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1. [bookmark: _Toc213940483]Introduction
My Level 6 placement was undertaken at Coldra Court Hotel by Celtic Manor, a four-star property in Newport that forms part of the Celtic Manor Collection. The hotel’s Reception Department acts as the communication and administrative centre, responsible for guest check-in and check-out, reservations, billing accuracy, and coordination with Food & Beverage, Housekeeping, and Maintenance teams to maintain service flow. The team operates on the Opera Cloud Property Management System (PMS), supported by daily reports and two-way radio communication to address room and maintenance issues efficiently.
As a four-star establishment, the property maintains strict operational standards in line with brand expectations, ensuring consistent service quality, professional presentation, and rapid guest response times, benchmarks that directly shaped my learning experience (Johnston et al, 2012).
During the placement, I worked under McKenzie (Front Office Supervisor) alongside Mo, Adeola, and Basia, who supported my professional growth. This reflective learning log applies Gibbs’ (1988) model to analyse key incidents that enhanced my operational and interpersonal development within the front-office environment. It also demonstrates how learning from Hotel Administration and Front Office Operations and Business Skills for the International Hotel Industry modules informed my practice while recognising the hotel’s commitment to sustainable hospitality principles (Legrand et al, 2022).

2. [bookmark: _Toc213940484]Main Body
[bookmark: _Toc213940485]2.1 Gibbs’ Reflective Cycle
[bookmark: _Toc213940486]2.1.1 Description
During my 80-hour placement at Coldra Court Hotel by Celtic Manor, I worked within the Front Office/ Reception Department under McKenzie (FO Supervisor), alongside Mo, Adeola and Basia. Reception functioned as the operational hub of guest service, coordinating check-ins, check-outs, billing and reservations while liaising with Housekeeping, Food & Beverage and Maintenance. The team used Opera Cloud PMS to allocate rooms, process payments and update room status in real time. Two-way radios and emailed handover notes ensured smooth communication between departments.
A demanding incident occurred during a large group check-in, when several bookings required last-minute changes and one room had a maintenance issue. I assisted by verifying details in Opera Cloud, issuing keycards and contacting Maintenance by radio so the room could be released promptly, maintaining service flow and guest satisfaction (Vallen and Vallen, 2014).

[bookmark: _Toc213940487]2.1.2 Feelings
Initially, I felt anxious and pressured, aware that group arrivals can test a receptionist’s multitasking ability and composure (Walker, 2021). My main concern was avoiding billing errors or guest dissatisfaction through delays. Compared with my Level 4 placement, where I observed procedures, this experience required confident independent action. Guidance from McKenzie and encouragement from colleagues reassured me, allowing me to apply communication and problem-solving skills from earlier learning (Hagg, 2013). When the check-in concluded successfully, I felt relieved and more self-assured, realising that managing guest flow and responding calmly under pressure were now achievable professional strengths.

[bookmark: _Toc213940488]2.1.3 Evaluation 
The experience had several positive outcomes. The team followed a structured plan, assigning one staff member to greeting, one to check-in processing, another to payments, and one to guest queries, illustrating effective division of labour and teamwork (Brotherton and Wood, 2008). Opera Cloud and radios allowed immediate communication with Housekeeping and Maintenance, minimising waiting time for guests. I contributed by assisting with check-ins, explaining procedures to guests, and keeping the front desk area organised while others handled payments and luggage tags.
However, there were limitations. A payment window in Opera Cloud was nearly selected incorrectly, which would have caused refund delays, a reminder that attention to digital detail is crucial (Felce, 2019). In addition, the absence of a clear pre-arrival checklist created brief confusion over room allocations. These weaknesses revealed where procedural refinement and personal vigilance could still improve.

