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During my placement at the four-star Clayton Hotel Cardiff, I worked within the Hotel Administration and Front Office department, gaining firsthand experience in the daily operations of a busy hotel work environment. This reflective report uses Gibbs’ Reflective Cycle (Hashim et al, 2023), (Trimasse, 2025) to examine my actions, responsibilities, and professional development throughout this placement period. My role involved managing guest’s check-ins and check-outs, overseeing reservations and receptions email correspondence, responding telephone and face to face inquiries, and coordinating with housekeeping to ensure that the rooms were prepared with the right cleanliness standards and in time for the guests to arrive (Bardi, 2011), (Gilbert, 2022). As the front office is the first point of contact with the hotel image, is it really important as the first impression to be perfect (Walker,2021). This will influence the guest staying and will shape the hotel’s overall image. I was required to have effective communication, organisational and decision-making skills, to be able to exercise my work in this department Bardi, 2011). By following the stages of the Gibbs’ Model, description, feelings, evaluation, analysis, conclusions, and action plan, I aim to critically reflect on my performance to identify key learnings results, and to outline the areas for improvement as I progress toward my Level 6 placement. 
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[bookmark: _Toc227954734]Description
During the placement in front office department at the Clayton Hotel Cardiff, I worked as part of the reception team, conducting a combination of administrative and guest facing duties. 

[image: ]My daily obligations included managing guest arrivals and departures through the Property Management System (PMS), processing reservations, responding to emails correspondence, and managing income calls. I also reviewed VIP alerts, and billing guidelines to ensure accuracy, and I regularly checked all reservations were correctly recorded, right after I completed and read all front desk shift paperwork and checklists. Another task obligation was staying in touch all times with housekeeping team to confirm room readiness, especially during periods of high occupancy. Further, I was in charge of verifying bookings, taking payments, and end of the shift tasks as banking reports, really important job that required attention. 
One particular situation stood out from many more, because I was directly involved and I have to face my fear of dealing with complaints in order to solve the occurrent issue. In fact, the customer, after his leaving left a review on Booking.com (2026) talking about this. 
[image: ]
We were dealing with early arrivals, not scheduled in advance, and of course the room were not ready at asking. Along that, there were also housekeeping delays due the late guest’s check-outs. People not happy, I had to step up and welcome the guests, explaining them the situation, offer them a complementary drink and invite them to the lounge area, while I was contacting the housekeeping team to prioritise their rooms. 

[bookmark: _Toc227954735]Feelings
At the start, I felt both excited and anxious about working in the front office, department of unlimited responsibility that involves constant and inevitable interaction with customers (Batinić, 2014). I was focused in delivering a high standard of service, but also nervous about making even the small mistake, especially when using systems, I was just learning about them. The same feelings I had when I had to deal with demanding guests for the first time. The situation highlighted earlier made me feel under pressure and slightly overwhelmed by the customer’s frustration. I was aware that my response would influence their first impression about the hotel. 
Despite this, I also felt determined to fix the problem professionally and find the optimal solution for both sides quickly. As I gained experience my confidence grew, and I started to feel more comfortable managing enquiries, resolving issues, and conducting operational tasks. Moments when I successfully solved this kind of problems or received positive feedback gave me intense sense of satisfaction and reinforced how important people skills are for hospitality industry. Over time, the initial anxiety faded, and I began to feel more competent, capable, and aware of my own professional development. 

[bookmark: _Toc227954736]Evaluation
Front office experience revealed several positive aspects that contributed to my development. One of strongest elements was the improvement of my communication skills. By interacting with a wide range of guests every day, from diverse backgrounds and with distinct culture, I learned that I have to adapt my work etiquette accordingly. I needed to stay polite, under pressure, be aware of my tone of voice, and listen and address the enquires clearly. Also, I became more confident using the property management system which added something new to my technical knowledge and abilities and helped me work more effectively. Another positive aspect was the teamwork and work atmosphere within department. During busy periods, colleagues supported one another to maintain the flow of the service. this reduced the pressure on individuals maintaining a really cheerful work environment. 
However, like any work field, there were also challenges. Peak check-in and check-out times were often stressful, and this affected the speed and consistency of service. For the room situation explained before, although I offered a temporary solution for the delay, I realised I could have managed the request differently. And make sure beforehand that the rooms assigned were ready for early arrivals.
My lack of confidence when dealing with complaints limited my assertiveness that I felt in certain situations. Additionally, communication between departments is not always smooth, and occasionally led to misunderstandings and delays. 
Overall, the experience was highly valuable and highlighted both my strengths and areas where I need further improvement, particularly in managing pressure and developing stronger critical thinking skills.

