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[bookmark: _Toc199503064]Introduction 
During my placement at Premier Inn Barry Island (Cardiff Airport) Hotel, I was undertaking a range of guest service responsibilities, but for this reflective report, I have drawn on my experience in the Reception/Management department. This department takes a leading role in greeting guests, reservations, complaint handling, and smooth day-to-day running, along with housekeeping and F&B services. The reception team also does billing, guest comments, and ensures brand consistency and satisfaction levels with the hotel management.
The Reception/Management team of the hotel is the communication centre and is tasked with providing a quality guest experience. It is also the focal point where leadership, conflict resolution, and communication skills are applied, hence a good place for self-evaluation on my part.
Before starting my placement, I outlined the following three learning objectives:
1. To develop strong communication and customer handling skills.
2. To observe and understand effective delegation and supervisory practices.
3. To learn how to manage guest complaints and deliver service recovery.


[bookmark: _Toc199503065]Section 1: Role Reflection 
Using Gibbs’ Reflective Cycle (1988)
Description:
On reception, I had a responsibility to greet visitors, control check-ins and check-outs, respond to inquiries, and assist the reception supervisor. Administration tasks such as planning, dealing with complaints, and keeping updates in housekeeping reports in the PMS (Property Management System) were observed by me (Moyeenudin et al., 2018). 
Feelings
I was nervous dealing with visitors, particularly dealing with complaints initially. My confidence improved with observation and working alongside the supervisor, and the reception's fast-paced nature was invigorating.
Evaluation
I observed how delegation and communication played a critical role in an effective flow. During a disorganised morning checkout, the supervisor assigned duties – one staff member at the front desk, and another checked room status with the housekeeping team. This resulted in no delay and contented guests.
At another time, another co-worker had taken a guest down the wrong path about breakfast hours. This ended in a complaint. The supervisor did not handle it well; he talked down to the guest, further enraging him. This lesson taught me about the importance of empathetic communication (Shechter, 2025). 
Analysis:
Key Supervisory Skills Observed
During my placement at Premier Inn  Barry Island (Cardiff Airport) Hotel, I identified several essential supervisory skills.
· Leadership was required to organise staff during busy periods and ensure operational flow (Behie, S.W., Pasman, H.J., Khan, F.I., Shell, K., Alarfaj, A., El-Kady, A.H. and Hernandez, 2023). 
· Teamwork played a vital role in coordinating efforts with the housekeeping and kitchen departments (Azzahra and Asshofi, 2024). 
· Problem-solving was necessary when dealing with guest complaints or unexpected booking changes.
These are aligned with Mintzberg's Managerial Roles Theory (1973), which advocates for the integration of interpersonal, informational, and decisional tasks to achieve effective management. Mintzberg’s Managerial Roles Theory (1973) identifies ten roles, grouped into interpersonal, informational, and decisional categories. For example, I saw the receptionist acting as a liaison, coordinating with housekeeping to prepare rooms quickly during early guest arrivals. This demonstrated effective interpersonal and decisional roles, improving guest satisfaction and team efficiency.
Real Examples
Example 1: Coordination of Early Check-in
When a group of early check-ins arrived, I helped the supervisor coordinate with housekeeping to prioritise room preparation. This was an eye-opener in learning the value of initiative in communication and teamwork. It enhanced my confidence in coping with pressure and demonstrated how operational quickness translates to guest satisfaction and service quality in general.
Example 2: Complaint Handling During Dinner Rush
At busy dinner time, I witnessed the restaurant manager diffuse a complaint of late food by offering a complimentary drink. This calmed the guest down and maintained a smooth flow. I realised how timely gestures and empathy can de-escalate. It highlighted the importance of emotional intelligence in maintaining guest satisfaction.
Strengths and Weaknesses
I identified communication and the ability to multitask as strengths, which facilitated my capacity to handle guest and operational tasks concurrently. I, however, identified an area where I needed to advance my assertiveness, particularly under pressure. To be able to take initiative and make sound decisions in difficult situations, I need to enhance this strength.
Action Plan:
[bookmark: _Toc199503066]Improved Action Plan for Professional Development
	Objective
	Action Step
	Timeline
	Specific Example / Detail
	Expected Outcome

	Improve handling of difficult guest conversations.
	Enrol in and complete the LinkedIn Learning course: “De-escalating Intense Situations”
	Within 2 weeks
	The course covers real-world guest service situations and role-play responses.
	Develop confidence and gain strategies to manage guest complaints professionally.

