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Part 1: Reflective Writing Using Gibbs’ Model (1,500 words)
Introduction 
Morgans Hotel in Swansea is a boutique hotel located in the city centre, known for its stylish design and high standard of guest service. The hotel offers a range of facilities, including comfortable rooms, a restaurant, and event spaces, attracting both business and leisure guests. Within this environment, the Front Office department plays a crucial role, as it is the first and last point of contact for visitors. It is often considered the most important area of the hotel, as it shapes the first impression and has a direct impact on guest satisfaction. For that reason, effective communication, professionalism, and organisation within the Front Office are essential to ensure a positive guest experience. 
The following reflection will analyse my knowledge during my placement in the Front Office department at Morgans Hotel in Swansea. The purpose of this reflection is to evaluate my performance and learning using Gibbs’ Reflective Cycle (Gibbs, 1988). During my placement, I worked in guest-facing roles, mainly at reception, where I was responsible for tasks such as checking customers in and out, managing reservations, and providing general assistance.
That exposure helped me understand the importance of interaction, organisation, and customer service within hotel operations. It also allowed me to develop practical skills and gain a better knowledge of front office responsibilities. This reflection will describe specific situations, analyse my performance, and identify areas for improvement to support my future development in the hospitality industry.

Description 
During my placement, I worked mainly at the front desk, where I welcomed guests and handled check-ins and check-outs. When a guest arrived, I asked for their name and entered it into the system. This allowed me to access their reservation details, such as their stay dates and room type. The hotel also prepared for arrivals in advance by checking reservations and preparing room keys.
I used a system called Vostio, where I created the keys for the rooms. I also assisted in adding extra services such as breakfast and parking, under supervision. These tasks required accuracy and attention to detail, which are essential in front office operations (Bardi, 2011).
In addition, I answered telephone calls and helped clients with enquiries. One fundamental responsibility was ensuring that communication was always simple and polite. According to Vallen and Vallen (2014), front office staff must maintain a high standard of connection to ensure guest satisfaction.
One situation involved a couple who arrived two hours early. They paid £20 for early check-in, but the room was not fully ready due to cleaning and maintenance work. The carpet was still wet, and scaffolding was visible outside the window. As a result, the visitors were unhappy and refused the room. I worked with the team to offer an alternative room, which resolved the issue.
Another circumstance involved a guest complaint due to poor dialogue from staff. A promise to call the guest back was not fulfilled, which led to frustration and a negative review. That highlighted the importance of following procedures and maintaining professionalism.
I also assisted with managing guest payments and deposits. Guests had the option to keep an open tab during their stay, which allowed them to charge food and drinks to their room. However, they were required to pay a £50 deposit at reception. This amount was held as a form of security to ensure that any additional charges could be covered. The process required attention to detail and clear conversation with occupants.

Feelings 
At the beginning of my placement, I felt a mixture of excitement and nervousness. I was happy to gain real experience in a hotel, but I was also unsure about how I would handle guest interactions and front office tasks. Working in a busy environment made me feel under pressure at times, especially when dealing with several guests at once.
When interacting with people, I sometimes felt a bit nervous, especially when using the phone to take bookings. This was the most challenging part for me, as I needed to be clear, confident, and accurate. However, as I obtained more familiarity, my confidence gradually improved.
During the scenario with the early check-in customers, I felt responsible for resolving the issue and making sure the guests were satisfied. Although the context was stressful, I felt relieved when we were able to offer an alternative room and solve the problem.
In the second situation involving the complaint about poor communication, I felt disappointed, as it showed how easily mistakes in interaction can affect the guest impression. It also made me realise how important it is to follow procedures and ensure accurate information is passed on.
Considering everything, my feelings changed throughout the placement. I became more confident and comfortable in my role, and I began to feel more confident when interacting with clients and handling tasks independently.

Evaluation 
Taking everything into account, my experience in the Front Office was both positive and challenging. One of the good aspects was the opportunity to interact with people and develop correspondence skills. I learned how to greet visitors in a polite and friendly manner, which helped create a better first impression (Walker, 2021).
Another nice aspect was learning how to use hotel systems such as Vostio. This helped me understand how reservations and guest information are managed in a professional environment.
However, there were also some negative aspects. The most challenging part for me was handling bookings over the phone, as it required strong listening and dialogue abilities. I also found it difficult at times to manage pressure during busy periods.
In the case with the early check-in guests, the issue was caused by the room not being ready and the external scaffolding. Although that was not my fault, it showed how significant preparation and evident connection are in hotel operations (Vallen and Vallen, 2014).
In the complaint part, the issue was caused by poor transmission and lack of follow-up. This negatively affected the guest perception and resulted in a bad review. This brought attention to the importance of responsibility and teamwork within the front office.

