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Introduction

During my 10-week placement at Leonardo Hotel Exeter, I worked in the Reception department, where I shadowed a reception supervisor and observed the daily operations of the front office. As the first and last point of contact for guests, the reception team plays a crucial role in hotel administration, handling check-ins, reservations, guest inquiries, and interdepartmental coordination to ensure smooth operations (Lashley, 2018).
This reflection follows Gibbs’ Reflective Cycle (1988) to critically analyse my experiences, challenges, and learning outcomes. My role involved guest interactions, troubleshooting system errors, and improving technical proficiency with Opera PMS. Additionally, I will compare this experience with my Level 4 placement at Premier Inn Exeter, where operational differences in guest engagement and service delivery were evident.

Overview of the Reception Department
The Reception department is the first and last point of contact for hotel guests, making it one of the most important aspects of the hospitality experience (Lashley, 2018). The key responsibilities of the department include:
· Greeting guests and managing check-ins and check-outs.
· Handling reservations, cancellations, and guest inquiries.
· Resolving guest complaints and concerns efficiently (Kotler et al., 2017).
· Coordinating with housekeeping and maintenance for room readiness.
· Ensuring accurate billing, cash handling, and financial transactions (Brotherton, 2019).
A key distinction between Premier Inn Exeter ( first placement ) and Leonardo Hotel Exeter was the level of guest interaction expected at reception. At Premier Inn, guests were largely independent due to the self-checkout kiosks, and interactions with staff were minimal unless they required assistance. In contrast, at Leonardo Hotel, guests expected personalised service and direct interaction, requiring receptionists to be more engaged and proactive. I found Premier Inn's impersonal atmosphere unappealing. In contrast, I preferred Leonardo’s emphasis on guest engagement and customer service, which aligns with Pine and Gilmore’s (1999) theory of the experience economy, where customer engagement adds value to the service.

Placement Learning Objectives
My learning objectives for this placement included:
· Enhancing communication skills with guests and colleagues.
· Managing multiple tasks efficiently under pressure.
· Developing technical proficiency with hotel software systems (e.g., Opera).
· Improving problem-solving skills in real-life guest service scenarios.
· Observing leadership skills from supervisors in managing teams.
By reflecting on key experiences, I will evaluate how effectively I achieved these goals and what improvements I can make for the future.

Reflection Using Gibbs’ Reflective Cycle
1. Description of Key Situations
Several significant situations during my placement tested my skills and knowledge:
One evening, a couple arrived to check in, exhausted from travel and expecting a seamless welcome. However, their reservation was nowhere to be found in Opera, the hotel’s PMS – despite them presenting a receipt confirming full payment. In real time, I watched the front desk team scramble: the system glitch meant Opera did not list their booking at all​
 The guests were told initially that no reservation existed under their name, contradicting what their receipt showed. Confusion and tension quickly arose. The reception supervisor on duty immediately apologised and explained that a technical error might have occurred​
While I fetched and double-checked the physical receipt the guests provided, the supervisor manually created a booking for them and, as a gesture of goodwill, offered a complimentary room upgrade for the inconvenience​
After some delay, the guests were finally checked in to their room. This description sets the scene of a promised service gone awry due to a technological failure, and the swift on-the-spot measures taken to resolve it.
Technical System Glitches and Their Impact on Service:
One major challenge I encountered was a reservation system error in Opera, where a guest’s booking was missing from the system. The guest became visibly upset, requiring quick problem-solving from the supervisor. The issue was resolved by manually inputting the booking details and offering a complimentary upgrade, which helped diffuse the situation. I assisted by checking physical receipts and verifying payments. This aligns with the concept of service recovery, which emphasises that resolving issues efficiently can enhance customer loyalty (Kandampully, 2018).