[bookmark: _Toc227954737]Analysis
When analysing my experience in the Front Office, several hospitality management theories help explain both my performance and challenges I encountered. Herzberg Two Factor Theory (Zhou et al, 2024) is useful to rely here, as it separates working conditions, procedures, and workload, from motivators such as achievements and recognition. In the previous example, the “hygiene” element, like room readiness and operational coordination, were not met, which lead to customer dissatisfaction. My ability to communicate professionally and the offer with alternative solution acted like a “motivator” for myself. It gave me a sense of achievement and reinforce the importance of service recovery (Hudson & Hudson, 2025), (Dixit, 2020). 
The pressures that accumulate during peak times, it made me aware of how closely front office work is tied to operational efficiency (Sartor & Orzes, 2019) and capacity management (Johnston et al, 2021). When the hotel was full, it became harder to offer the same level of personalised service, and it shows how important good coordination and sensible allocation of resources in making everything to work smoothly (Kotur & Dixit, 2022). My early lack of confidence makes sense when I think about Kolb’s experiential learning theory (Bell & Bell, 2020). I really learned by doing, the more real and challenging situations I faced, the more comfortable and capable I became. 
Teamwork also shaped my experience. As Walker (2021) explains, strong cooperation between departments is essential for a smooth guest experience, and I saw this in practice. All times, we worked together, but there were moments when communication slipped, and that affected how quickly we could respond. 
This analysis shows that my development came from both my own learning and the wider environment I was working in. it reminded me how important is it to connect what learned in classes with what actually happened in real hotel setting. 

[bookmark: _Toc227954738]Conclusion 
Looking back over my time in Front Office, I can see how much the experience has changed my confidence and understanding of hospitality tasks. Being in such a busy, guest orientated environment taught me how important clear communication, patience, and staying calm under pressure really are. As I managed different situations, from routine tasks to more challenging moments like delayed room readiness, I gradually became more comfortable and aware of how my actions influenced the customer service. also, I realised how crucial teamwork and effective communication between departments are for smooth operation. The placement helped me appreciate how much I have developed and has prepared me well for my next placement and future career.
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Area for Improvement

	
Action to Take 
	
How Will I do This 
	
Expected Outcome

	

Problem solving and handling complaints 
	
Build a more structured approach to deal with guest issues 
	Practice different scenarios, learn step by step methods for service recovery, and observe how experienced staff manage complaints 
	
Respond to difficult more confidently and assertively 

	
Time management and multitasking
	
Improve organisation during busy periods.

	
Prioritise tasks, use checklists, and prepare in advance for peak times.

	Work more efficiently and reduce stress during high-pressure moments

	
Improve technical skills.
 
	
Strengthen system knowledge
	Crosstrain on distinct functions of the property management system and ask for extra practice when possible
	
Fewer errors, faster processing, greater accuracy 

	
Communication with guest 
	
Developer clearer and more confident communication

	Practise active listening, use calm and sensitive language in difficult conversations, and reflect on guest interaction
	
More professional interaction and better guest satisfaction

	
Feedback and self-reflection
	
Use feedback to guide improvement
	Ask supervisors and colleagues for regular feedback and continue reflective writing after shifts 
	Better awareness of strengths and weaknesses, continuous growth