Analysis 
The following context can be linked to key concepts from hospitality management, particularly interaction, customer service, and organisational skills. Effective communication is essential in front office operations, as it directly impacts guest satisfaction (Bardi, 2011).
The event with the early check-in demonstrates the importance of managing expectations. According to hospitality principles, clear correspondence helps avoid misunderstandings and ensures customers are aware of any limitations, such as room availability or maintenance work.
The complaint circumstance demonstrates the importance of reliability and professionalism. When staff do not follow through on promises, it can damage the hotel’s reputation and lead to negative feedback. This relates to service quality and consistency, which are key elements in front office administration.
From a theoretical perspective, front office operations require strong interpersonal capabilities, attention to detail, and the ability to work under pressure. My competence shows that these aptitudes are essential when dealing with guest requests, handling complaints, and managing bookings (Tewari, 2009).
The use of systems like Vostio also reflects the importance of technology in modern hotel operations. These systems help ensure accuracy and efficiency when managing reservations and guest data.
Considering everything, front office work requires a combination of technical capacities and personal abilities. Effective discussion, problem-solving, and teamwork are all essential for success in this role.

Conclusion 
In conclusion, my placement at Morgans Hotel provided valuable situation in front office operations. I developed key skills such as communication, organisation, and problem-solving, and I earned a better perspective of how a hotel front office operates.
The circumstance also helped me recognise areas where I need to develop, particularly in handling phone bookings and working under pressure. I learned the importance of clear dialogue, teamwork, and attention to detail in providing high-quality guest service.
In summary, this placement has refined my confidence and prepared me for future roles in the hospitality industry. It has also given me a better insight of the expectations and responsibilities involved in front office work.

Action Plan 
To improve my strengths, I plan to practise handling bookings more regularly, especially over the phone, as that was one of the most challenging tasks during my placement. Another area of focus involves speaking clearly, using a polite and professional tone, and actively listening to guests to ensure that all information is correct. I also aim to become more confident when explaining services, prices, and hotel policies to clients.
In addition, I will work on improving my conversation competencies in both face-to-face and telephone interactions. To build up, I plan to practise using obvious and simple language and maintaining a positive attitude. This will help me provide a better level of service and avoid misunderstandings.
To develop stronger problem-solving abilities, a key priority will be to gain more participation in handling difficult situations, such as guest complaints or unexpected issues. I will observe experienced staff members and learn from how they manage these scenarios. Further development can be achieved by remain calm and focused under pressure, especially during busy periods.
Furthermore, I plan to work on my time management and organisational talents by prioritising tasks and working more efficiently during shifts. This will help me manage multiple responsibilities at the front desk without becoming overwhelmed.
I will also continue to learn from feedback provided by colleagues and supervisors, as is essential for personal and professional development. I will reflect on my performance regularly and identify areas where I can polish.
For my future placement at Level 6, I aim to be more confident, independent, and professional in all front office tasks. I will apply the knowledge and skills I have achieved from this experience to deliver a higher standard of guest service and contribute positively to the team.

Part 2: Hotel Tutor Feedback (250 words equivalent)
Check-in and check-out procedures: Did the student handle check-ins and check-outs efficiently and professionally?
Yes. Silvia spent time on reception and assisted with mostly the morning shift due to times she could be on placement.
Handling guest inquiries and complaints: Was the student able to provide accurate information and resolve issues effectively?
Silvia did not directly deal with issues and complaints but did observe and assist.
Use of hotel systems and technology: Did the student demonstrate proficiency in understanding/using reservation and billing systems?
Silvia was shown our in house checklist systems as well as the PMS.
Overall Feedback: Please provide specific feedback on the student’s performance in the reception department.
Excellent work ethic and a plesure to have on the team.