	Learn complaint resolution techniques through observation.
	Shadow Reception Manager Ms. Helen (Supervisor) for two full evening shifts
	Weeks 2 and 3
	Observe how she resolves complaints, and follow up with a discussion after the shift.
	Gain insight into best practices for guest service and professional communication.

	Track and improve communication and assertiveness
	Ask for direct weekly feedback from the supervisor after guest interactions and document progress in a logbook.
	Ongoing (weekly)
	Feedback form filled out and signed by the supervisor each week
	Identify patterns, improve tone, clarity, and firmness in guest and staff interactions

	Strengthen time and multitasking under pressure.
	Volunteer to take the lead on breakfast shift team coordination on a weekend morning.
	Week 4
	Handle morning rush: supervise table allocations, guest seating, and kitchen coordination.
	Enhance leadership and time management during high-pressure service periods.





Section 2: Management Performance & Guest Service Analysis 
Management Styles
Management styles refer to how managers lead and make decisions. Common styles include autocratic, democratic, and laissez-faire. In hospitality, a democratic style can improve staff motivation by encouraging participation, while an autocratic approach may ensure fast decisions during emergencies or high-pressure periods, such as peak guest check-ins. The manager used a democratic leadership style, encouraging team input. This sustained motivation and interest (Lewis, 2023). Team briefings asked everyone for ideas for improving check-ins. This aligned with what I learnt under Management & Organisational Behaviour – namely, McGregor's Theory Y, which assumes employees are self-motivated and desire responsibility (Mah, 2022). 
But in the high-pressure situation, the manager began trending towards autocratic decision-making, which resulted in short-term tension. Flexibility of style succeeded but was patchy.
Health & Safety Compliance
I witnessed reception staff being trained in general health and safety, emergency evacuation, and dealing with aggressive guests. Fire exits were signposted, and manual handling training was provided for carrying luggage (Nambuya, 2021). 
This complements the Health and Safety at Work Act 1974, safe for staff and visitors alike. Industry best practice is also regular H&S auditing and training, both of which were present (Hassall, 2024).  
Culture & Teamwork
The hotel culture was collaborative and inclusive, and departments respected each other. Well-functioning diverse groups of staff (Prevolšek, Kukurin, and Golja, 2024). This is an example of Foreign Languages & Cultural Awareness (Level 5) concepts – in this case, Hofstede's cultural dimensions. The team was low power distance and high individualism, with open communication enabled.
Teamwork was particularly prevalent between reception and housekeeping, which was crucial to having the rooms prepared. There was a quality internal culture, which had the effect of ensuring there was a pleasant guest experience (Azzahra and Asshofi, 2024).
Marketing & Guest Experience
Reception played the vital role of making both the first and last impression. I noticed employees employing upselling strategies (e.g., room upgrade or late check-out sale), which reflects Hospitality & Guest Services (Level 4) – where customer satisfaction and loyalty rank top of the agenda.
Guest comments were tracked on an ongoing basis through Booking.com and TripAdvisor, and guest comment was reviewed during team meetings in an attempt to fill in service gaps (Singgalen, 2025). 





[bookmark: _Toc199503067]Section 3: Guest Service Improvement Plan 
Identified Issue: Delay in Check-In During Peak Hours
During weekends or large group arrivals, check-in times were late due to the absence of real-time room updates from housekeeping. This resulted in guest frustration and poor first impressions.
Why It’s Significant:
Academic literature emphasises that first impressions influence overall guest satisfaction (Martínez-González and Álvarez-Albelo, 2021). Insufficient communication between departments during peak periods disturbs the guest journey and can affect online reviews and return rates.
Improvement Plan:
1. Operational Change: Introduce a mobile-based housekeeping update system (e.g., using Hotelkit or Optii) to allow real-time room readiness updates to reception staff.
2. Alignment with Best Practices: Real-time systems are becoming standard across modern hospitality chains. Studies (Mercan et al., 2021). Show they reduce guest wait time by 30% and improve staff productivity.
3. Expected Impact:
· Guests experience faster check-in
· Better interdepartmental coordination
· Increased guest satisfaction and positive reviews
· Improved reputation and staff morale
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My experience at Premier Inn  Barry Island (Cardiff Airport) Hotel has proven useful in exposing me to operational and managerial elements of guest services, particularly within the reception. I was able to get hands-on experience in the utilisation of communication, delegation, and problem-solving skills in day-to-day activities. While I was not able to effectively handle guest complaints initially, I became more confident and also industry-standard-conscious. My suggested improvement plan addresses a gap in guest experience, and I think it could have produced real results.
I largely met my learning goals – communication and observation of supervisory positions were fine, but I will continue to enhance complaint-handling skills through reflection, feedback, and training.
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