	Linking theory to practice
	Strengthen understanding of hospitality concepts. 
	Review key theories, apply them to real situations, and connect them to daily tasks
	Stronger professional judgement and improved decision making 
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[bookmark: _Toc227954741]Part 2: Hotel Mentor Feedback 
Student Name:  Nicoleta Rosca
Placement Hotel: Clayton Hotel Cardiff
Did the Student complete the required hours of 16h per week? 
Yes
Hotel Administration and Front Office
Check-in and check-out procedures: Did the student handle check-ins and check-outs efficiently and professionally? 
Yes, and learned to use our automated PODS to action this task.
Handling guest inquiries and complaints: Was the student able to provide accurate information and resolve issues effectively? 
She was able to navigate the guest around the hotel with her hotel knowledge and was able to escalate to the team member on shift when required for additional assistance.
Use of hotel systems and technology: Did the student demonstrate proficiency in understanding/using reservation and billing systems? 
She learned the PODs and how they operate, how to help a guest through the guest journey whilst using the automated machines and how to balance guest interactions through using the device.
Overall Feedback: Please provide specific feedback on the student’s performance in the reception department. 
So far, she is showing willingness to learn a completely new area. Understands the importance of starting the guest journey within the hotel correctly and the first impression a guest has on the hotel starts from reception.
[bookmark: _Toc227954742]Part 3: Placement Tutor Feedback
	Time Management

	

	“Nicoleta began her placement slightly later than expected due to the hotel’s scheduling requirements. Despite this, she has made steady progress and has currently completed approximately 112 hours, demonstrating a clear commitment to meeting the overall placement requirements.
Her working pattern has been set by the hotel, consisting primarily of Tuesday mornings and Thursday afternoons. While this has allowed her to maintain consistency, it does limit her exposure to the full range of operational activities within the hotel. However, as Nicoleta is also employed within the housekeeping department at the same hotel, she has additional opportunities to observe the operation on other days, which supports her overall understanding.
Nicoleta has shown good awareness of her remaining hours and has been proactive in tracking her progress to ensure she meets the required total. This level of organisation is a positive aspect of her approach.
From a tutor’s perspective, Nicoleta has attended all scheduled meetings and maintained consistent communication. Moving forward, continuing to balance her placement hours alongside the academic requirements will be important to ensure successful completion of all elements.

	Communication

	Nicoleta has demonstrated strong and consistent communication throughout her placement. She has maintained regular contact via email, ensuring that updates are shared and any queries are addressed promptly.
She has attended all scheduled meetings and has been clear and professional in her communication. While she has asked fewer questions in relation to the academic assignment, she has shown initiative by requesting to submit a draft for feedback, which is a positive step towards improving her work.
Within the workplace, Nicoleta has received positive feedback from both the General Manager and HR team, who have highlighted her friendly and approachable nature. Her positive attitude and ability to engage well with others are strong attributes within the hospitality environment.
Looking ahead, continuing to build confidence in asking questions, particularly in relation to her academic work, will further support her development.

	Behaviour

	Nicoleta has demonstrated a highly positive and professional attitude throughout her placement. She is a hardworking, friendly, and approachable individual, which has been reflected in the positive feedback received from the hotel team.
As this is her first placement, Nicoleta has shown good adaptability in moving between departments, including Housekeeping and Food & Beverage, and is due to begin experience within Reception. Initially, she expressed some concern about transitioning into Food & Beverage; however, she has since grown in confidence and is now more comfortable within this area. This development is particularly encouraging and highlights her ability to step outside of her comfort zone.
Nicoleta has engaged well with the placement overall and has shown enthusiasm in her role. Moving forward, continuing to build confidence across different departments will further strengthen her ability to adapt and succeed in a variety of hospitality settings.



	Problem-Solving

	Nicoleta has begun to develop her problem-solving skills throughout her placement, particularly as she gains exposure to different departments. Her willingness to move into new areas, despite initial uncertainty, demonstrates a positive approach to learning and development.
As Nicoleta continues to gain experience, developing greater confidence in unfamiliar situations and taking more initiative in asking questions or seeking clarification will further enhance her problem-solving abilities.
Looking ahead, it may be beneficial for Nicoleta to consider undertaking her Level 6 placement in a different hotel environment. This would allow her to gain a broader perspective of the industry and further develop her skills in a new setting.
Nicoleta should take confidence from the positive feedback she has received and the progress she has made so far. By continuing to build her confidence, maintaining her strong work ethic, and placing greater focus on the academic element alongside her placement, she will be well positioned for future success within the hospitality industry.”



