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Introduction
Throughout my 10-week placement at DoubleTree by Hilton Bristol North, I was involved in the Front Office department, helping with guest service operations during morning shifts (7:00 AM – 3:00 PM). I had the opportunity to observe how guest complaints were managed, help with simple checkouts, prepare welcome cards and cookies for visitors who made reservations through platforms such as Booking.com and Expedia, and watch the front desk operations in action. This experience offered me important lessons in managing guest services, tackling challenges, and communicating effectively within the hospitality field.

To thoughtfully analyse my experiences, I will utilise Gibbs’ Reflective Cycle (1988), which offers a systematic method for gaining insights from what I have encountered. The six stages include:
· Overview – What occurred?
· Reflections – What were my thoughts and emotions?
· Assessment – What were the positive and negative aspects of the experience?
· Examination – What insights can be gained from this?
· Final thoughts – What alternative approaches might I have considered?
· Improvement Strategy – What steps will I take moving forward?
Using Gibbs’ model, I will assess how my front office experience has played a role in my growth within the field of hospitality management (Gibbs, 1988).












 A guest forgot an important item after checkout
One morning, shortly after a guest had checked out, they returned to reception looking distressed because they had forgotten a laptop in their room. The guest was in a hurry as they had to catch a train and seemed panicked, asking for immediate access to their former room. However, the room had already been assigned to housekeeping for cleaning.
To handle the situation, I:
· Immediately contacted housekeeping to check if the laptop was still in the room.
· Assured the guest that we were doing everything possible to locate their item.
· Asked my supervisor for authorization to accompany the guest to the room, ensuring they could recover their item quickly.
· Reassured the guest that, if needed, we could arrange for the laptop to be securely stored or sent to their next location.
The guest was relieved and appreciative when their laptop was found, and they thanked me for the quick response.
Initially, I felt stressed, as I knew the guest was in a rush and their travel schedule depended on retrieving the laptop quickly. However, once I acted and coordinated with housekeeping, I felt more in control of the situation. Seeing the guest relieved made me feel proud that I handled the situation efficiently.
The positive aspect was that I acted quickly, ensuring the guest’s issue was resolved in a short amount of time. The negative aspect was that the guest’s anxiety could have been minimized if they had been reminded to check for personal belongings before leaving.
This experience highlighted the importance of handling lost and found incidents professionally. According to Bowie and Buttle (2019), guest belongings are a crucial part of the guest experience, and how a hotel responds to lost items affects its reputation and service quality. Walker (2022) also suggests that hotels should train front desk staff to handle lost and found cases efficiently, ensuring guests feel supported and reassured. Additionally, Lashley and Morrison (2021) emphasize that service recovery actions in lost item cases can positively influence guest loyalty.
I learned that handling forgotten items with urgency and professionalism is essential for maintaining guest trust.
To improve in the future, I will:
· Ensure guests are reminded at checkout to check their room for valuables.
· Familiarize myself with lost and found procedures to handle similar incidents more efficiently.
· Encourage the hotel to implement a follow-up email system for lost items, reassuring guests that their belongings are secure.




























Assisting a guest who struggled with the hotel Wi-Fi
A business traveller approached the front desk, appearing frustrated, because they could not connect to the hotel’s Wi-Fi. They needed a stable connection for an online meeting, and the issue was causing them stress.
To assist them, I:
· Checked the hotel’s Wi-Fi login procedure and confirmed that everything was working normally.
· Walked the guest through the login process, ensuring they entered the correct credentials.
· Offered to set up a temporary Wi-Fi code for high-speed internet.
· Tested the connection with the guest to ensure they were satisfied.
The guest thanked me for my patience, and successfully joined their online meeting.
At first, I felt worried, as I knew how important reliable internet is for business travellers. However, I also felt confident because I remained patient and offered an effective solution.
The positive aspect was that I provided hands-on assistance and solved the problem in a timely manner. The negative aspect was that guests should not have to struggle with Wi-Fi in a business hotel.
This situation emphasized the importance of seamless technology in hospitality. Brotherton (2020) states that guests expect high-speed, easily accessible internet, particularly in business hotels. Kotler et al. (2021) explain that digital services, including reliable internet, are now a fundamental guest expectation. Slattery (2022) suggests that hotels investing in better Wi-Fi infrastructure experience higher guest satisfaction and loyalty.
I learned that being knowledgeable about hotel technology is essential in assisting guests and ensuring smooth service.
To improve in the future, I will:
· Familiarize myself with troubleshooting Wi-Fi issues to provide faster solutions.
· Suggest an instructional guide in guest rooms for easy login.
· Ensure guests are informed of premium Wi-Fi options for business travellers.



Final Thoughts and Strategy
Looking back on my placement, I enhanced my guest service skills, gained a deeper insight into front office operations, and sharpened my problem-solving abilities. Gibbs’ Reflective Cycle (1988) assisted me in examining how real-life situations enhance learning and growth in the hospitality field.
This experience showed me how crucial it is to manage delicate interactions with guests in a professional manner, provide alternative solutions, and stay composed in high-pressure situations. Even when quick fixes aren't on hand, offering options and keeping everyone updated can greatly enhance their overall experience.

Moving ahead, I will: 
· Make sure I am proficient in managing lost and found situations to better support guests.
· Enhance my understanding of hotel systems to offer more effective assistance.
· Improve my ability to communicate effectively to handle guest frustrations with professionalism.
These experiences have enhanced my skills in delivering outstanding service, equipping me for upcoming opportunities in hotel management and front office operations.
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