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The front desk department is a vital part of hotel administration, overseeing key guest interactions such as check-ins, check-outs, reservations, and the management of inquiries and complaints. As the first point of contact for guests, this department plays a pivotal role in shaping guest satisfaction and fostering loyalty. ( Booking.com, 2024) During my placement at the Delta Hotel by Marriott in Swansea, UK, I had the opportunity to work alongside the front desk team for several weeks. Throughout this experience, I felt increasingly integrated into the team. The employees demonstrated a high level of cooperation and were eager to guide me through their daily operations. They provided valuable insights on how to improve my work efficiency, interact with guests professionally, prioritize tasks, and maintain optimal performance. This support significantly enhanced my understanding of front desk operations and guest service management.
For this reflective log I chose to use the reflection method called ERA cycle which I preferred because it seems to me the easiest method that leads from a simple experience to a concrete action plan. 
The ERA Cycle is a model of reflection consisting of three stages: ( John R. Walker, Josielyn T. Walker., 2014)
1. Experience: The individual engages in an event or activity and gathers practical experience. 
2. Reflection: They take time to reflect on that experience, considering what went well, what could have been improved, and their thoughts and feelings. 
3. Action: Based on the reflection, the individual develops new strategies and actions to apply in future situations.
During my placement at the Delta Hotel by Marriott in Swansea, UK, I gain valuable insights into hotel operations and guest services. I learned to provide exceptional customer service by assisting guests with inquiries, addressing concerns, and ensuring a welcoming environment, including handling guest check-ins and check-outs efficiently. ( Coyle, M. , 2018) I improved verbal and written communication abilities through constant interaction with guests, team members, and other departments, ensuring clear and effective information exchange. I developed the ability to address and resolve guest complaints or issues promptly and professionally. 
During my work shifts I learned how to do a check in and check out, how to welcome guests, to check their reservation, to take payments, to assign a room and keys. I learned how to balance to rooms by room type and upgrade rooms for the regular guests. Also I understand how important is to listen to guests concerns, empathizing and providing appropriate solutions very fast. The front desk manager showed and explained me a lot of reports that they prepare daily for financial department and all the documentation that is necessary to be completed accurately.
Also I encountered a specific situation that provided valuable learning opportunities regarding guest service, communication, and policy management.
1. Experience: One day during check-out, a guest needed to settle the accommodation charges for the previous night, having initially provided a personal account at check-in but intending to pay with a company card at departure. The front desk associate informed her that the amount pre-authorized on her personal account at check-in would remain blocked and would only be released by her bank within seven working days. The guest became visibly upset, arguing that the hotel had no right to retain her funds without prior notification. She expressed frustration that she had not been informed of this policy beforehand. In response, the front desk associate remained calm and professional, repeatedly explaining that the pre-authorization was a standard hotel policy and that the funds had already been released by Marriott. The delay in availability was due to bank processing times. Despite these efforts, the guest remained dissatisfied and requested to submit a written complaint. This incident occurred in front of other guests at the reception, potentially affecting the hotel’s image.
	2. Reflection: Reflecting on this experience, I recognized the challenges involved in handling difficult guest interactions, particularly when the guest is frustrated due to a lack of prior information. The front desk associate demonstrated key qualities such as patience, professionalism, and knowledge of hotel policies. However, the situation highlighted the importance of proactive communication to prevent misunderstandings. Guests often have limited knowledge of pre-authorization processes, and failing to clearly explain such policies at check-in can lead to dissatisfaction and complaints. Additionally, managing public conflicts requires tact to protect the hotel’s reputation and maintain a positive atmosphere for other guests.
3. Action: Based on this reflection, I have identified several actions to enhance my future performance in similar situations. First, I plan to improve my communication skills by practicing clear and concise explanations of hotel policies during guest interactions. This includes proactively informing guests of pre-authorization procedures at check-in to set appropriate expectations. Additionally, I aim to develop strategies for de-escalating conflicts in public areas, such as offering to continue sensitive conversations in a private setting.
Following my placement at Delta Hotels by Marriott across multiple departments, I concluded that the front desk department operates with a high level of efficiency and organization. This department functions continuously in three shifts per day, with employees in each shift demonstrating strong adherence to their responsibilities. Among the key professional competencies observed, I noted excellent communication between colleagues, effective task distribution, and strong teamwork. Additionally, the efficiency of daily shift handover discussions ensures that employees are well-informed about ongoing matters at the start of their shifts. (Lashley, C. & Morrison, A. , 2013). I don’t think I have any recommendations, maybe it could be useful for staff to learn some other languages, but otherwise I was positively impressed by the good organization of the front desk department. The department could improve their booking processes by optimizing the reservation management by utilizing a centralized reservation system that allows real-time tracking of bookings, availability, and guest preferences, minimizing errors and overbooking
Shadowing a supervisor and working at the front desk contributed significantly to my understanding of communication, teamwork, and guest services. Regarding communication skills I observed how the supervisor maintained a calm demeanor and used positive language to reassure frustrated guests, so clear and empathetic communication is essential in this department. ( Parasnis, P. K., Deshpande, A. M., & Shinde, A. G., 2022) Staff from front desk coordinated with housekeeping and maintenance to prepare rooms faster, minimizing delays, also teamwork was demonstrated when they received any request that wasn’t easy to comply and all the associates worked together to sort it out. (Heart of the House, 2025) Delivering exceptional service involves balancing operational efficiency and guest satisfaction. (Bengsch, G., 2016) Previous industry experience and academic knowledge allowed me to understand theoretical concepts such as the importance of the guest journey, which I applied practically during my placement.
This reflection helped me develop a clearer strategy for personal and professional growth. I identified areas to improve, such as enhancing my communication and task management skills. For future situations, I plan to proactively anticipate guest needs, better manage peak times, and ensure accurate billing procedures to prevent misunderstandings. 
My future strategy is to obtain some industry recognized certifications like Certificate in Meeting Management (CMM) which is ideal for professionals involved in meeting and event planning, focusing on strategic decision-making and management skills. (Hospitality Institute of the UK , 2023) Also I am planning to participate in ongoing training programs and workshops for staying abreast of industry trends and best practices.
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