Comparing Premier Inn and Leonardo Hotel Reception Operations:
At Premier Inn Exeter, receptionists functioned more as duty managers, overseeing both breakfast service and guest check-ins simultaneously. Guest interaction was minimal due to the self-checkout system, which was efficient but impersonal. In contrast, Leonardo Hotel Exeter required high guest engagement, making the reception a central point of interaction. I found the Premier Inn system lacking in professionalism, as guests sometimes struggled with self-checkout, leading to frustration. In contrast, Leonardo’s service model aligned better with my preference for personalised guest experiences.

2. Feelings
At the start of my placement, I felt overwhelmed by the fast-paced environment, especially when dealing with technical errors and demanding guests. The pressure of multitasking made me anxious about making mistakes. However, as I gained experience, I became more confident in my ability to handle challenges. Seeing supervisors remain calm and composed in difficult situations reassured me, and I began to develop a similar approach. This supports Goleman’s (1995) Emotional Intelligence Theory, which suggests that emotional regulation and self-awareness are key skills for effective customer service.

3. Evaluation
Positive Aspects:
· Effective Leadership and Problem-Solving:
· Supervisors demonstrated strong leadership by staying calm under pressure.
· The use of guest compensation strategies (e.g., complimentary upgrades) improved guest satisfaction, aligning with Kandampully’s (2018) theory on service quality.
· The Importance of Communication and Teamwork:
· Smooth handovers and interdepartmental communication were essential in resolving issues efficiently (Jones & Lockwood, 2020).
· Technical and Organisational Skills:
· I developed a better understanding of hotel management software, allowing me to resolve booking issues more efficiently.
Challenges Faced:
· Handling Emotional Situations:
· Dealing with frustrated guests was initially intimidating, but I learned that active listening and empathy are key to de-escalating tension (Goleman, 1995).
· Managing Heavy Workloads:
· Juggling guest check-ins, payment processing, and special requests during peak hours was difficult, emphasising the need for better time management strategies (Covey, 1989).
· Technical and Maintenance Issues:
· The Opera reservation glitch and maintenance issues (e.g., shower handle malfunctions) caused delays and guest dissatisfaction, reinforcing the need for preventative maintenance routines (Brotherton, 2019).

4. Analysis
This placement helped me apply hospitality management concepts in real situations. Gibbs’ Reflective Cycle (1988) allowed me to break down my experiences, understand what went well, and identify areas for improvement.
For example, when the reservation system glitch happened, I saw how important it is to stay calm and communicate clearly with both guests and colleagues. I learned that emotional intelligence (Goleman, 1995) and teamwork are key to solving problems effectively. Watching my supervisor handle the situation she showed orme how good leadership helps in guest service.
Through reflection, I realised that at first, I reacted to problems instead of thinking ahead. Now, I understand how to anticipate issues, manage my time better, and handle challenges more confidently in a busy hotel environment.


5. Conclusion
Overall, this placement expanded my technical skills, communication abilities, and confidence in guest service. I now understand the importance of staying calm under pressure, adapting to technical challenges, and working efficiently as a team.

6. Action Plan for Future Improvement
To enhance my professional development, I will focus on improving my technical skills, communication, and time management. I plan to attend additional training on Opera to better understand its functions and troubleshoot issues efficiently, reducing delays and improving guest service (Jones & Lockwood, 2020). Strengthening my communication skills is also essential, so I will engage in role-playing exercises to practice handling guest complaints calmly and effectively (Goleman, 1995). Seeking feedback from supervisors will help me refine my approach and build confidence in guest interactions.
Additionally, I aim to improve my time management by using digital tools and checklists to prioritise tasks during peak hours, ensuring smoother operations (Covey, 1989). I will also take a more proactive approach to guest service by conducting regular floor walks and assisting guests before issues escalate. By participating in team discussions and learning from experienced colleagues, I will develop a more structured and efficient work style, preparing me for future roles in hospitality.

Final Thoughts
This placement solidified my understanding that successful hospitality work requires a balance of technical skills, teamwork, and emotional intelligence. I now feel more confident and prepared for a professional role in the hospitality industry.
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