paced atmosphere. The team and a supervisor who supported me made me feel as an integral part of the team.
Evaluation
Leadership and delegation are one of the major skills needed for the supervisors in the department of "Front Desk". When the time of mass check-in was taking place, my supervisor showed effective leadership as they had clear tasks for the staff and supported them (Vallen and Vallen, 2014). Good communication and teamwork were also important, in particular, when it came to handling guest requests that needed to involve other departments. I noticed that critical skills in making decisions and solving issues were necessary during the peak hours when quick and effective actions would be required. A situation that occurred was when a guest's room was not prepared at the time that one is supposed to check in (Johnston et al., 2012). The supervisor was prompt to offer the guest a free drink and update them till the room was ready. Contrarily, I observed passive leadership, as a manager has not responded to staff queries while reserving decisions to junior employees to make. This led to delays and confusion at the desk, which was depressing to the staff members and dissatisfying to the guests (Linington, 2023). My strengths are that I was calm as a person under pressure and a good organiser. However, my weakness was confusion in decision-making, particularly in the absence of managers.
Analysis
The placement has validated the significance of leadership, communication and teamwork aspects in guest service. Using the Gibbs’ model under reflection, I got to know how my reactions and actions influenced service outcomes. The positive results were seen when the team worked under the clear guidance, negative results appeared when the leadership was poor.
Conclusion
I learnt that I have to gain confidence in decision making and be assertive whenever there are problems with service. I also realised that there is a possibility of empowering a team, depending upon the style of leadership.
Action Plan
As a way of enhancing my decision-making abilities, I intend to be involved in more role-plays and leadership workshops (Forbes, 2020). I will also solicit feedback from supervisors on a regular basis to know how I can respond to guest situations. Furthermore, I am planning to have a closer look at various types of management to understand them more effectively.


Section 2: Management Performance & Guest Service Analysis 
Management styles
In my placement, I found out that how the managers choose to lead has a direct bearing on the motivation of teams. Whereas based on my learning in "Management & Organisational Behaviour", the good leaders will assume situational styles depending on the needs of the team. However, one of the managers was often using a laissez-faire approach that left the staff with no direction (CFI, 2024). This minimised the will to act and resulted in a delay in service delivery. Thus, another supervisor was more democratic and asked for the input from the staff and gave specific instructions, resulting in more teamwork and engagement. 
Health and safety compliance
The health and safety practices were well-kept most of the time. Fire safety process, first aid preparedness, and cleanliness practices were always adhered to. This complies with such industry standards as "Health and Safety at Work Act 1974” (HSE, 2025). 
Culture and teamwork
The organisational culture played a significant role in supporting the team to a great extent given its facilitation of the cooperation between the departments (Siswadi et al., 2023). This culture was of benefit to my experience and helped to make it inviting to the guests. Based on the “Resourcing and Development” module, I realised the impact of a good workplace culture in expanding employee engagement and performance. 
Marketing and guest experience
Guest expectations were dealt with through personalised greeting, check-ins and giving local recommendations (Forman and Udvaros, 2023). This conforms to what I learnt in the module, "Hospitality & Guest Services". For instance, staff always used guest preferences, such as how they liked their services, which created a great guest experience. 


Section 3: Guest Service Improvement Plan
Overview of the key issue 
While on my placement, one of the major problems that contributed to guest service at the front desk was the unstable management styles particularly when it comes to lack of direction during the peak periods (Martins, 2025). This led to confusion, longer cheque-in time, and in some cases, dissatisfaction of the guests.
Significance of the issue
This is an important issue due to the fact that leadership consistency is important in tackling maintenance of services standards and team coordination. Suhartono et al. (2023), opine that effective leadership directly impacts on the staff performance and morale, eventually having an impact on guests’ experience. Cai (2023), also upholds that clarity in leadership enhances decision-making and operation process. 
Three-Step Improvement Plan
Step 1: Implement consistent leadership guidelines
There should be a leadership policy defined for the whole hotel that defines the expected behaviours of the management at the time of key services. Managers need to be on schedules that are structured, team briefings, and allocation of roles. This change in operation will comply with the best practices in hospitality management that support improving the efficiency of services.
Step 2: Provide leadership and communication training
Supervisors should undergo regular training that will concern adaptive leadership and communication skills (Shribman, 2023). This would assist managers to get flexible in their styles based on team needs and demands of the guests, thus resulting in steadier performances.
Step 3: Introduce real-time staff feedback mechanisms
Developing rapid feedback mechanisms needs to be done, whereby the staff can present issues or suggestions about how to be managed every day. This would support the culture of improvement and help high-level managers detect any patterns or recurring complications. It helps to develop a responsive and engaged culture.
Expected impacts 
Adoption of these three steps will help Hotel Indigo, Bath to achieve consistent leadership in the front desk, fewer delays in service, and better customer service provision to the guests (Gleeson, 2020). Improved direction of staff is translated to coordinated effort, efficient service, fewer complaints, and higher guest loyalty.


