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Introduction:
The purpose of this journal is to reflect on my experience during my 10-week placement at the Holiday Inn Sunderland an IHG hotel, I was assigned to shadow a supervisory role at the reception of the Holiday Inn Sunderland. The front desk serves as the hotel's public face and oversees numerous crucial touchpoints in the guest’s experience. The first and last contacts have a significant impact on how the guest perceives the hotel (Elphick,2025). I will be implementing Kolb’s Reflective Cycle to assess and evaluate my experiences and learning during this time. David Kolb devised a concept of reflection known as "Reflective Practice". This concept consists of four interlinking steps that can be used to a wide range of activities. It isn't limited to one form of learning experience. There are four main stages: concrete experience, introspective observation, abstract conceptualisation, and active experimentation. Let's look at each of these stages separately (StudyPrism, 2025). Through these stages, I will reflect on my development in the reception department, assess how my abilities and knowledge have changed, and evaluate the significance of work-based talents in hotel administration.
Learning objectives for Placement at Reception:
· Make a great first impression while meeting and greeting guests
· Develop communication and customer service skills while interacting with guests (Teal, 2025).
· Improve task management and multitasking skills in a fast-paced environment
· Gain understanding of hotel check-in and check-out processes and their importance for guest satisfaction
· Effectively prioritise administrative tasks, including handling bookings, payments, and guest inquiries
· Learn how supervision plays a crucial part in ensuring efficient front desk operations (Hamiltonmercer, 2025).

Section 1: Reflection on Experience and Personal Development
During my placement at the Holiday Inn Sunderland, I had the opportunity to shadow the reception supervisor and engage with the various aspects of reception management. The concrete experiences I had were diverse and varied, allowing me to gain a better knowledge of the complexity of hotel administration. One of the first tasks I engaged in was assisting with guest check-ins and check-outs, an essential element of hotel operations. I was able to witness the importance of the receptionist and the role they play in ensuring the satisfaction of the guests. The reception staff handle various administrative tasks, including managing bookings, processing payments, dealing with guest complaints and enquiries, whether that be face to face, via email or over the phone. 
Reflecting on these experiences, I realised the magnitude of the responsibilities that of a receptionist.  I also realised that delivering great customer service was the core of every interaction, hotels rely heavily on loyal customers and good word-of mouth marketing, this can be achieved through delivering great customer service (. Each guest that walks through the door required a different level of attention, some days you would have simple check-ins and check-outs and other days you were facing issues, for example whilst on shift there was a check-out however the guest had an outstanding balance on the account which meant payment was required before check-out. However, this guest had left without coming to the desk before departing, the receptionist then rang the guest for the outstanding balance but was unable to get a reply. This led to frustration as there was still an outstanding balance. The receptionists deal with numerous complaints and special requests on a daily occasion, all this had made me feel overwhelmed by the constant flow of guests and the multitude of responsibilities that receptionists handle simultaneously. With time I began to have an insight of the operational dynamics that occurs behind the scenes. Observing the supervisor gave me an understanding into the role of ensuring that jobs are completed efficiently while maintaining a high level of service and professionalism.
This experience highlighted both my strengths and areas for growth. My ability to stay calm under pressure and communicate effectively with guests helped me adapt quickly to assist the staff. I found that my ability to multi-task was also a strength in this department as I managed to do multiple check-ins as well as ensure to keep the front desk always organised while I was on the front desk. 
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Being on reception involved me using both hard and soft skills. Hard skills such as the use of the booking system (opera) I was able to manage the hotel PMS system very well, processing payments, managing reservations, inventory balancing, correspond via email (Indeed, 2025). Applying these skills enabled me to develop my technical proficiency.
What I realised was the importance of the soft skills, effective communication, problem-solving and teamwork was the main ones for me. Effective communication is the foundation of a hotel receptionist's position. A receptionist must be a superb listener, carefully hearing and comprehending guests' questions, problems, and requirements. Clear and succinct communication is vital for ensuring messages are transmitted accurately (Habiballah,2025). I learned how to listen actively to respond to guests’ concerns appropriately. The teamwork between the departments was amazing, the team coordinated with relevant departments to ensure guest issues were addressed and resolved efficiently.
My academic background helped me in understanding the importance of these skills. My studies on customer relationship management, communication theories, and operational efficiency had helped when applying effective communication when dealing with upset guests at reception. 
In terms of technical knowledge, reception is an important part of every hotel since it manages guest relations and ensures that everything runs smoothly. It serves as a liaison between guests and various departments inside the hotel such as housekeeping and maintenance (Oden, 2024). This means strong communication and teamwork between the front-end and back-of house is very important to ensure all guest requests and needs are met, whether it be a maintenance issue or housekeeping requirements. 
Section 3: Reflection on Organisational Issues
Although my experience was very enjoyable, I did encounter organisational issues. One guest had requested a late check-out on arrival, however that wasn’t communicated back to any members of staff nor was there a note on the guest’s reservation or trace in place, so that housekeeping department and the front of house team would be aware of. Holiday Inn’s check-out is at 11pm after which the receptionist starts ringing guests or knocking on doors advising the check-out time or there would be a late check-out fee, and due to this lack of communication the staff on shift was unaware whilst doing the checks they started knocking on the guest’s door only to be told that they had requested and paid for a late-checkout, this led to the guest very upset and frustrated and making a complaint leading to a negative review of the hotel, this then affects the hotels reputation and brings scores down. 
Reflecting on this issue, I realised the importance of communication and task management within the hotel’s operations. Had this been communicated between the staff this issue would have prevented the dissatisfied guest and complaint. Clear communication between departments is crucial to ensure smooth guest experiences (SiteMinder, 2024).  A simple task of making a note in the system would have prevented this miscommunication.
To resolve such complaints, I recommend training staff on clear communication and managing guests’ expectations can reduce frustration (Miller, 2025). Implement a real-time communication system for staff updates. 


Section 4: Conclusion and Action Plan
In conclusion, shadowing the reception supervisor at Holiday Inn Sunderland deepened my understanding of hotel administration. Kolb’s Reflective Cycle helped me reflect on the importance of technical skills and soft skills like communication and teamwork. 
The placement highlighted the importance of both hard and soft skills, most importantly communication. I’ve learnt that guest satisfaction comes down not only on guest interaction but also the efficiency of the internal systems that support them.
Moving forward I aim to improve my technical skills. after seeing the importance of communication, I will continue to improve my communication abilities to provide the best possible guest service. During my placement on reception, greeting and interacting with guests was the most pleasant, I will continue to reflect on my experiences to guide my future career in hospitality management. 
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