Tutor: Daniel Payne
Signature: Daniel Payne
Date: 19th March 2026
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This reflection focuses on the feedback I received from both mentors regarding my performance in the Hotel Administration and Front Office Department. Feedback has played a vital role in my development throughout this placement, especially because front office work interacts directly with the guests and influence their accommodation period. As Kolb (1984) highlights, learning in hospitality relies heavily on experience, reflection, and continuous improvement, and the criticism that I receive helped me to understand my native skills and to find out which ones to learn and improve (Morris, 2020), (Kovac, 20228). 
My aim with this reflection is to closely at the comments, about my communication, willingness to learn, time management, confidence, and overall attitude, and connect them with my experiences on shift. by doing this, I hope to recognise what skills I already have and needs just some experimenting, and which ones I need to study first, put in practice, and get it to perfectionism. This will help me on my level 6 placement. Every feedback constructive or positive, is important for improving performance, and helps to understand what kind of employee I want to become in hospitality future job. 

[bookmark: _Toc227954745]Main Body 
[bookmark: _Toc227954746]Understanding the feedback 
Reviewing the feedback, I began to see my performance from two different but equally important perspective. My hotel mentor focused mainly on my practical work at reception, and it was reassuring to see that I managed to do check-ins and check-outs correctly, and my guest interactions were professional and filled with respect. Being recognised for all my new learning, the PODS system and that I was able to guide the guests confidently around the hotel amenities, made me realised that my communication skills are stronger that I knew or that I gave myself credit for. The highlight of my willingness to learn and my awareness of how important first impression is at reception (Martin, 2015) gave me a lot of courage. At the same time, the feedback made it clear that I still need to rely on others when the situations become more complex, showing that I have to build more confidence in decision making. 
My placement tutor feedback focused on my academic development. The team encouraged me to avoid generic answers, use my real experiences more effectively, and apply theories in meaningful ways. This helped me understand that being competent in practice is not enough. I also need to show deeper critical thinking in my written work. Both sets of reviews pointed to the same message: I am progressing well, but need to push myself to become more confident, more reflective, and more independent in practical and academic areas. 
[bookmark: _Toc227954747]Impact of Feedback
The feedback had a strong impact on how I see myself both as receptionist and as a learner. My mentor’s comments helped me find out thing about my work ethic that I have not fully acknowledged before, especially around communication and guest interaction. Being told that I guide guests well and support then during their accommodation time made me more confident in my abilities in connecting with people. Also, reminded me how important positive guest relationships are which links close to the idea behind customer relationship management (Kotler et al, 2022). 
Meanwhile, the feedback made me aware of the moments when I heavily relied on senior staff, especially when the circumstances were complicated. Thinking back, I can clearly remember times when I passed on issues like billing questions, early arrivals, and customers complaints instead of trying to oversee them myself. This showed me that my confidence and decision making still have space to improvement. 
The feedback changed the way I approach learning. It pushed me to link theory with real life experiences rather that keeping them separate. Customer Relationship Management (Awan & Choudhry, 2024) is all about building positive relationships, based on the academic knowledge, so that the customers feel valued, satisfied, and more likely to return (Kotler et al, 2022). 
Understanding all those comments made me aware of how my behaviour directly influences loyalty. Trust, and overall guest journey. 
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	Area for Improvement 
	Action to Take 
	How Will I Do This 
	Expected Outcome

	
Becoming more independent in problem solving
	
Built confidence in managing guest issues before escalating
	Try solving straightforward problems first, use decision making steps, and only escalate when necessary
	
Greater autonomy, stronger confidence, and quicker responses to guest concerns

	
Technical skills (PMS, PODS, automated systems)
	