Part 3: Placement Tutor Feedback (250 words equivalent)
Time Management
Silvia has demonstrated a very strong understanding of the importance of time management throughout her placement. She attended all scheduled shifts consistently as agreed, demonstrating reliability, punctuality, and a professional approach to her responsibilities. No absences were recorded, reflecting her commitment and dependability.
Silvia also consistently attended all one-to-one meetings with her tutor, as well as group sessions such as the assignment workshop, arriving on time and further demonstrating her dedication to personal development and engagement with the learning process.
There is an opportunity for growth in terms of overall availability and exposure to a broader range of operational hours. Silvia’s placement schedule was limited to Mondays and Tuesdays, which are typically quieter periods in a hotel environment. While personal commitments are understandable, increasing flexibility in availability would have provided valuable insight into busier operational periods and enhanced her overall learning experience.
In future professional settings, particularly within the hospitality industry, it will be important for Silvia to balance personal commitments with workplace demands. Being adaptable and available during peak times is essential in such dynamic environments.
A more proactive approach to managing her schedule, such as seeking additional shifts or requesting exposure to different operational periods, would enable Silvia to maximise the benefits of similar experiences in the future.
Communication
Communication has been one of Silvia’s key strengths throughout the placement. She consistently demonstrated professionalism and basic confidence when interacting with hotel staff, peers and her tutor.
During meetings and day-to-day interactions, Silvia’s verbal communication was generally clear and well-structured. She asked insightful and relevant questions related to her assignments, showing a proactive approach, and contributed meaningful updates about her placement. Her ability to engage in constructive dialogue added value to all meetings.
Silvia’s professional communication style was particularly effective in a hospitality setting, where clear interaction with both colleagues and guests is essential. She demonstrated an ability to adapt her communication style to suit different audiences, supporting positive working relationships and effective teamwork. Her professional manner has been recognised by both the hotel team and her tutor.
During her one-to-one meeting, she has also provided clear examples of guest interaction at reception, including responding to guest emails under the supervision of reception staff.
Silvia responds to emails in a timely and appropriate manner. There is some minor scope for improvement in email etiquette, particularly in structure, tone and attention to detail, which will further strengthen her written communication.
While Silvia communicates effectively overall, there is scope to further develop her confidence when expressing ideas. At times, she would benefit from articulating her thoughts more clearly and assertively, particularly when contributing to discussions or sharing her perspectives. With continued practice, this will enhance both clarity and impact.
Overall, Silvia’s communication skills are of a high standard. She demonstrates strong listening skills, respect for others, and the basic ability to convey information effectively. With continued refinement, particularly in confidence and clarity, this strength will continue to support her success in future professional environments.
Behaviour
Throughout the placement, Silvia consistently demonstrated exemplary behaviour. She maintained a positive attitude and approached all aspects of her role with enthusiasm and a genuine willingness to learn. She has successfully gained valuable experience across Food & Beverage, Front Office and Housekeeping, showing both adaptability and a willingness to learn in different operational areas.
She worked collaboratively with both hotel staff and peers, contributing to a supportive and professional working environment. Silvia was respectful, reliable and consistently completed tasks efficiently and to a high standard.
Her professionalism and ability to work effectively as part of a team were recognised and praised by the hotel staff. She showed maturity in her approach to responsibilities and maintained a constructive and cooperative attitude at all times.
Silvia’s commitment to teamwork, combined with her positive outlook, made her a valued and trusted member of the team.
Problem-Solving
Silvia demonstrated a developing ability to handle challenges during her placement, showing a good foundational understanding of how to approach workplace situations. When faced with difficulties, she was receptive to feedback and guidance, using this support effectively to navigate challenges.
She made clear efforts to address problems when prompted, demonstrating a willingness to learn and improve. Her openness to advice and reflective approach are strong indicators of her potential to grow in this area.
To further develop her problem-solving skills, Silvia would benefit from adopting a more independent and proactive approach. For example, taking greater initiative in managing her departmental rotation and ensuring exposure to all relevant areas of the hotel would strengthen her practical understanding of operations.
With continued experience and confidence, Silvia is well-positioned to become more self-sufficient in identifying issues, proposing solutions and taking initiative in the workplace. Her strong foundation and positive attitude towards learning will support her continued development in this area.

