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Introduction
The Front Desk is the focal centre of a hotel's operations, having a direct impact on client satisfaction through first impressions and perfect service delivery. It addresses important activities like check-ins, check-outs, visitor enquiries, and complaint handling. My placement in this department allowed me to gain hands-on experience while developing crucial skills such as communication, multitasking, and conflict resolution, as well as knowledge of operational systems and inter-departmental collaboration. This reflective notebook, based on Schön's Reflective Practice Model, examines my experiences, linking them to theoretical principles and practical applications, while emphasising the skills and knowledge I obtained to help me advance professionally in the hospitality sector.
 
Section 1: Reflection on Experience and Personal Development
Reflection-in-Action
During my time at the Front Desk, I was in charge of tasks such as conducting check-in and check-out processes, responding to guest questions, and resolving complaints in real time. These responsibilities included maintaining a professional demeanour while ensuring that each guest received timely and individualised service. For example, during peak hours, I quickly handled a large number of check-ins while addressing queries about local attractions. Furthermore, I dealt with situations in which visitors had issues with their reservations, such as incorrect room assignments, which required quick thinking and effective use of the hotel's reservation system to correct errors. Collaboration with other departments was essential, particularly when working with housekeeping to ensure that rooms were ready for waiting visitors. Using administrative technology like property management systems allowed me to simplify operations, keep accurate records, and present visitors with real-time information (simplify Your Rentals: Digitise Property Administration 2024).
Reflection-on-Action
These events led me to first find it challenging to balance several responsibilities. Dealing with several enquiries for a guest complaint, for instance, required prioritising and composure under duress. I developed strategies throughout time to better manage these pressures, including open communication and, wherever feasible, assigning tasks (Managers must properly provide tasks to develop employees 2024). Even in demanding circumstances, these encounters really raised my confidence in handling guest relations. Learning to tailor my attitude to the guest's behaviour helped me to enhance my communication skills so that every interaction felt unique and comforting (Communication: Establishing clear limits and expectations 2024). As I navigated unexpected events while still delivering a high degree of service, adaptability became a vital competence.
Vocational Development
This placement filled a gap between theoretical understanding and practical implementation. My academic background, notably studies in customer service and hospitality management, laid the groundwork for grasping the principles of visitor pleasure and operational efficiency (Katuse, 2020). For example, ideas about guest expectations, such as the SERVQUAL model, helped me recognise the value of responsiveness and empathy in service delivery. Previous customer-facing employment honed these talents, allowing me to address difficulties with a pragmatic mentality. This experience confirmed my grasp of the dynamic nature of guest service operations, emphasising the value of constant learning and adaptability in professional development. It also highlighted the importance of the Front Desk in defining a guest's overall opinion of the hotel, emphasising the necessity for clarity and professionalism in all interactions.
 
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Skills and Knowledge Gained
Working at the front desk gave me useful knowledge about guest service operations. Managing visitor complaints and queries depends mostly on good communication and conflict resolution (Conflict resolution 2019). Resolving a double-booking problem, for instance, required cautious communication to reassure the guest while working with the reservations staff to identify a reasonable fix. Making bookings and maintaining accurate records on the hotel's property management system helped me to hone my administrative abilities as well. This guaranteed seamless operations and less mistakes. Moreover, the ability to multitask and prioritise tasks during busy times became absolutely vital. Managing several check-ins, phone calls, and in-person visitor questions helped me to keep cool under duress.
Theory Application
The SERVQUAL Model revealed important insights on the role of responsiveness and empathy in guest encounters (Leake, 2023). Responsiveness, such as promptly responding to enquiries, aided in meeting visitor expectations, whereas empathy, which involved actively listening to issues and delivering personalised answers, encouraged trust and contentment. For example, when a guest voiced dissatisfaction with a delayed check-in, displaying empathy by explaining the circumstances and offering a complementary drink reduced tension and improved their experience.
Furthermore, Mehrabian's Nonverbal Communication Model emphasised the importance of body language and tone in guest service. Even in difficult situations, a warm smile, open posture, and calm tone of voice soothed and communicated professionalism (Mugford, 2018). Combining these academic principles with practical application increased my capacity to provide great service, resulting in positive visitor experiences and reinforcing the hotel's reputation.
 
Section 3: Reflection on Organizational Issues
Situation
During my tenure at the Front Desk, I saw a problem with inadequate inter-departmental communication, which occasionally caused delays and guest dissatisfaction. For example, when a guest's room was not ready for check-in at the specified time, the Front Desk staff was unable to provide accurate information due to a lack of timely updates from the cleaning department. This irritated the guest and caused a difficult exchange as we raced to resolve the situation. Departmental misalignment highlighted gaps in real-time communication and coordination, harming both visitor enjoyment and operational efficiency.
Resolution and Suggestions
To address this issue, the hotel held brief pre-shift meetings where the Front Desk staff received updates on room availability and housekeeping progress. This proactive approach reduced the frequency of delays while increasing the accuracy of guest updates. However, additional efforts are required to obtain long-term solutions. Implementing cross-training programs can help staff comprehend other departments' methods and issues, fostering teamwork (Coulson-Thomas, 2015). For example, Front Desk personnel who learn about housekeeping operations may improve their empathy and teamwork abilities. 
Using Schön's Reflective Practice, reflecting about this occurrence highlighted the importance of ongoing improvement. Reflection-in-action facilitated quick problem solutions during guest interactions, but reflection-on-action indicated the need for better communication tools, such as shared digital platforms with real-time updates. These strategies would provide a more connected working environment, allowing the team to solve problems more efficiently, improve visitor satisfaction, and maintain operational excellence.
 
Conclusion and Action Plan
Shadowing at the Front Desk department was a transforming experience that improved both my technical and interpersonal skills. I gained a better knowledge of the value of precision in administrative tasks like booking management and record keeping. Furthermore, I improved my ability to communicate effectively, handle issues gracefully, and adjust to changing situations, all of which are essential skills in a guest-facing profession. Collaboration with multiple departments underlined the need of being responsive and working collaboratively to meet visitor expectations quickly. Problem-solving became an important talent, since dealing with problems like late check-ins or large bookings required rapid thinking and understanding. This event highlighted the Front Desk's critical role in establishing a guest's opinion of the hotel, as well as the importance of consistent service delivery.
Future Steps
In order to build on these concepts, I want to seek advanced customer service and conflict resolution training, which will equip me to confidently and sympathetically handle challenging guest contacts. Learning to multitask—that is, to prioritise work—will help me to be more suited for demanding situations. To enable Front Desk operations, go without a hitch, I also intend to grow technically in administrative systems and property management technologies. These steps will help me to be ready for future leadership in hospitality and increase my ability to offer first-rate guest service. By means of ongoing education and application, I wish to enable guests to have special experiences and also promote operational success.
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