Improve systems knowledge and accuracy
	
Practice regularly on PMS and PODS, ask for extra training, and observe experienced staff using the system  
	More efficient 
check-in and check-out fewer errors, and smoother guest journeys

	Applying theory to real practice
	Increase the ability to connect frameworks like CRM to daily tasks
	Reflect on real situations, match them with relevant theories, and use it to understand guest expectation
	Better critical thinking, stronger academic work, and deeper understanding of service quality

	Using feedback for continuous improvement
	Seek regular guidance from supervisors and colleagues
	Ask for feedback after shifts, reflect on it, and set small goals for improvement
	Ongoing development in communication, problem-solving, and operational skills

	Front office professional growth
	Build confidence and operational efficiency
	Combine practical experience, theory, and feedback to improve communication, decision-making
	Stronger front office performance and better preparation for future placement



[bookmark: _Toc227954749]Conclusion
Thinking back on the feedback received from all people that I worked with in my placement at Clayton Hotel Cardiff front office department, I can see how much my understanding of what it means to work confidently in this department changed. All comments helped me recognise my talents that I already have, especially in communication, guest interactions, and my willingness to learn. Also, made me aware of the areas where I need to grow, such as becoming more independent in my actions, and decision making, and developing a more critical approach in my academic work. This reflection helped me understand how important is to work in an actual hotel setting, and to apply all theory learned in university classes. Real front office situations have connection with academic theory and using them when dealing with guest interaction can provide service performance and quality. moving forward, I want to use this experiences that I lived on the hotel site, to improve my future performance in future placement. With continuous learning and reflection, I hope to become a hospitality expert, confident, and who deliver excellent customer service. 
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F&B — Role
Overview

« Tassisted restaurant operations as a
service assistant during peak hours.

* Duties were taking orders. serving food
and communicating with kitchen
workers.

* Fact was that the role demanded
precision, agility and flow of
communication to deliver efficient
service with satisfaction.
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F&B — Key Experiences
& Challenges

* Handled busy operating times which
necessitated juggling and
collaboration.

* Dealt with issues such as backorders
and addressing disgruntled guests
(Putra & Fadilah, 2025)

* Service recovery strategies have
been implemented to ensure
customer satisfaction and mitigate
negative experiences (Cheng et al

2019).




image10.png
Worked with staff to build communication and collaboration skills.

F&B — Skills
Developed

Greater problem-solving skills through the dealing of service

issucs(Patel, 2024).

Increased flexibility and fime management in dynamic environments
for increased operational cfficiency and service quality.
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HAFO - Role Overview (Receptionist)

* I'was operating as a receptionist dealing with the check-ins, check-outs and reservations under the PMS
* T dealt with guest inguiries, billing and reservation e-mails.
* Talso liaised with housekeeping to get rooms ready and have hassle-free arrivals (Sheoran, 2025)

* Professionalism, accuracy, and good interpersonal skills were required ia the position to easure guest satisfaction (Hussain
etal, 2024).
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HAFO - Key
Experiences &
Challenges

* Organised early arrivals of guests when
the rooms had not been prepared because
of housckeeping delays.

* Combined several activiies such as

emails, walk-in guests, and phone calls
during peak periods

* Front desk: Received guest complaints
and billing/payment inquirics.

* Communication and service recovery.
frameworks to effectively solve problems
(Smith and Bayliss, 2022).
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HAFO - Skills
Developed

+ Enhanced communication and customer care
capabilities by direct interaction with the
uests.

+ Enhanced technical capabilities through PMS
‘when it comes to reservations, check-ins and
billing

+ Acquired multiple front desk duties and
‘problem-solving skills as well as multitasking.

Improved capacity to prioritize activities in
times of peak operation (Sayin and Karaman,
2019)
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Conclusion & Key Learning

Placement definitely improved the knowledge of working as
a hotelier

* Leam transferable skills: Communication, teamwork and.
problem-solving

* emphasised the significance of service quality, efficiency,
and adaptability

* This will better prepare them for future roles within
hospitality, namely that of front office management
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