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1 [bookmark: _Toc213406457]Introduction
The experience I got in the Hampton by Hilton London Luton Airport Reception under the guidance of Haroon, with other colleagues, Zenab, and Sabbir, helped me understand what it means to work in the reception. The reception department is an essential section of the administrative and guest-facing part of the hotel, which handles the check-in and check-out process and attends to customer queries (Liu and Liu, 2021). It also keeps records of bookings and sees to it that the guests meet and are safely and in a professional manner assisted during their stay. The reception is a key touchpoint that tends to be the direct contact point of the guests upon arrival and the last one regarding customer satisfaction and the hotel image (Walker, 2021). 
My responsibilities primarily included checking in and out, responding to guests ' questions, updating the reservation system on property management, liaising with housekeeping, and helping to solve guests ' problems in a professional way. To reflect on it, I employed the Model of Reflection created by Schoen in an attempt to look back at my actions, reflect on my approach to situations, and see what I have learned and what I can learn or do better.

2 [bookmark: _Toc213406458]Section 1: Role Reflection (Schon’s Model of Reflection)
[image: Reflective Practice: Schon: The reflective practitioner | CIH Online  Learning]
Figure 1: Schon’s Model of Reflection
(Source: Zhang and Chen, 2023)


2.1 [bookmark: _Toc213406459]Reflection-in-Action
A very memorable moment that I had was when I was checking in with a very large number of guests at the same time. One of the rooms assigned to a guest had not been cleaned, and the guest got angry. I had to move swiftly at the time. I enquired about the housekeeping system, advised Haroon about the case, and apologised to the guest in a calm and respectful manner. I also complimented the guest with complimentary tea in the lobby as we made arrangements with housekeeping to have that room given priority. This has taught me that effective communication and patience can turn a situation that may have turned out to be harmful into a manageable one.
My other experience was with a guest who had a challenge in comprehending the English language and was lost on his/her airport shuttle schedule. I recognised that I had to change my voice, speak, and provide visual aid such as printed shuttle schedules. This experience has made me remember the significance of empathy and non-verbal communication when dealing with a guest from a different culture.
2.2 [bookmark: _Toc213406460]Reflection-on-Action
These experiences led me to contemplate my behaviour. In the case of the check-in, I learned that I should have looked into the status of the room earlier and communicated more effectively with housekeeping to avoid wasting time. This has made me more proactive in checking room preparedness.
As to the communication challenge, I learned that I need to be patient and adjust my communication in hospitality. I was taught this when I watched Haroon and Zenab decide to treat guests. Their relaxed demeanour made guests feel treasured even in cases of misunderstanding (Bowen, 2022). Reflection afterwards allowed me to realise the significance of not only doing the work, but also focusing on the emotional comfort of the guests.
3 [bookmark: _Toc213406461]Section 2: Discussion of Key Hotel Administration Issues
One of the main problems that I noticed in the reception department was the lack of uniformity in staff training, especially for new hires who needed training on how to use the Property Management System (PMS). 
There were staff who were well trained in one-to-one training, and those were only taught through observation during the busy shifts (Im and Kim, 2022).
 This disparity in training left loopholes in confidence, work pace, and, at times, errors in keying in guest information, making payments, or room availability (Aruldoss and Parayitam, 2021).
One of the most communicative and accurate jobs is reception work, where the smallest slip, like booking the wrong type of room or forgetting to receive payment, will leave the guests without satisfaction and will lead to additional work. Lack of standard training or inadequately planned training results in a lack of discrepancy in the quality of the services. (Johnston et al., 2012). This also impacts teamwork since employees might be more dependent on others to assist them, which slows down the workflow in peak check-in and check-out times (Hagg, 2013).
Based on the observation of my supervisor, Haroon, I figured that proper procedures and frequent guidance are significant. Staff worked with more confidence when he explained tasks in a slow manner and made sure they were understood. 

4 [bookmark: _Toc213406462]Section 3: Future Trends in Hotel Administration
The front office operations are becoming highly dependent on technology. In my placement, I noted that some of the reservation checks in the hotel were being done manually, hence slowing down the service. Most hotels currently have a higher number of automated systems, mobile check-in programs, and online communication tools to satisfy the demands of guests to receive a quicker and contactless service (Rutherford and O’Fallon, 2007). The other trend is the use of data to know the preferences of the guests and the patterns of their stay (Kajla et al., 2022). The modern reception systems can monitor the requests that guests place and previous check-ins, which assists the hotels in developing a more personalised experience (Zhang and Chen, 2023). From now on, the reception staff will be required to be more assured in the use of such systems and interpretation of information to improve the quality of service. 








5 [bookmark: _Toc213406463]Development Goals
	Goal
	Action Steps
	Timeframe
	Expected Outcome

	Improve confidence and accuracy when using Front Office systems (PMS)
	· Take time every shift to update bookings, check-ins, and check-outs, as well as check the status of rooms on the PMS.
· Seek advice in case of doubt by asking Haroon and those who have worked with the company longer than you. 
· Take short notes after each task to remember steps clearly.
	3 months
	I will become faster and more accurate when using the front office system. I will be able to complete routine tasks without needing support and feel more confident handling guest and reservation information independently.

	Strengthen communication and guest service skills
	· Observe how Haroon, Zenab, and Sabbir speak to guests in busy or stressful situations. 
· Practice speaking calmly, clearly, and politely, especially with guests who may be upset or confused.
· Reflect after difficult interactions to understand what went well and what I can improve.
	3–6 months
	I will be more comfortable interacting with different types of guests. I will handle questions and complaints confidently and maintain a professional and friendly tone at all times.

	Improve teamwork and coordination with Housekeeping to support room availability
	· Communicate room readiness updates regularly during busy check-in times. 
· Confirm room status directly instead of relying only on system updates when there is pressure. 
	6 months
	Check-in flow will become smoother, fewer delays will occur with room allocation, and relationships between departments will strengthen. This will lead to a better guest arrival experience and less stress for reception staff.




6      Conclusion 
Working in the reception department of Hampton by Hilton London Luton Airport helped me to realise the emotional and operational sides of the work in the hospitality industry. I was exposed to the values of communication, patience, coordination, and application of systems in the development of the guest experience in an appropriate way. Real-life situations have helped me to become more confident and conscious of the implications of my actions on the guests and other employees. Now, I understand that it is not only required to accomplish assignments, but to become a successful hotel administrator, one must also be a part of a positive and responsive team.  
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