Conclusion
My placement at Hotel Indigo, Bath has been of great learning experience. It helped me to apply theoretical knowledge on the practical side and consider my strong points and the points where I need to improve. This reflective learning log has presented my role, analysed practices of the management, and indicated key issues relating to service quality. It has also given an action plan on how this issue of inconsistency in leadership can be solved and information on how management styles influence guests' satisfaction. Now I intend to learn more about adaptive leadership so as to improve my professional development. This placement has been a good base for my future work in hospitality.


References 
Cai, J., (2023). Effects of Leadership Styles and Organizational Strategy to Enhance Performance Efficiency. Journal of Enterprise and Business Intelligence, 3(1), pp.012-022.
CFI, (2024). Laissez-faire. [Online] Available at: https://corporatefinanceinstitute.com/resources/economics/laissez-faire/ [Accessed 10 May 2025].
Forbes, (2020). 16 Essential Strategies To Improve Your Decision-Making Skills. [Online] Available at: https://www.forbes.com/councils/forbescoachescouncil/2020/05/28/16-essential-strategies-to-improve-your-decision-making-skills/ [Accessed 10 May 2025].
Forman, N. and Udvaros, J., (2023). Digital innovation in hospitality: bridging the gap between concierge services and hotel guests. Journal of Environmental Management & Tourism, 14(6), pp.2673-2684.
Gleeson, B., (2020). 15 Things Effective Leaders Do With Extreme Consistency. [Online] Available at: https://www.forbes.com/sites/brentgleeson/2020/06/15/15-things-effective-leaders-do-with-extreme-consistency/ [Accessed 13 May 2025].
HSE, (2025). Health and Safety at Work etc Act 1974. [Online] Available at: https://www.hse.gov.uk/legislation/hswa.htm [Accessed 11 May 2025].
Johnston, R., Clark, G. and Shulver, M., (2012), Service Operations Management. London: Pearson.
Linington, K., (2023). How To Be An Effective Leader. [Online] Available at: https://www.forbes.com/councils/forbesbusinesscouncil/2023/01/11/how-to-be-an-effective-leader/ [Accessed 10 May 2025].
Martins, J., (2025). 9 types of management styles and when to use them. [Online] Available at: https://asana.com/resources/management-styles [Accessed 12 May 2025].
McLeod, S., (2025). Gibbs Reflective Cycle. [Online] Available at: https://www.simplypsychology.org/gibbs-reflective-cycle.html [Accessed 09 May 2025].
nicole-brown, (2024). Reflective model according to Gibbs. [Online] Available at: https://www.nicole-brown.co.uk/reflective-model-according-to-gibbs/ [Accessed 09 May 2025].
Shribman, M., (2023). Success Through Adaptive Leadership: Principles To Cultivate. [Online] Available at: https://www.forbes.com/councils/forbesbusinesscouncil/2023/08/31/success-through-adaptive-leadership-principles-to-cultivate/ [Accessed 13 May 2025].
Siswadi, Y., Jufrizen, J., Saripuddin, J., Farisi, S. and Sari, M., (2023). Organizational culture and organizational citizenship behavior: The mediating role of learning organizations and organizational commitment. Jurnal Riset Bisnis Dan Manajemen, 16(1), pp.73-82.
Suhartono, S., Sulastiningsih, S., Chasanah, U., Widiastuti, N. and Purwanto, W., (2023). The Relationship of Leadership, Discipline, Satisfaction, and Performance: A Case Study of Steel Manufacture in Indonesia. International Journal of Professional Business Review: Int. J. Prof. Bus. Rev., 8(2), p.4.
Vallen, G.K. and Vallen, Jerome J., (2014), Check-In Check-Out: Managing Hotel Operations. 9th Ed. Harlow: Pearson Education Limited.


Page 2 of 2

image3.png
Prifysgol Cymru
¥ Drindod Dow Sant

University of Wales
Trinity Saint David




image4.png
N\

X

’

)

I
|

1
'
¥
‘
A S




