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Introduction
This learning log will focus on providing my learning experience that I gained during shadowing reception department, based on Kolb’s learning cycle, the reason being that this model is a useful tool that helps an individual understand a certain experience through four stages (Appendix): the experience itself, a reflective observation of the experience which leads to new ideas, which is the third stage, and finally application of those new ideas to different situations (Sewell, 2019).
The objectives that were set within reception placement were the following:
· Learn about handover, cash journal, shift bank
· Be able to check out/ check in guests, VIP stays
· Understand difference between refundable/ flexible/ stayover/ day use bookings
Section 1: Reflection on Experience and Personal Development
Having the opportunity to spend time shadowing reception at Hotel Ibis Northampton represented a major improvement for myself, as last year I spent zero hours in this department, and I was keen to learn as much possible. Learning about handover, cash journal, VIP stays, shift bank, arrivals/ departures in depth and being able to actually handle guest’s enquiries myself and preparing access cards for them has not only expanded my knowledge but also made be realise this is my favourite department out of all the departments of the hotel. 
Therefore, I can affirm that my personal development has enriched, I gained a deeper understanding of guest service various implications and I also found my way.
Section 2: Critical analysis of work- based skills and technical knowledge
If during housekeeping shadowing I learned that work- based skills are important, as they reflect efficiency (for example how many rooms can be cleaned in one hour), during the time I spent in reception I have gained the understanding that a strong technical knowledge can decide the faith of customer service, making it excellent or poor (Soylu, 2015). For example, a receptionist that is good with technology will provide better and quicker service than one that hasn’t the same level of technology skills.
However, it cannot be stated that one set of skills is more important than the other, on the contrary, they must go hand in hand, a receptionist is the first person to interact with a guest, therefore the one deciding the first impression (Accor, 2025).


Section 3: Reflection on organizational issues
At one point during placement, I witnessed a situation that reflected organisational issues within the hotel. I was alone at the desk, the receptionist on duty was taking a phone call and the shift supervisor was in the back office alongside the general manager, when a guest approached the reception, he was visibly frustrated, and I asked him how I can help. The man cut me off by replying there is absolutely nothing I can do to help him, he is only here to speak with Sharon (GM); by telling me her name so casually I presumed he really knows her so I went into the office, moment at which I saw both supervisor and manager watching the cameras and I was told by them to go back and tell him the manager is in a meeting. When I came to the guest and let him know the message he asked me if the manager assistant is available, told him she on leave and kindly asked him to take a seat in the lobby if he wants and perhaps the receptionist will finish the call and be able to help, or the manager will finish her meeting; at that point he started shouting at me that he is not going anywhere, he is standing still at the reception until Sharon comes to him, and I told him that he can wait but there is no need to stand in front of our desk, he can take a seat as I cannot know how long it can take, and his reply was a punch in the desk and his exact words were “No! I am waiting here!”. I obviously went back in the office, supervisor and manager were aware of everything that has happened because they were watching the cameras and told me that is just his normal attitude, and the receptionist will deal with him when he finishes the call. When the receptionist took over the situation the guest started complaining even more and raised his voice, and at that point the manager came out of the office and stepped in to calm him down by placing the guilt on the receptionist. It appears that the guest was supposed to check in the day before, and the policy states that there is a fee to pay for a ‘no show’ and no other new booking can be processed until the fee is cleared, and the email he received with that information made him so furious that he came to the reception prepared to argue. He replied to the manager that it is unacceptable that he is treat just like any other guest, when he is a regular guest for so many years and he will not accept to wait for anything, his time is precious, and his time means money. The manager quickly replied that she will waive the fee and allocate him a room instantly. 
I strongly believe that staying in the office fully aware that he is there and allowing me (a new person to this guest) to handle him and make him wait even more made the situation worse. Roberts (2025) suggests that respecting the principles in guest service guarantees customer satisfaction and then further leads to a good business reputation, moreover customer service is the core of profitability. And in the scenario just described the contrary happened, the guest loyalty was not appreciated, no empathy and respect towards the guest were proven, and most importantly speeding in response was clearly missing, therefore all of these principles were broken, hence the guest just got more and more frustrated.
I am convinced that the situation could have been avoided if the guest would have been served by someone with far more experience than me, and also, someone from the team that he is familiar with. I would add that he could have been offered a free meal or a small gesture to show him appreciation and to express the hotel is sorry for the situation created. Paul (2024) states a similar idea, that hospitality is very competitive, therefore requires efficient strategies, an offering a free product or service to a guest is a significant marketing strategy that psychologists suggest is creating in the mind of the receiver the idea that he/she has return something back, which for a hotel represents more bookings. There are also surveys that prove guests appreciate a free product (Valenzuela, 2023).
Conclusion and action plan
With the important conclusion that I enjoy reception department I plan to act towards starting a career as a receptionist, and as I feel I am not yet prepared enough, I will continue to improve my skills. Upon research, I found out that administrative tasks are one part of the role, a good reception will also have problem- solving skills, organisational skills (Indeed, 2024) and these are the areas where I need to improve in the future.
Furthermore, interpersonal skills and professional manners are also required from a receptionist (Hospitality Career Academy, 2025) as in the example provided at Section 3, thus I plan to invest in training programs to ensure that I will be prepared for any type of problem- solving matters. 
However, there is no order of importance when it comes to analysing the importance of skills that are required from a receptionist (Sawyers, 2019), and multitasking and prioritizing need to be mentioned alongside the ones already discussed, because reception is the first place of contact for guests and skills must be braided in order to ensure excellent guest service is provided.
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