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Introduction
For the purpose of this reflective learning log, I have chosen to focus on the Reception Department at Leonardo Exeter where I completed my level 6 placement as part of the current programme. The reception desk is the core of guest service operations as it acts as the first and last point of contact for guests. It is responsible for guest check-ins and check-outs handling bookings and enquiries while resolving guest issues and coordinating closely with other departments (Sheoran, 2025). The receptionist plays a vital role in shaping his perception and during my placement I was able to observe and engage with many operational and supervisory responsibilities. I set three learning objectives for this placement:
a) To understand the front office procedure and guest service standards
b) To analyse how management style effects staff motivation and service delivery
c) To evaluate my strength and weakness in handling guest interaction and apply learning to improve my communication and problem-solving abilities
[bookmark: _Toc199368458]Section 1: Role Reflection
Description: As a reception assistant I was responsible for greeting guests while checking them in and out and handling their payments. I was also responsible for managing groom allocations while processing bookings from 3rd party sites and dealing with guest queries and compliance. I was also involved in issuing vip allocation sheets while updating the Opera PMS and coordinating with housekeeping regarding room readiness. My work sometimes include at preparing invoices for city ledger guests and updating the daily arrival list.
Feelings: At the start I was quite nervous about directly interacting with the guest especially during busy time. However, as I learnt the procedures and became more confident in using Opera and communicating with colleagues I started enjoying the fast-paced nature of the role and the variety of tasks.
Evaluation: A positive highlight was when I successfully resolved booking error made by a 3rd party platform by arranging a last-minute room upgrade which led to a guest leaving a positive review. However, there were times when communication breakdowns with housekeeping caused delay in room readiness that affected case satisfaction.
Analysis: Supervisors in reception need to highlight excellent multitasking and leadership approach to effectively show conflict resolution skill (Safitri et al., 2021). The front office is important in maintaining customers’ satisfaction and must be presented with individuals who can handle diverse situations efficiently (Sayin and Karaman, 2019). Effective receptionist must be competent in communication with teamwork and prioritisation of task (Permatasari, 2024). I observe that managing a balance between in person guest and back office administrative task was challenging. The successful upgrade situation highlighted my growing confidence and adaptability while the delay with housekeeping highlighted areas for procedural improvement (Rengel Jara et al., 2023).
Example:
	Example Type
	Situation
	Action Taken
	Outcome / Reflection

	Effective Communication
	A repeat guest requested early check-in.
	Coordinated with Housekeeping and offered a complimentary drink while the room was being prepared.
	The guest felt valued and appreciated the personal attention. Demonstrated the impact of proactive and thoughtful service.

	Ineffective Process Handling
	A guest with dietary restrictions was not flagged correctly during check-in.
	The special dietary request was not communicated to the F&B team in time.
	The guest experienced a delay and was dissatisfied. Highlighted the importance of accurate information transfer and checks.



Strengths and Weaknesses
	Category
	Details
	Reflection / Impact

	Strengths
	Guest Interaction – Built rapport with guests and maintained professionalism.
	Helped create a positive first impression and enhance guest satisfaction (Chen et al., 2020).

	
	Problem-Solving – Resolved issues such as booking errors and guest complaints efficiently.
	Demonstrated initiative and contributed to service recovery and guest loyalty.

	
	Attention to Detail – Carefully checked booking details, guest preferences, and billing information (Saito et al., 2019).
	Reduced errors and ensured personalised service, increasing guest trust.

	Areas for Improvement
	System Confidence – Need to improve efficiency and accuracy when using Opera and other front office systems.
	Pressure sometimes caused delays or uncertainty; aim to build technical confidence through more practice and training.

	
	Assertive Communication – Hesitated to communicate firmly with other departments when necessary.
	At times, this led to misalignment in guest service delivery; aim to be clearer and more direct in interdepartmental tasks.



Action plan
	Timeframe
	Action
	Purpose / Goal

	Short-term
	Practice using Opera and perform check-in/out procedures regularly.
	Improve speed, accuracy, and confidence in using hotel systems during peak hours.

	Medium-term
	Attend hotel-led workshops focused on guest relations and complaint handling.
	Strengthen communication skills and enhance ability to manage challenging guest interactions effectively.

	Long-term
	Apply for a part-time supervisory role or internship within a front office or guest service team.
	Develop leadership capabilities and improve collaboration and communication across departments.
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Management Styles: Management style in reception was a combination of Democratic and transactional leadership (Sandstrom and Reynolds, 2020). Supervisors were approachable and encourage staff feedback during handover but also ensured compliance with set protocols (Pan, 2018). In my Management and Organisational Behaviour mode I learnt that participative leadership style result in higher motivation and better team cohesion (Akpoviroro et al., 2018). This was evident when our front office manager invited input on improving the late-night shift process which increased efficiency and motivation.
Culture and Teamwork: In reception team a collaborative and service-oriented culture. Drawing from my Personal Resourcing and Development modules I understand that team dynamics and organisational culture directly affect service delivery and employee well-being. Our team has regular debriefs and shared updates losing our communication logbook. Additionally, cultural sensitivity was important as we often dealt with international guests. My previous studies in cultural awareness helped me to appreciate and adapt to guest expectations especially with guests from non-English speaking countries.
Marketing and Guest Experience: From a front office perspective, reception plays a vital role in upselling surveys and managing loyalty programme engagement (Putra et al., 2020). Special offers were communicated during check-ins and repeat guests were offered upgrades were possible. From my Marketing Essentials module, I recall that value added experience and personalization significantly enhanced customer loyalty. I was involved in updating the VIP list and preparing welcome amenities both of which added a personalised touch to the guest journey.
[bookmark: _Toc199368460]Section 3: Guest Service Improvement Plan
Key issue: Inconsistent Information Transfer Between Shifts
Significance: A significance issue I observed was the inconsistent handover of guest information between shift especially later rivals and guests with special request. This occasion resulted in complications in work with mist upsell opportunity and failure to anticipate guest requirement. This issue is important because it directly affects gas satisfaction and operational efficiency (Liwanag et al., 2024). Well documented communication system between shift are imported in front of his operation.
Implementation plan: 
	Step
	Action
	Impact

	1. Digital Handover Logbook
	Replace handwritten notes with a cloud-based, shared log.
	Enhances accountability, reduces miscommunication, and keeps all staff updated.

	2. Mandatory Shift Briefings
	Introduce a 10-minute verbal handover between shifts.
	Improves team coordination and readiness to meet specific guest needs.

	3. Staff Training on Note-Taking
	Deliver refresher sessions on accurate Opera entries for requests and complaints.
	Strengthens service consistency and reduces guest dissatisfaction due to missed information.
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My experience at Leonardo Hotel Exeter in the reception department was both educational and rewarding. It allowed me to see first-hand how guest interaction along with team collaboration and system accuracy influenced the overall guest experience. I met all my learning objectives. Through applying theories from modules, I have a more comprehensive understanding about how academic learning informs real world hospitality practise. This experience has helped me to improve my passion for front of his role and clarify my goal to pursue a career in hotel operation and guest relation.
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