
	





Shadowing Reception/Front Office Supervisor Reflection 



Introduction
	Coldra Court, Newport Hotel is part of the Celtic Manor Resort collection known for its luxurious service standards and coveted 4-star traveller rating (Coldra Court Hotel, 2024). The hotel includes a golf course, spa facilities and accommodation options. Over  50 room nights a day are booked through the hotel's front office, which also manages reservations, guest registration, transportation, concierge services, and billing. My learning goals were to shadow a front desk manager to acquire expertise in managing employee schedules, handling complaints, and ensuring efficient check-ins and check-outs. This reflection is based on Donald Schön’s analysis of reflection – reflection in/on action (Eklund, Dixon, and Wegener, 2023) alongside other skills. My goal was to acquire practical skills in problem-solving, coordination, and communication that are essential to this department that interacts with guests.
Section 1: Reflection on Experience and Personal Development
Shadowing the front office manager provided a valuable opportunity to engage in reflective practice, drawing on Donald Schön’s analysis of reflection. Through this experience, I was able to apply theoretical ideas about visitor satisfaction and service failure recovery to practical situations, closing the gap between theory and practice. When a guest complained about a billing problem, for example, I saw the manager respond with empathy, quickly resolve the charges, and offer a gesture of goodwill (extending a free cup of preferred coffee) while outlining hotel policies. This illustrated how to integrate the technical expertise, interpersonal abilities, and emotional intelligence required to keep customers loyal in the face of difficulties (Johnston, Shulver, and Clark, 2012). The manager's prompt and compassionate handling of the billing error complaint is consistent with Schön's concept of reflection-in-action (Eklund, Dixon, and Wegener, 2023), which advocates for practitioners to evaluate their activities in real-time to enhance results. 
Along with my academic background, my prior housekeeping internships helped me to develop my understanding of the value of interpersonal, teamwork, communication, and task management abilities in meeting and exceeding guest service standards. However, this placement enhanced my ability to coordinate workers, manage operations across departments, and devise creative solutions for client concerns. An in-depth evaluation of data from 57 participants revealed that the association between using strengths and taking personal initiative predicts work engagement the next day (β =.07, p <.05) (Bakker et al., 2022). This suggests that managing complex teams necessitates knowing each member's strengths to maximise group accountability. This is consistent with Schön's concept of "reflection-in-action," in which professionals draw lessons from their experiences at the moment and modify their strategy in response to demands from the context and quick feedback.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
 In front office roles, soft skills such as communication, problem-solving, teamwork, and critical thinking are essential, but technical skills such as reservations administration and billing software operations are also necessary (ASET, 2017; Rachmawati et al., 2019). These skills allow for tailored guest encounters. For example, I observed our front desk staff employing inquiry and active listening strategies to learn about the preferences of a first-time visitor and suggest the best locations for rooms, nearby activities, and hotel amenities. The guest extended their stay by two nights as a result of their proactive value-adding and ability to customise check-in conversations. This shows how important it is to have both technical proficiency and interpersonal skills to interact with visitors personally, improving their stay and possibly bringing in more money for the hotel.
I witnessed how empathetically updating progress and outlining the steps being taken to address problems fostered a greater perception of care while shadowing the manager managing a room allocation situation during peak check-ins. Despite the pressures, the lobby rating that week remained at 4/5, suggesting a positive organisational image despite the bottlenecks (Coldra Court Hotel, 2024). Skills and competencies in room inventory and pricing categories guaranteed maximum revenue, and kind correspondence encouraged visitor trust. The combination of operational efficiency and emotional intelligence sets apart hospitable service, as demonstrated by Evans's (2019) approach to strategic management in the hospitality sector. This highlights how crucial it is to successfully manage both the operational and emotional demands of visitors in addition to their needs since doing so will ultimately make their stay more fulfilling and memorable.
Section 3: Reflection on Organisational Issues
 One major issue I observed was that there were communication breakdowns between housekeeping and the front desk, which delayed the preparation of rooms. For instance, approximately 18 rooms were not available for guests upon arrival after check-in time when numerous requests for early check-in were approved without matching updates to housekeeping for early service. While real-time updates are made possible by technology, such as maintenance notifications, excessive reliance on them may cause humans to overlook downstream effects (Mullins, 2023). This incident made clear how crucial it is for departments to coordinate and communicate well to provide smooth visitor experiences. To avoid similar problems in the future, it also emphasised the necessity of striking a balance between technical advancements and human oversight, highlighting the significance of ongoing development and adaptability in hotel operations.
Coordination might be greatly increased by strengthening lines of communication through post-mortem debriefs emphasising interdepartmental accountability (UWTSD, 2019), better status boards, and pre-shift standups. As an example, Marriott's incident rate of customer reservation mishaps has remarkably reduced because of the use of AI in predicting customer flow, integrating customer sheets, visualising volume and pace expectations, and having managers jointly own outcomes (Coldra Court Hotel, 2024). Rather than engaging in blame games after an incident, using Donald Schön’s reflection model, in action reflection implies the need for regular cross-functional check-ins to further encourage collective course correction (Eklund, Dixon, and Wegener, 2023). In my future position as head of guest services, it will be essential for me to prioritise collaborative communication over linear methods. This approach guarantees smoother visitor encounters and greater levels of satisfaction by improving operational efficiency as well as teamwork and accountability.
Section 4: Future Action Plan
 To build technical expertise, I intend to enroll in short courses offering a certificate in areas such as hospitality management covering demand forecasting, pricing strategies, customer services, and distribution channel optimisation. Abdelhamied (2019) study found that work-based training (WBT) improved service delivery and exceeded customer expectations, as shown by multiple regression analysis, which also showed a favorable impact on assurance and tangibility (β = 0.426, p = 0.003) and reliability (β = 0.858, p = 0.000). Employee prospects seeking positions in guest services are recommended to focus on a relevant operational area while linking revenue concepts to more general goals related to visitor happiness.
Additionally, I intend to provide my assistance at the front desk to answer questions from visitors during the major conferences the hotel is hosting this year. Directly involving external stakeholders to offer travel advice and event details helps improve problem-solving, customisation, and communication abilities. Each exchange increases the agility of visitor service.
To strengthen the leadership skills of my team, I have requested to be assigned some management during holidays, which will enable me to oversee the arrival, departure, and night processes during high-volume summer months. During the onboarding process, I will develop my coaching skills by mentoring new front-desk hires (Hassanien and Dale, 2019). My progress toward the head of guest services roles I aspire to qualify for would be accelerated by aligning such activities to build technical and social capital with the priceless exposure this placement provides.
Conclusion
With an emphasis on the value of proactive communication, this guest services placement emphasised the delicate balance that must be struck between operational effectiveness and individualised guest care. It demonstrated to me how, especially in intricate circumstances, a cohesive approach to communicating raises overall guest satisfaction. It also sparked a new interest in revenue planning and training, which I believe are essential to improving the guest experience. My skill set has been greatly broadened by this experience, especially in terms of becoming ready for potential managerial positions in the hospitality sector. 
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