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When guests arrive at a hotel, they encounter the reception/front office area which holds great importance because it affects their overall stay while keeping operations running and safeguarding the brand name (Selamet, Wira, and Sawokupu, 2023). During my hotel placement at Premier Inn Gravesend Central Hotel, I participated in the supervisory duties of reception/front office under a senior team member. The hotel work placement taught me basic administrative procedures which I needed for hotel management.  
This reflection follows Gibbs' Reflective Cycle (Pieper et al., 2021). The reflection examines my placement learning by exploring communication, teamwork, task management, personal development, and delivering guest service. My placement helped me connect between what I learned at school and what I observed during my work hours. I will study a management problem that affected business operations and present possible workable remedies.  
In this examination, I explore the advantages and difficulties of my hotel working experience. I will explain important learning points from my experience to help guide my work in the hospitality sector.  
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I worked with the hotel guest services while on placement. This, in general, means check-in, check-out, settling queries, and complaints, off and on-site bookings for hotels, and attending to housekeeping (Stringam and Gerdes, 2021). I was solvent to the reception team and the manager was supporting me because the learning environment was good.  
The experience was good overall but not fun at all. Guests were unhappy because they were given incorrect room allocations, were missing towels and cups, had unclean bathrooms and a messy breakfast area (Chen, Wang, and Zhang, 2022). Other than that, additions were bad carpet smell spoils the image of the hotel, and there were some workers in the reception who behaved unprofessionally. Despite this, we had these problems, but we could operate well as a team to address them and deliver high-quality service to the guests.
[bookmark: _Toc192000286]Feelings  
When my placement started, I felt happy and a bit anxious about running the front office. I became more confident through engaging with guests plus studying the steps of professional staff. Handling guest problems, especially room errors and unclean rooms proved hard for me to deal with.  
Debates between departments about work affect staff mood (Zapf et al., 2021). When guests asked for extra amenities their delayed pickup from housekeeping caused them to leave unhappy. Watching a reception team member being impolite toward guests made me feel uneasy since I believe professional behaviour is needed in hospitality.  
My satisfaction grew when I handled guest needs successfully and resolved problems as part of my supervisory duties. My work demonstrated my capability to fix problems while remaining patient during service moments.  
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My placement produced both good and weak points. My work helped me strengthen my speaking and teamwork abilities through joint work with hotel staff from different areas. My work with hotel systems better taught me how to use hotel booking systems. Through my work with managers, I received useful direction plus picked up management strategies that helped me grow.  
Our guests encountered problems because staff members did not communicate well and work efficiently while providing uneven service. The hotel staff failed to place guests in the correct rooms which made guests frustrated and pointed at issues with administrative control. A disrespected reception team member taught us why professional standards and employee training deserve importance in customer service sectors.  
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The problems I experienced align with the core concepts of present hospitality management practices. An employee's work happiness depends on both hygiene factors (job environment) and motivational elements (person growth and duty increase) (Hipos and Benavides, 2023). Poor teamwork between different departments in the organization weakens hygiene factors and creates unnecessary delays in work procedures.
Communication Theory helps hotels deliver their best services. The housekeeping and reception teams failed to exchange proper messages which made guests wait longer and complain about their stay. When guests made requests the communication breakdown created by noise caused delays as shown by Shannon and Weaver's Model of Communication.  
SERVQUAL model verifies how poorly delivered services differ from guest expectations (Llego et al., 2022). The hotel must fix service issues of filthy toilets and incorrect breakfast service to keep customers happy.  
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My placement taught me essential knowledge about managing guest service and handling workplace difficulties in hotel front offices. During my placement period, I acquired strong abilities in listening and talking with others plus teambuilding and handling workplace challenges while staying on task. The placement required me to demonstrate commitment to professional behaviour combined with strong customer satisfaction and optimised performance in running a hotel.
Even with better booking management skills I understood that my leadership abilities needed improvement for handling workplace conflicts. Operational success relies on solving administrative problems that centre on better team communication and steady service quality maintenance.  
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Action Plan 
1. Enhancing Leadership and Decision-Making Skills  
For any supervisory role within an administrative department, good leadership and better decisions are more than just motivating skills. I understood the need for fast thinking and leadership when running the front office operations. I want to study leadership theory Situational Leadership along with other types to gain new approaches that I can put into action when I become a leader. I want to assume greater leadership duty during teamwork assignments to become better at making important choices.  
2. Improving Conflict Resolution Skills  
The ability that helps someone find mutually beneficial solutions and help resolve disagreements between people is conflict resolution (Folger, Poole, and Stutman, 2021). This skill is essential for the front office because it allows effective guest management, leads to better customer satisfaction, enhances the working environment, and develops brand perception.
Handling guest concerns and team disputes taught me the essential need for good conflict management skills. I will take online courses that teach professional methods for managing guest complaints and resolving conflicts while using Thomas-Kilmann’s Conflict Resolution Model.
3. Strengthening Communication and Interdepartmental Coordination  
The process of teams or individuals from different departments working together to achieve a shared objective is referred to as interdepartmental coordination (AL HARITH et al., 2024). 
The poor exchange between reception and housekeeping staff created service interruptions. I will enhance my communication practice by listening actively, speaking plainly, and using set reporting methods. To help communication flow better I will examine apps that improve staff connections throughout the hospital.  
4. Expanding Industry Knowledge and Technological Skills  
Some of the common technological skills include reservation systems, inventory management, point-of-sale, and more (Kumar, 2023). Other skills include hospitality management software and culinary techniques. The hospitality sector is growing by adding automated systems for guest service plus using AI and digital registration options. I will research new industry developments through events and learn to use hotel management software Opera PMS efficiently.  
Through my efforts in these key areas, I want to develop into a hospitality professional who can run front office work better and support excellent service standards.
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This reflective journal covered every aspect of my Reception/Front Office work at Premier Inn Gravesend Central Hotel. Through Gibbs' Reflective Cycle, I reviewed all the benefits and obstacles of my placement experience.  
My work at Premier Inn Gravesend Central Hotel helped me better understand how hotels manage guests as well as work with others and handle tasks while also improving my business communication. My focus areas for development involved both cooperation between departments and better methods for dealing with service quality problems.  
Studying hotel administrative issues taught me how they affect hotel business operations in practical ways. These professional findings control my route towards bettering my ability to lead teams in hospitality. 
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