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According to Ezezika and Johnston (2023) experts propose that the metacognitive act of reflection, in both written and spoken forms, can cultivate in students the fundamental abilities required for subsequent learning. So, reflecting on my work experience in the front office department using the Gibbs reflective cycle which is considered the most suitable reflection model according to Ikin Syamsudin Adeani et al. (2020) will help me to explore my experience and my learning. 
 
Description

A few weeks ago, I started my second placement in Voco St. David﮺s Hotel in Cardiff an emblematic five-star hotel located away on the waterfront of Cardiff Bay (Voco an IHG Hotel, 2024). I used to work in other hotels but none of them had Voco St. David's dimensions and it's unique features. The hotel organisation chart and structure are divided into nine different departments, all operated by the hotel. The front office department is next to the reservation department the major revenue-producing department. The front office is the first department with which the guests come in contact at the time of their arrival offering the first impression and is also the last department they interact with (Tewari, 2009, p. 73). During the time I spent there, I handled next to team several tasks, including checking-out and checking-in guests using the Opera PSM system, answering guests’ questions, handling luggage, assigning rooms, setting the bills, responding to emails, handling special requests from guest and so on. I was surprised to see that in Voco St. David's, reservation is an independent department and is not part of the front office.  
Each working day started with a team meeting. I observed during these meetings how the front office manager interacted with the employees, answering questions from the staff, providing news updates, and cracking jokes to lighten the mood and foster unity and friendship between the team.

Feelings 

In my first days, I felt useless for just sitting there doing nothing because as a student I had no access to the property management system that according to Bardi (2011, p. 62 - 63) networks the software and hardware used in reservation databases and gives the front office manager an unlimited opportunity for managerial control, so it was strange and frustrating always to have to ask people to wait to be served by one of my colleagues. I felt that I was confusing the guest during this period, harming the front office operation and guest service. 
Most of the time I enjoyed the interactions with a diverse range of people during my workdays and this variety made each of my days unique and interesting. Once the girls began letting me use their Opera accounts, and I could actually do something, so I started to feel the pressure to maintain a high level of service, especially during busy periods or when dealing with difficult customers and managing multiple tasks simultaneously. All this may be overwhelming and stressful for some people, but I always enjoy this type of situations because are fills me with satisfaction in the end. 

 Evaluation

Reflecting on my experience working at the front desk, I have gained valuable insights into the skills required, the challenges faced, and the strategies that can enhance performance in this role. In my experience, clear and courteous communication was essential for handling inquiries, directing visitors, and managing phone calls. I learned that active listening or listening to understand not just to respond is just as important as speaking clearly (Brownlee, 2020). For instance, accurately understanding a visitor's needs or a caller's query often required asking clarifying questions and paraphrasing their requests to ensure comprehension. Managing the front desk requires excellent organizational skills (Rutherford and O’Fallon, 2007, p. 158 -161). Managing appointments, keeping track of schedules, and handling administrative tasks efficiently are all part of the job. 

I found that integrating technology and using digital tools, such as scheduling software and customer management systems, greatly aided in maintaining order and ensuring that no appointments were missed (Tavitiyaman, et al.,2022, p.1213). However, I also encountered challenges when dealing with unexpected situations, such as last-minute cancellations or overbooked schedules. In these instances, flexibility and quick thinking were crucial. By developing a system for prioritizing tasks and managing time effectively, I was able to handle these disruptions without compromising on service quality. Adaptability was another key lesson. 



Analysis

My role required constant interaction with guests, colleagues, and vendors. I quickly realized the importance of clear and courteous communication. For example, handling check-ins and check-outs involved not only verifying details and providing information but also ensuring that guests felt welcomed and valued. The hotel has a flexible check-in and check-out policy which depends on what type of membership has the guest and how busy the house is that day (Elphick, 2024).   
[bookmark: _Hlk168056133]Many guests had specific needs or requests, such as room preferences or special accommodations. As Michelli (2008, p. 137) says, building loyalty and engaged customers starts with a culture of listening. By attentively listening and confirming their requirements, I was able to provide a personalized experience that I hope will lead to positive feedback and repeat visits. One instance that stands out is when a guest had dietary restrictions and needed specific meal arrangements. By carefully noting and communicating their needs to the Tir a Mor restaurant staff, I ensured their stay was comfortable and enjoyable (Afternoon Tea.co.Uk, 2024).
The front desk of a hotel is a hub of activity, requiring excellent organizational skills. Managing reservations, coordinating with housekeeping, and handling administrative tasks demanded a high level of organization. I found that using hotel management software was invaluable in keeping track of bookings and guest preferences. However, there were times when the volume of tasks was overwhelming, particularly during peak days or events. Implementing a prioritization system helped me manage my workload more effectively. For example, by categorizing tasks based on urgency and importance, I was able to focus on immediate guest needs while ensuring that administrative duties were also completed in a timely manner.
Having the flexibility to accommodate guests with different demands and origins was also essential. Every visitor had different expectations, therefore I had to be adaptable in my approach. For example, foreign visitors frequently have distinct requirements and habits (Sucher and Cheung, 2015). Through cultural sensitivity and flexibility, I was able to make everyone feel at home. Exceeding guest expectations and creating a memorable experience was always my goal and one particularly memorable instance was when an anniversary-celebrating couple checked into the hotel. I made the effort next to the team to get them a free upgrade and left a bottle of champagne in their room. In addition to making the guests happy, this action generated positive feedback. 
I saw a few things I could have done better when I looked back on my time working at the hotel front desk. Keeping stress under control during times of high occupancy was one big problem. Burnout was occasionally caused by the fast-paced work atmosphere and continual expectations. Maintaining my performance and well-being may be aided by learning more effective stress management strategies, such as mindfulness training and taking frequent breaks.

I also need to work on honing my technical abilities. Even though I got rather good at using the hotel management software, there were times when operations could have been made even more efficient with a deeper understanding. Continuing to learn new skills and keep up with software developments would help me be more productive.


Conclusion and action plan

Reflecting on my work at the hotel front desk has been an enlightening experience. It has allowed me to appreciate the skills I developed, such as effective communication, organization, problem-solving, and customer service. More importantly, it has highlighted areas where I can improve, such as stress management and technical proficiency. This reflection not only acknowledges my growth but also sets a clear path for continuous improvement. My performance can be improved, and I can contribute to the hotel's success more successfully if I take care of these issues.
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