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Introduction 
In this learning Log I am going to reflect on my experience shadowing a supervisory position at the front office. I will be using the Atkins and Murphy model of reflection, to which after I will create an action plan for my future using the discoveries from the model, Furthermore I will list out my objectives for the placement before reflecting, and then also list key insights before my conclusion. 

Atkins and Murphy Model of reflection 
The Atkins and Murphy model is comprised of 5 key parts: awareness of whatever discomfort/action/experience, then describing that situation, including all emotions and events, next is the analysis of those feelings, identifying assumptions and then challenging them while also exploring alternatives. Penultimately, The model’s next step is about evaluating the relevance of the knowledge found in the analysis, Does it help to explain/solve the problem? Lastly, identifying any learning, key takeaways, shifts in opinions, etc (Atkins, 1993).
Objectives 
Before Using the model I want to list my objectives prior to the placement, which were: 
· Seeing how front desk operates (assigning rooms, etc)
· Not making any mistakes in speech when greeting guests 
· Avoiding obvious administrative mistakes (Irikefe, 2021).
Awareness 
I noticed there was an issue at Leo when I spoke with the front desk staff about how often they help out in other departments, such as the bar. They were taken a little aback and told me they only work at the front desk and have never helped at the bar. Which made me think about how it might be an issue during bar staff shortages. For my actual placement overall feelings, I realised halfway through that it was quite laid back, and everyone was super happy and relaxed, I felt a little surprised but pleased with the work environment (Holmes, 2018). 

Describe the situation 
To start this description, I would like to mention that, while I couldn’t find any major issues, there was one thing that stood out to me. At my previous placement experience at Premier Inn, the front desk staff would sometimes help out at the bar, serve drinks, etc. They were trained for both departments. However, at Leonardo Hotel, the front desk staff did not help at the bar, and most of them had no former experience bartending. This could be a real issue, not cross-training staff. Suppose Leonardo’s bar staff yearly turnover drops and a few members call in sick. In that case, there won’t be anyone available to cover apart from possibly the DM (Duty manager), which puts a strain on other departments. The hotel itself hasn’t done anything to resolve this issue (Salem, 2017). 
Apart from that, my experience was super pleasant shadowing the supervisor. Since Leonardo is an airport Hotel, many people greeted the front desk with joy, happiness and glee. And if guests were checking in without a smile, they were usually in a rush or too tired to cause issues. Whereas at my Premier Inn placement, I had a few instances of intoxicated guests causing disruptions (Eld, 2015).
Analyse feeling and knowledge 
Since my placement at Premier Inn, I had always assumed working at hotel front desks was likely the worst job in the hotel since it required you to deal with annoying guests, intoxicated people, and troublemakers. This assumption was also enforced by movies where the main character is being obnoxious towards the receptionist. However, looking over my experience at Leonardo I realised everyone was super cheerful (as described in the previous paragraph). 
Analysing why Premier Inn guests were a hassle, I think it was due to the fact it was a normal hotel in the heart of Leicester, more people were coming from pubs/football games / general drinking, compared to Leonardo where people were on route to their holiday destintions. Moreover, Premier Inn was a 3-star hotel. As an example off how they treat customers, if you wanted to check in before 3pm you had to pay a £10 fee, whereas at Leonardo they will put you in a room if open. Now a £10 fee isn’t the biggest problem in the world, it just shows how much better Leonardo treats its guests, so of course people would be happier, getting a good service also (Sachs, 2023).
The knowledge I can extract from the placement experience is that staff perform better when they are treated better, the front desk staff always looked ‘’ready for work’’ and were also in good moods during my time there, and I can’t blame them, the staff lounge was very nice, very clean and cozy. As well as the fact that they didn’t work in other departments, probably makes their work days a lot less stressful, although it is to the hotel’s detriment, maybe that is the reason why staff do not work in other departments (O’neil, 2011).


Evaluate the relevance of knowledge 
I think realising why Leonardo doesn’t cross train staff is relevant to my guest service skills, since most businesses & hotels do cross train their staff for other departments, I found it interesting that they don’t. I think the reason for that is to keep their staff as stress-free as possible to keep morale up, as mentioned before. This is relevant to my guest service skills as staff performance and staff morale are key to great guest service, as an upcoming manager, knowing the importance of staff morale is key. I would now know, in the future, how important staff morale is, and this knowledge will affect my future decisions (Jennings, 2013). 	
Identify any learning 
In the above paragraph, I mentioned how I gained better knowledge of how to make guest service better. I think the main part of being a manager in a hotel is understanding how to manage people, to get the result you desire. Like a grandmaster in chess, as a manager I should use my staff (‘’chess pieces’’) to achieve the goals set out by myself or by the owner/board (Goranak, 2019). 
Action plan 
Before I list out key insights from this Reflection, I would like to mention how I will use this information in the future. Such as, firstly looking at other factors that keep staff happy. I can recognise now that a nice lounge and a little less work is not the x factor that keeps staff happy, so I plan to reflect on what made me happy in other jobs, but also studying other managers and their treatment of staff and implement that into my own methods for when I become a manager also. Moreover, I would like to develop a way to cross-train staff, and have them work in different departments in a way that still keeps morale up, as I believe cross training to be a net benefit when done right (Akrivos, 2007). 
Key insights 
· Staff perform better when happy 
· Airports and Holiday destinations generally have easier guests to work with 
· Cross training is a net positive despite added stress on staff
Conclusion
In Conclusion, I enjoyed my time shadowing the front desk at the Leonardo Hotel more than the Premier Inn, and learnt key lessons such as the importance of staff morale, and how location can impact guest mood which in turn impacts staff mood.
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