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Grammarly helped me enhance my writing by addressing grammatical, spelling, and punctuation mistakes.








Introduction
During my 10-week placement at Novotel London Wembley, I observed a supervisor in the Reception/Front Office area. This event proves why good administrative abilities and well-defined systems are essential for satisfying guest service expectations. I used Gibbs' Reflective Cycle to guide my thoughts since it provides a straightforward, step-by-step method for analysing what I learnt and how I might improve (QAA, 2018).
The following are my main learning goals for my placement:
· Gain a thorough grasp of front desk procedures such as check-in, check-out, and room allocation.
· Improve communication skills while assisting a varied range of visitors, including Accor loyalty members (Deale and Lee, 2021).
· Learn how to utilise the Opera property management system more efficiently.
· Experience managing group arrivals and departures under supervision.
· Investigate solutions to typical reception concerns, such as wait times or technical issues.
Experience and Personal Development
Descriptions and Feelings
During my placement, I worked most shifts with the Front Office personnel. On a typical day, my responsibilities included greeting visitors, explaining Accor membership advantages, processing check-ins, providing room keys, and answering guest questions. At first, I was anxious when dealing with visitors who had complicated requirements, such as early check-ins or unique room preferences. However, I was also excited since this work would allow me to build actual customer service abilities (ASET, 2017).
Evaluation
In the early weeks, I discovered how real-world hotel operations balance efficiency and friendliness. According to Bardi (2010), a pleasant front desk experience may influence a guest's overall view of the hotel. Helping someone with a speedy check-out or saying a polite "good morning" was unexpectedly effective. In accordance with Hagg's (2013) internship guidelines, I asked questions anytime I was unclear and documented any advice from my supervisors. This method reduced my nervousness and enabled me to learn from each contact rapidly.
Analysis
My previous academic work from Levels 4 and 5 provided a basic understanding of front office operations, but seeing them in action transformed my viewpoint. I saw how simple things, such as double-checking loyalty status or preparing additional key wallets for an approaching party, are critical to successful operations. Tewan (2009) emphasises the need of front office workers working fluidly with other departments, like as cleaning, to accommodate last-minute room adjustments. Although Casado (2012) focusses on housekeeping management, the author's emphasis on interdepartmental collaboration is applicable here as well. Rooms must be cleaned on schedule and marked as available in Opera so that the front desk may quickly check in visitors (Casado, 2012). Working in real time with housekeeping demonstrated how one department's performance impacts the others (Rughubalan 2009).
Conclusion
Stepping into a supervisory shadowing job encouraged me to improve my communication and confidence. A actual check-in with little supervision shown that with enough experience and attention to the guest's demands, you can develop great customer connections (Fallon and Rutherford, 2010). The friendly atmosphere at Novotel London Wembley also shown how encouraging team leaders improve performance. Looking back, I see that focussing on each step—asking questions, observing how others worked, and strengthening my academic basis—provided a solid foundation for my professional development.
Analysis
Reception activities range from welcoming walk-ins to coping with unexpected group visits (Bardi, 2010). Strong communication abilities are essential. I learnt to tailor my words and tone to each guest's personality: calm reassurance for a worried traveler, upbeat enthusiasm for a tourist. According to Wood (2013), hospitality personnel must "speak the language" of the guest's demands, whether that means empathising, providing technological answers, or using humour. Observing my supervisor taught me that real listening minimises visitor annoyance and increases loyalty (Johnston et al., 2012). Teamwork is equally crucial. Each shift required me to work with coworkers who handled invoices, cleaning updates, and special requests. Simple chores may lag without clear communication. Vallen and Valen (2014) state that a seamless check-in is dependent on several behind-the-scenes activities, such as software upgrades that monitor room availability and occupant information. If I failed to tell the cleaning service of an early arrival, for example, the visitor may find their room unprepared. This incident showed me that effective collaboration reduces errors and protects the hotel's reputation (Fallon and Rutherford, 2010). Task management was another area of improvement. Frequently, I had to balance numerous responsibilities, such as checking membership benefits, producing receipts, and answering the phone. Taking a methodical approach, as suggested by Tewan (2009), helped me stay calm. I discovered that labelling chores in order of urgency (for example, attending to a waiting visitor before reading a routine email) prevented misunderstanding. Hagg (2013) recommends interns to keep a log of their efforts; doing so highlighted trends in my daily routine and helped me streamline my workflow. Working with Opera property management software was an important aspect of my placement. The system contains booking information, guest preferences, and payment information all in one location (Bardi, 2010). Mastering Opera takes both experience and a conceptual grasp of database administration. According to Johnston et al. (2012), correct data input is critical for avoiding invoicing problems and multiple reservations. Over time, I learnt sophisticated capabilities such as combining reservations for group bookings and monitoring special specials associated with Accor membership, which often impact the hotel's revenue management. In terms of revenue, the front office has a significant impact on upselling. While I largely watched senior team members in this area, I saw how giving room upgrades—when occupancy permitted—boosted the hotel's profitability (Vallen and Valen, 2014). This technique supports Fallon and Rutherford's (2010) claim that hotel management benefit from teaching receptionists in low-pressure upselling. Even minor ideas, such as an executive suite or breakfast package, might increase the average daily rate (ADR) if made at the appropriate time.