Part 4: Reflection on Hotel and Placement Tutor Feedback (1,000 words)
Introduction
This section reflects on the feedback received from both my Hotel Mentor at Morgans Hotel and my Placement Tutor regarding my performance in the Hotel Administration and Front Office department. The purpose of the following reflection is to analyse how the feedback helped me understand my strengths, areas for development, and all progress during my placement experience.
Feedback is an essential part of professional development in hospitality because it supports continuous improvement in communication, guest service, and operational performance Walker 2021. In front office roles, feedback is especially important as staff interact directly with guests and always represent the hotel Vallen and Vallen 2014. This reflection will examine the feedback received, its impact on my learning, and the actions I will take for future progress.
1. Understanding the Feedback
The feedback from my Hotel Mentor at Morgans Hotel highlighted several positive aspects of my performance in the Front Office department. I was described as having a strong work ethic and being a valuable and good member of the team. My ability to assist with check-in and check-out procedures was recognised, particularly during morning shifts where I supported reception tasks such as guest arrivals, system use, and general front desk responsibilities. I was also introduced to internal checklist systems and the Property Management System, which allowed me to knowledge how hotel operations are structured Bardi 2011.
It was also noted that I did not directly handle many guest complaints but instead observed and assisted when required. That shows that although I accumulated exposure to front office operations, my experience with independent problem-solving in real guest issues was limited.
The Placement Tutor feedback also noted several strengths. I demonstrated strong time organisation by attending all shifts, meetings, and workshops consistently. My communication skills were identified as a key strength, particularly in verbal interactions with staff, guests, and during meetings. I was able to adapt my correspondence style depending on the situation, which is essential in hospitality and guest service environments Walker 2021.
However, the tutor also identified areas for improvement. These included limited exposure to busier operational periods due to a restricted schedule, as well as the need to develop more confidence when expressing ideas. There was also feedback regarding written expression, particularly improving email structure, tone, and attention to detail.
Both feedback sources pointed out common strengths such as connection, behaviour, and teamwork. Both also identified development needs in problem-solving, confidence, and exposure to more complex front office instances.
2. Impact of the Feedback
The feedback has enabled me to understand my performance in a clearer and more structured way. One of my main strengths is communication. During my placement, I was able to interact with guests in a polite, understandable, and professional manner. This was also confirmed in the feedback where my verbal conversation and adaptability were recognised. In hospitality and guest service, discussions play a key role in creating positive guest impression.
Another strength identified was my behaviour and work ethic. I consistently showed punctuality, reliability, and a perfect attitude, which provided me with the opportunity to integrate well into the team and maintain a professional working environment.
The feedback also allowed me to identify areas for boost. I realised that I had limited direct experience in handling guest complaints and resolving concerns independently. Although I observed these situations, I did not take full responsibility for managing them. This marked the need to develop stronger problem-solving skills in front office operations.
In addition, I reflected on my self-belief when expressing ideas. While I communicate effectively in daily tasks, I sometimes hesitate in group discussions or when sharing opinions. This feedback helped me understand that belief is an important skill in hospitality, especially in front office roles where quick decisions are required.
All in all, the feedback changed my perspective of professional development. I now recognise that front office roles require not only collaboration and organisation but also confidence, adaptability, and the ability to work under pressure Bardi 2011.
3. Action Steps for Growth
Based on the feedback, I have identified several actions to improve my future performance in front office and hotel administration roles.
Firstly, I will focus on improving my challenges capacities by seeking more opportunities to handle real guest issues, especially complaints and operational concern. In future Level 6 placements, I aim to take a more active role rather than only observing.
Secondly, I will work on improving my confidence in conversation. I will practise expressing my ideas more clearly and taking part more actively in discussions. I believe will help me become more effective in professional environments.
Thirdly, I will ameliorate my written strengths, particularly email structure, tone, and accuracy. This is fundamental in hospitality as written communication reflects professionalism and affects guest perception.
In addition, I will aim to gain exposure to busier operational periods in future placements, because will help me develop better time control, multitasking capabilities, and the ability to work under pressure.
Finally, I will continue to develop my knowledge of hotel systems such as the Property Management System. Technical competence is essential in front office operations to ensure accuracy and efficiency Tewari 2009.
These actions will help me become more confident, independent, and professional in future hospitality roles. They also support my long-term goal of working in guest services and front office supervision.
Conclusion
In conclusion, the feedback from my Hotel Mentor and Placement Tutor provided valuable insight into my performance in the Front Office department. It indicated my strengths in connection, teamwork, and work ethic, while also identifying areas for improvement such as self-assurance, problem-solving, and exposure to complex situations.
This reflection has contributed to my understanding of the importance of continuous development in hospitality and guest service roles. It has also reinforced the need to combine technical skills with personal aptitudes such as dialogue and adaptability.
In general, feedback process has been essential for my professional growth and has given me evident direction for future progress in front office operations.

Part 5: Presentation on Placement Experience (1,000 words equivalent)
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Part 6: Questions and Answers Based on the Presentation
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