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DoubleTree by Hilton Cadbury House Hotel is in Yatton, North Somerset, England. The hotel is set in a historic building that offers a blend of modern amenities and traditional charm. The hotel is conveniently located near Bristol and is close to attraction such as the picturesque Chew Valley Lake, the historic city of Bath, and the beautiful countryside of North Somerset. It offers easy access to transport links, making it a good base for exploring the region (DoubleTree by Hilton Bristol South Cadbury House, 2025).
The front desk department at DoubleTree by Hilton Cadbury House Hotel plays a crucial role in ensuring a positive guest experience (Agoda, 2025). This team is responsible for various function, including:
· Check in and check out: front desk staff manage the check-in and check-out processes, ensuring that guests are welcomed warmly and efficiently processed upon arrival and departure.
· Guest service: they provide information about hotel amenities, local attraction, and services, assisting guests with requests such as room service, housekeeping, and transportation.
· Customer support: the staff at front desk resolve guests’ issues and inquires, ensuring that any concerns are handled promptly and professionally.
· Financial transactions: they manage billing and payment processes, ensuring accuracy in charges and providing receipts.
· Communication hub: the front desk acts as a communication centre, coordinating with other hotel departments to ensure seamless service delivery (Indeed, 2025).
When defining my learning objectives for this placement within the front desk department of DoubleTree by Hilton Cadbury House Hotel, I am focusing on skills and knowledge that will enhance both personal development and professional competencies.
· Enhance my customer service skills.
· Enhance my communication skills.
· Improve my sales and upselling techniques.
· Improve my leader skills.
· Feedback and self-reflection (created by the author).
For my reflective learning log, I have use Gibbs’ Reflective Cycle. This framework is widely used for reflection and encourages individuals to think systematically about the phases of an experience or activity. Developed by Graham Gibbs in 1988, the cycle consists of six stages that guide the reflection process. The six stages are: description of the event, feelings, evaluation, analysis, conclusion, and action plan (Galli, 2022, p. 97).
Shadowing a supervisory position in the front desk department of a hotel such as Cadbury House, offers a unique and insightful experience that significantly enhanced my understanding of both work-based skills and the technical knowledge necessary to meet and exceed guests’ standards. As I am already employee of the hotel as a Night Auditor, during my placement time at Front Desk department my main activities included check-in and check-out guests, handling guests’ inquiries, managed complaints, processing invoices and handling payments (created by the author).
At the beginning of my placement, I felt a mix of excitement and nervousness. I was eager to learn but a bit worried about keeping up with the fast environment during the day of the front desk operations. As I shadowed my supervisor and start doing tasks my anxiety gradually decreased and I felt motivated and inspired by the experience.
The experience had both positive and negative aspects. On the positive side, I learned about effective communication and conflict resolution. The supervisor was skilled at making guests feel welcomed and addressing their concerns promptly. However, I noticed some challenges, particularly when it came to task management. During busy periods, there were moments of confusion among staff about who was responsible for certain tasks, which led to delays in service (created by the author).
The effective communication I observed aligns well with the principles of guest service excellence. The supervisor’s ability to engage with guests and staff created a positive atmosphere, which is essential in the hospitality industry. The challenges with task management highlighted the importance of clear roles and responsibilities within the team. It became evident for me that the efficient operations rely on individual skills but also on a strong teamwork and coordination, particularly in high-pressure situation (Petty, 2023).
Supervisors often enforce hotel policies and procedures. Shadowing the front desk supervisor allowed me to understand why these policies are in place and how they are critical in maintaining service consistency and safety for both guests and staff (National Occupational Standards, 2016).
From this experience, I learned the critical role that effective communication plays in hospitality. I also realised the significance of teamwork and clear task management in delivering exceptional guest service. The experience reinforced my understanding of how a positive and safe work environment can directly impact guest satisfaction (Lacalle, 2024).
My prior roles in hospitality and customer service provided valuable insights into the expectations and standards of guest service. I learned the importance of a positive attitude and a can-do attitude as well as how the individuals approach communication in different situation. 
My previous placement and this one as well offered me a real-world context for applying theoretical knowledge gained through academic studies. Working directly in a hotel environment helped me solidify understanding of task management, as staff learn to prioritise tasks, manage time effectively, and respond to dynamic situations (created by the author).
If I were to encounter a similar situation again, I will work on prioritising tasks and maintaining clear communication with team members to avoid confusion during busy periods and I will regularly seek feedback from supervisors and peers to identify areas for improvement in my service and communication skills (People Insight, 2025).
The shadowing experience at the front desk of Hampton by Hilton Cadbury House Hotel was an invaluable opportunity for personal and professional growth. Through the lens of Gibbs’ Reflective Cycle, several key insights emerged regarding the development of work-based skills.
· My experience highlighted the critical role of effective communication in hospitality.
· Managing guest complaints effectively was a significant part of the supervisor’s role and mine as well (SiteMinder, 2025).
· The placement showed me the importance of teamwork in hotel administration.
· I recognised the challenges associated with task management during busy periods.
· The experience reinforced the significance of guest service excellence as a cornerstone of hotel management. I learned that creating memorable experiences through personalised interactions can lead to a higher guest satisfaction and loyalty (Ali, et all, 2021, p.15).
To build on the insights gained from my placement and enhance my skill set in the hospitality industry I will enrol in further relevant courses related to hospitality management, customer service, or specialised areas. I will seek additional training opportunities in various departments within the hotel. I will actively seek feedback from supervisors to identify areas for improvements. I will regularly reflect on my experiences in hospitality, and I will define my short-term and long-term career aspirations within the hospitality industry (created by the author).
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