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Hilton Garden Inn Luton North is a mid-range business hotel for corporate and leisure tourists (Wahyuniati et al., 2023). The hotel serves breakfast, lunch, supper, bar services and event catering. The hotel prioritises client happiness via efficient front desk and F&B management. I spent most of my Level 6 hotel placement at the Front Desk, where I learnt OnQ system operations, guest check-in and check-out, and financial activities. I worked with Joana, the Front Office Manager, and supervisors Tharin, Dre, and Raluca in the reception, who taught me about front office operations. Maria will supervise me in Food and Beverage next week. This will give me a new perspective on guest service, order-taking, food handling, and F&B operations. Kolb's Experiential Learning Cycle Concrete Experience, Reflective Observation, Abstract Conceptualisation, and Active Experimentation guides this reflective learning journal. 
[bookmark: _Toc192172852]Learning Objectives
1. To develop operational and managerial skills in the Front Desk and F&B departments.  
2. To gain proficiency in Hilton’s OnQ system for reservations, billing, and guest check-in/out.  
3. To improve guest service, teamwork, and problem-solving skills.  
4. To understand task management and interdepartmental coordination.  
5. To acquire F&B service standards knowledge and their impact on guest experience.  
[bookmark: _Toc192172853]Reflection Based on Kolb’s Experiential Learning Cycle  
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Figure 1 Kolb's Learning Cycle 
Source: Communication Theory (2023)
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At the Front Desk, I performed several hotel operational jobs. My main task was learning and utilising Hilton's property management software, OnQ, to book guests, perform check-ins and check-outs, and handle finances. I learnt how to answer questions, address problems, and surpass visitor expectations via daily encounters. Billing, invoice processing, and cash reconciliation were also important. This job taught me the value of financial precision and accountability in hospitality operations. I also worked with cleaning and maintenance to prepare rooms, answer visitor difficulties, and handle special requests. Delivering welcome notes to guest rooms is one of the smaller but powerful responsibilities, emphasising the value of detail and personal service in hospitality (Tourky et al.). While I didn't do cleaning, working at the Front Desk taught me how departments work together to deliver a smooth visitor experience. 
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After my experience, I realised the Front Desk was integral to the guest’s experience. Since this was the first and last point of contact for guests, being professional, efficient and having a positive attitude was critical in ensuring that the guests were satisfied.  One of my most valuable lessons was the importance of clear communication and teamwork. The Front Desk does not work alone; housekeeping, maintenance, and F&B teams constantly coordinate with it (Stylianou and Pericleous, 2025). I communicated well to ensure room availability, handle guest issues promptly, and manage special requests.  
A significant challenge one can face is handling peak-time workloads when cheque-in and cheque-out are busy (Strittmatter, 2023). In these situations, I had to think on my feet, prioritise tasks, and keep a level head. 2) I had to deal with guest complaints for billing errors, or it was a room preference or a special accommodation. These interactions were initially very intimidating, but with the help of my supervisors, I learned how to de-escalate, empathise with guests and find the best solution. As I look ahead to my F&B placement, I look forward to working in a more fast-paced environment where I interact directly with guests.
[bookmark: _Toc192172856]Abstract Conceptualisation – Theoretical Analysis
Moreover, by analysing my experiences through academic theories, I gained deeper insights into the importance of guest service, emotional intelligence, and operational efficiency. The SERVQUAL Model measures service quality through Reliability, Assurance, Tangibles, Empathy, and Responsiveness, which also fits the Front Desk responsibilities (Perez and Apritado, 2022). Reliability in the form of accuracy of guest reservations and billing and Assurance in terms of polite and knowledgeable service are the dimensions. Guests were positive when I remembered their preferences or patiently addressed their concerns.  
According to Goleman's EQ Model, emotional intelligence is another crucial factor in guest interactions (Mody, 2023). Handling difficult guests took work, which meant practising self-awareness and self-regulation to remain professional and composed in my responses. Empathy and social skills were important in making guests feel valued and comfortable, even during a complaint or service delay (Jacobsen, 2023). Moreover, the learning I got at the Front Desk results from Job Rotation Theory, which emphasises the need to train employees in different jobs. With my upcoming transition into the F&B department, I will be able to increase my hospitality skill set further, gain a full grasp on the operations of a hotel, and better adapt to different roles.
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Amongst all the other organisational challenges, one of the most notable is staffing and workload management (Berners, 2024). During the peak period, the Front Desk staff found it difficult to keep up with guest requests; hence, the waiting time was longer, and the service took longer. The main causes of this issue were insufficient staffing during peak hours, inadequate cross-training, and breakage of communication between departments. This challenge had an impact on guest satisfaction levels as well as employee stress. Guests experienced frustration due to service delays, and the staff were put under high-pressure situations, influencing morale and efficiency. 
In addition to this, to solve this problem, I suggest some practical solutions. As with most businesses, cross-training staff between departments could give employees the flexibility to help during peak times (Arellano et al., 2023). Self-service cheques in kiosks or mobile cheque-ins can be installed at the Front Desk, easing the burden of the Front Desk on returning guests who like digital convenience. Secondly, introducing pre-shift briefings would help improve interdepartmental communication and have the teams on the same page regarding guest expectations, room readiness and service priorities. 
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This is my placement at Hilton Garden Inn Luton North, where I learned much about hotel running, guest service, and problem-solving. I have acquired technical exposure to the OnQ system, financial management, and front desk operations, enhancing my interpersonal and communication skills and working under pressure. Through this experience, I discovered that I like hospitality management. I want to improve my leadership skills and hone my skills in hotel revenue management, event planning and improving guest experience. My upcoming F&B placement would also enable me to enhance my operational knowledge and hone my customer service skills in a different setting.
[bookmark: _Toc192172860]Future Action Plan  
Table 1 Action Plan
	Action Plan
	Objective
	Expected Outcome
	Timeline

	Expand technical knowledge in hotel operations and F&B services
	Gain in-depth understanding of hotel systems, service standards, and operational efficiency
	Increased expertise in front desk operations, F&B management, and guest service improvement
	Ongoing during placement and post-placement learning

	Take leadership training courses.
	Develop managerial skills, improve decision-making, and enhance team leadership abilities.
	Better preparedness for supervisory or managerial roles in hospitality
	Within the next 6-12 months

	Seek mentorship opportunities within Hilton’s global network
	Learn from experienced hospitality professionals and gain career guidance
	Stronger professional network and career growth opportunities
	Within the next 3-6 months

	Gain experience in event coordination and revenue management
	Understand event planning logistics and financial decision-making in hotel management
	Enhanced ability to manage hotel events and optimise revenue strategies
	Over the next year, through job rotations or internships

	Explore career opportunities in hotel operations and guest service management.
	Identify potential career paths within the hospitality industry
	Secure a full-time position aligned with career aspirations
	Within the next 1-2 years
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