Reflective Learning Log –
Front Desk/Reception at Wivenhoe House Hotel



Introduction
The Front Desk/Reception at Wivenhoe House Hotel is a vital part of the guest experience. Before starting my placement, I expected it to just be about check-ins and check-outs, but I quickly realised how complex and demanding this department is. It became clear that reception is the heart of the hotel's communication network, constantly interacting with guests, managers, and other departments. During my time shadowing the Reception Supervisor, I gained valuable insights into leadership, teamwork, guest service, and administrative responsibilities.
To reflect on my experience, I am using Kolb's Experiential Learning Cycle (1984). Kolb’s model encourages learning through a four-stage cycle of Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation. This helps me look back on my placement, analyse what I learned, and plan how to apply these lessons moving forward (Kolb, 1984).
Placement Learning Objectives
· Gain confidence in handling guest enquiries and complaints.
· Observe how the Reception Supervisor manages the team and daily operations.
· Improve communication with guests and colleagues from other departments.
· Understand how bookings, payments, and administrative tasks are processed.
· Learn how to stay calm and professional during busy periods or under pressure.
· Reflect on leadership styles and their impact on the team.
Reflection Using Kolb's Cycle
1. Concrete Experience
During my placement, I was given the opportunity to shadow the Reception Supervisor during various shifts. One experience that stands out is when the hotel was fully booked, and a guest arrived expecting a suite that was unfortunately double-booked due to a system error. I remember feeling stressed just observing the situation, but the supervisor remained calm and took full ownership, immediately apologising, offering alternative arrangements, and ensuring the guest was looked after while waiting.
It showed me how important it is to stay professional even in difficult situations. The supervisor’s problem-solving skills and ability to manage expectations really inspired me.

2. Reflective Observation
Reflecting on that moment, I realised how much confidence and emotional control is needed in hospitality. I thought about how I would have handled it. Honestly, at the start of my placement, I would have struggled to keep calm. But watching the supervisor, I understood that a big part of leadership in reception is staying composed and guiding both the guest and the team through stressful situations (Goleman, 1998).
I also noticed how the team relied on clear communication. When things got busy, if just one person didn’t update the system or pass on a message, mistakes happened. This made me more aware of how vital internal communication is to prevent problems (Argenti, 2017).
3. Abstract Conceptualisation
This experience made me think about how important emotional intelligence (Goleman, 1998) and situational leadership (Hersey & Blanchard, 1969) are. The Reception Supervisor adapted her leadership style depending on the situation – during quiet times, she was more democratic and let us handle tasks independently, but when problems occurred, she took a more directive approach.
I also saw Belbin's team roles (2010) in action. Some team members naturally took on roles like the “Completer Finisher,” ensuring every detail was right, while others were “Shapers,” driving the team forward during busy times. Recognising these dynamics helped me understand why some shifts felt smoother than others.
4. Active Experimentation
By the end of my placement, I started putting these lessons into practice. I tried to stay calm when dealing with guests and to check details thoroughly. I also became more confident in updating colleagues when I noticed potential issues.
Going forward, I want to continue developing my emotional intelligence, practice active listening with guests, and suggest improvements in communication between departments.
Evaluation of Work-Based Skills and Technical Knowledge
Communication
One of the biggest lessons I learned was that communication is key to running an efficient Front Desk. Every time a room wasn’t ready, or a request wasn’t passed on, it led to guest dissatisfaction. This aligns with Shannon and Weaver’s (1949) communication model, where any disruption in the channel can affect the outcome.

Teamwork
Teamwork was essential, especially when dealing with full occupancy. Applying Tuckman's (1965) stages of team development, I noticed how our team moved through the stages and became more effective once everyone understood their roles.
Task Management
The supervisor balanced multiple tasks at once – from overseeing check-ins to handling emails and resolving complaints. It reminded me of Covey's (1989) time management matrix, where prioritising urgent and important tasks is crucial.

Personal Skills
I improved my confidence and patience, especially during guest interactions. Dealing with upset guests required empathy and professionalism, two skills I developed during the placement.
Guest Service
I realised that small gestures make a big difference. Offering a drink during a delay or remembering a returning guest’s name turns a basic service into a memorable experience (Pine & Gilmore, 1999).
Academic Journey Influence
Studying hospitality from Levels 4 to 6 gave me a strong theoretical foundation. For example, modules like Customer Relationship Management and Leadership in Hospitality helped me understand why guest satisfaction is so closely linked to internal processes and teamwork. Without this knowledge, I wouldn’t have recognised the reasons behind the supervisor's decisions
Issue Encountered and Analysis
One recurring issue I personally observed during my placement was guests arriving too early for check-in. Our standard check-in time at Wivenhoe House Hotel is 3 pm, but it was common for guests to arrive as early as 11 am, expecting their rooms to be ready.
Impact
This created several challenges for the reception team:
· Increased pressure on Housekeeping, as rooms were still being cleaned from departing guests.
· Frustration from guests who were tired from travelling and unhappy to wait.
· Receptionists, including myself, needing to manage expectations delicately, often repeating apologies and offering temporary solutions like storing luggage or suggesting the lounge.
· Blocked reception workflow, as we had to keep checking on room readiness, which delayed other tasks like processing departures or answering calls.
This issue particularly affected me during one shift when we had multiple early arrivals and very limited room availability. I remember feeling slightly anxious as I struggled to keep guests updated without having any real solutions to speed things up. It taught me how important guest expectation management is in front office operations (Jones & Lockwood, 2004).
Proposed Solutions
Reflecting on this challenge, I believe there are several practical steps that could help reduce the impact of early arrivals:
· Pre-arrival communication: Sending automated emails before arrival explaining the check-in time clearly and offering early check-in options (for a fee or based on availability). According to Kotler et al. (2017), proactive communication reduces guest frustration and increases satisfaction.
· Upselling early check-in: If rooms are available, the supervisor could authorise early check-in for an extra charge. This creates extra revenue and improves the guest experience (Hayes & Ninemeier, 2009).
· Better lounge facilities: Enhancing waiting areas with comfortable seating, refreshments, and Wi-Fi can make waiting more pleasant. This reflects Pine and Gilmore’s (1999) concept of creating a positive guest experience even during unavoidable delays.
· Real-time updates: Improving communication between Housekeeping and Reception using software that shows live updates on room status would reduce the need for constant manual checks, which aligns with Lean Service principles (Womack & Jones, 1996).
Reflection
Although the Reception Supervisor handled the situation well by keeping guests informed and offering complimentary coffee, I could see how stressful it was when the same problem repeated across different shifts. It made me realise that small operational issues like early arrivals can create a big impact if not managed efficiently.
From my perspective, improving communication with guests before arrival and enhancing the early arrival process would make life easier for staff and guests. This is something I will keep in mind in future roles, especially if I work in Front Office management.
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