[bookmark: _Toc213940489]2.1.4 Analysis
The incident confirmed that front-office performance depends on coordinated communication, accurate systems use and role clarity, key themes from Hotel Administration and Front Office Operations (BMIH4004). Learning from BMIH4004, particularly check-in procedures, guest billing accuracy and communication protocols, directly prepared me for handling the complexity of group arrivals at Level 6. According to Johnston et al (2012), reliable service delivery arises from transparent information flows and standardised processes. Opera Cloud supported this by centralising guest data and enabling real-time updates. When incomplete notes led to confusion, I recognised the risk identified by Vallen and Vallen (2014) that inconsistent information undermines guest satisfaction.
Learning from Business Skills for the International Hotel Industry (BMIH4001) had earlier developed my interpersonal communication and reflective thinking, enabling me to clarify details with empathy and precision. Walker (2021) emphasises that guest-centred behaviour—listening, acknowledging concerns and maintaining composure—directly improves perceptions of professionalism. Applying those principles helped resolve queries efficiently.
Finally, the teamwork displayed during this event reflected Brotherton and Wood (2008), who note that cross-departmental collaboration enhances operational effectiveness. Each staff member’s clear responsibility and supportive communication created a resilient service system, turning potential disruption into a demonstration of coordinated hospitality practice.

[bookmark: _Toc213940490]2.1.5 Conclusion
This experience demonstrated how technical competence and interpersonal confidence combine to deliver reliable front-office service. Compared with Level 4, I moved from observing to actively managing tasks and decisions, applying both operational and communication skills in real situations. I learned that consistent documentation, calm teamwork and proactive verification prevent service breakdowns. These insights deepened my understanding of hotel administration and reinforced my readiness for supervisory responsibilities requiring independent judgement and accountability (Johnston et al, 2012).

[bookmark: _Toc213940491]2.1.6 Action Plan
To consolidate learning and prepare for future supervisory roles, I plan to:
· Improve data accuracy: Double-check payment screens, reservation notes and billing windows in Opera Cloud before confirming details with guests to prevent financial discrepancies (Felce, 2019).
· Refine communication: Apply active listening and clear language to explain processes and manage expectations, following principles outlined by Hagg (2013).
· Strengthen leadership capacity: Offer assistance to newer staff during busy shifts, practising calm delegation and support as recommended by Walker (2021).
· Enhance record-keeping: Record maintenance issues and guest preferences immediately within Opera Cloud and handover notes to maintain service continuity (Vallen and Vallen, 2014).
These actions will enhance my technical accuracy, leadership confidence, and communication consistency in future roles, supporting my ongoing professional growth.

[bookmark: _Toc213940492]2.2 Service Improvement Proposal 
Coldra Court’s Reception could introduce a brief pre-arrival checklist template for group bookings within Opera Cloud. Standardised fields for payment type, room readiness, and maintenance notes would reduce ambiguity and improve inter-departmental accuracy. Integrating this document into daily briefings would reinforce communication consistency and minimise guest waiting times—supporting the service-quality framework advocated by Johnston et al (2012) and the operational reliability principles of Vallen and Vallen (2014).

[bookmark: _Toc213940493]2.3 Performance Criteria
Front-office efficiency can be assessed through average group check-in duration, billing or refund error rates, and guest satisfaction feedback. Monitoring these metrics monthly would allow management to evaluate progress and identify training needs. Continuous measurement aligns with performance-management best practice outlined by Felce (2019), supporting a culture of accountability and improvement in administrative service quality.

3. [bookmark: _Toc213940494]Conclusion
My 10-week placement at Coldra Court Hotel by Celtic Manor significantly enhanced my professional competence, independence, and awareness of the managerial responsibilities within Reception operations. Applying Gibbs’ (1988) reflective model allowed me to evaluate both the technical and interpersonal aspects of front-office service, identifying strengths in multitasking, teamwork, and communication under pressure. Compared with my Level 4 placement, I moved from observing routine tasks to actively contributing to operational outcomes, demonstrating progression towards supervisory readiness.
The incident involving group check-ins highlighted how theory from Hotel Administration and Front Office Operations, including process reliability, coordination, and guest engagement, translates into practice (Johnston et al, 2012; Vallen and Vallen, 2014). Learning from Business Skills for the International Hotel Industry further supported my communication, reflection, and professional adaptability (Hagg, 2013; Walker, 2021).
Future development will focus on refining leadership and delegation skills, expanding knowledge of property management systems, and continuing reflective practice to sustain growth. Overall, this placement strengthened both my operational confidence and my understanding of how effective administration underpins service excellence in hotel management.
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