Organisational Issue
At Novotel London Wembley, dealing with big group arrivals for conferences or athletic events was a frequent difficulty. Even when the rooms were available, a large number of guests coming at the same time sometimes resulted in lineups stretching beyond the lobby doors. This resulted in visitor discontent and tension among the front office personnel, mirroring Tewan's (2009) observation that insufficient planning may increase wait times and lower worker morale. I once had a very hectic morning in which half of the group arrived earlier than planned, wanting rapid check-in. From an operational standpoint, these lineups hindered daily work. Some employees had to quit their regular jobs (e.g., handling phone or email enquiries) to assist the overburdened front desk. According to Johnston et al. (2012), unanticipated changes in staffing might cause bottlenecks elsewhere, such as delayed answers to new reservations. Group discontent might also result in unfavourable evaluations if they believe the check-in procedure is disorganised. QAA (2018) and ASET (2017) both emphasise the need of planning and reflection in work-related situations. For example, texting a group leader ahead of time to schedule arrivals at 15-minute intervals might help alleviate lobby congestion. Another method is to set up a "group check-in station" in a lobby corner or a conference room, if possible. According to Wood (2013), separate check-in lines for major events reduce the load on ordinary visitors and simplify group arrivals. Finally, teaching personnel on speedy check-in processes, such as allocating rooms ahead of time and preparing keycards, reduces the need for real-time data input (Bardi, 2010). During my placement, my supervisor and I attempted a simple solution for a smaller group: we printed key packets ahead of time and organised them alphabetically. Our crew also displayed signs guiding the group to a designated "Group Arrival" queue. As a consequence, everyone was able to work more quickly, calmly, and comfortably.
Conclusion
Shadowing a supervisory post at Novotel London Wembley demonstrated that front office administration entails much more than just giving out room keys. It is dependent on effective communication, cooperation, technical proficiency, and careful organisation (Fallon and Rutherford, 2010). I learnt how everyday duties, such as monitoring membership perks or validating cleaning statuses, relate to the hotel's overall operating objectives. Most significantly, I learnt to see problems—like long check-in lines—as chances to innovate (Hagg, 2013).
Action Plan 
	Skill
	Action
	Timeline
	KPI

	Technical Skill Development
	Master advanced Opera features, including group arrivals module.
	1 month (post-placement)
	Faster check-in speeds, fewer booking errors.

	Team Coordination
	Suggest short daily huddles to share updates & assign tasks clearly.
	Immediate implementation
	Fewer missed tasks and smoother handovers each shift.

	Proactive Solutions
	Email or call group organizers in advance to request staggered arrivals.
	2 weeks before large event
	Shorter check-in lines, higher satisfaction among groups.

	Career Growth
	Enroll in a part-time revenue management course to broaden knowledge.
	Within 3 months
	Improved upselling skills; ability to support hotel revenue goals.
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