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[bookmark: _Toc221358759]Introduction 
The current research provides a reflective learning log on the basis of experience gained during Level 4 placement, where I worked in the reception department of the Ibis Hotel, Nottingham. There has been an identification of a significant role for the reception department in fostering effective communication with guests and the hotel's functional departments. Thus, the reflection formed as part of the Level 4 study at the university helped integrate academic knowledge, practical knowledge, and professional practices, which further contributed to the enhancement of my managerial skills and competencies. The identification and evaluation of these skills is done in the current reflective log, and for that, Gibbs' reflective cycle has been adopted. The use of the model has been beneficial in providing a deeper understanding of important aspects of the experience during the placement. 
[bookmark: _Toc221358760]Main body 
[bookmark: _Toc221358761]Description 
[bookmark: _Toc221358762]I was part of the placement service program at a hotel as part of my level 4 studies. My role was to ensure that I worked in the reception department of a hotel. I was conferred with several responsibilities. I was supposed to handle the guests while they checked in. I was also responsible for ensuring that I communicated with the guests so that the check-in procedure was completed correctly. I was also supposed to pass on such information to the relevant department of the hotel. There was also a need to ensure that I implemented the guest check-in procedure correctly so that there was no way the guest could be dissatisfied. There was also a need for a more proactive approach in this case as part of the placement service program. In addition to this, there was the need for receptionists to be more aware of their responsibilities.
Feeling 
In the primary stage, I felt very nervous and tense due to direct exposure to the guests, and I also didn't have prior experience in the field. As influenced by Jawabreh et al. (2022), there were also high expectations related to problem-solving and effective interpersonal communication that further resulted in a loss of confidence. Moreover, I also became tense and nervous in situations where several complaints were made by the guests. However, with the passing of time, I started observing the reception staff, and thus, the development of knowledge somehow helped me build confidence. Thus, as influenced by Felce (2019), I became more confident in handling customer complaints and queries. I also started taking feedback from my seniors to understand the ways in which I could enhance my communication with the guests more effectively. The improvement in my communication and customer handling procedures helped me understand my professional growth. 
[bookmark: _Toc221358763]Evaluation 
The experience contributed effectively to the development of certain skills and knowledge, such as improving the art of interacting with customers, handling different activities in a time-effective manner, and helping to generate effective teamwork. As inspired by Chang and Lin, 2024, I have come to realise that the front desk has a vital role in shaping perception and image because and it influences the experience of the guests about the service. The various functional departments, including the front desk, housekeeping, and management, could work in a coordinated way due to improved communication and information flow that helped in better management of the guests. Thus, I learned the importance of these aspects of communication while working in the hospitality sector. However, on the contrary, certain challenges were also faced, especially during peak hours and increased demands and complaints from the guests, which made it difficult to address all at once in a time-effective manner. 
[bookmark: _Toc221358764]Analysis 
The experience regarding placement at the Ibis Hotel was for me in grasping the vitality of the reception-related role in the industry. The satisfaction of guests improved due to the timely manner of communication. The delivery of services became excessively seamless. An effective approach to coordination and the correct way of utilisation of the system were vital to avoid errors and dissatisfaction of guests during peak hours. This experience showcased the requirement for reception-based staff to be proactive, calm, and organised in a good manner. This can specifically be evident during the handling of complaints and a high level of volume of guests (Parikh and Dutt, 2022). My lack of experience influenced my confidence at an initial stage. However, learning from a set of real circumstances was helpful for me in introducing improvements. This supports the idea of exposure at a practical level as vital for the development of professional skills. However, a set of obstacles in the form of handling a number of complaints at the same time highlighted the requirement for a better level of management of time and skills related to solving problems.
[bookmark: _Toc221358765]Conclusion 
The placement provided me with a number of opportunities for learning. I could grow both at a personal and professional level after this. I gained skills in communication with guests, teamwork, and coordination with a diverse range of departments. The experience showed me the development of confidence through practice, observation, and feedback. The work environment was helpful for me in grasping the real expectations of the workplace, evident during a busy period. The placement enhanced my knowledge regarding the role of reception and its influence on the satisfaction of guests and the efficiency of the hotel.
[bookmark: _Toc221358766]Action Plan 
	Skill
	Actions
	Timeframe

	Communication and problem-solving
	I will consider a high focus on the improvement of my skill set regarding communication and solving problems in the future. This can be achieved through practising conversations with professionals and learning from materials or courses, such as in Coursera.
	3 months

	Time management 
	I will additionally work on the management of time during a busy circumstance. This can be achieved through the utilisation of planners or apps such as Trello (Shchetynina et al., 2022).
	3 months

	Feedback management
	I will request feedback from my supervisors. This will be helpful for me in spotting areas for improvement.
	2 months

	Research skills
	Apart from these, I will acquire an extensive level of knowledge regarding the systems of hotels and departments through research. This will be helpful for me to understand and fulfil the requirements of guests while serving a role in hospitality in the future.
	4 months


(Source: Self-created)
[bookmark: _Toc221358767]Conclusion and Development Plan
[bookmark: _Toc221358768]Conclusion 
By considering the overall study, it can be concluded that effective communication is one of the most vital responsibilities of a receptionist to ensure guest satisfaction, along with internal operational efficiency. The key findings of the study indicate that I am able to develop my professional communication skills, teamwork abilities and confidence in guest handling even in critical corporate environments. Additionally, I have also found some challenges that I need to overcome by utilising the action plan. I have found that I face difficulties in handling multiple complaints from guests and maintaining them efficiently. I also face difficulties in problem-solving and time management activities within the team roles. Hence, I experienced professional development through the journey, which developed my communication skills in hospitality management. Now, I can take many initiatives to handle guests even under work pressure. 
[bookmark: _Toc221358769]Recommended Development Plan
· To develop my abilities and address challenges, I need to improve my structured communication using advanced digital tools. 
· I need to take proper training on customer service development and situational analysis. 
· I anticipate that digital learning and time management skills will also help me become a successful front desk professional in the hospitality sector. 
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