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Part 1

[bookmark: _Toc193195028]Introduction


The following reflective report analyses my experience in the Hotel Administration and Front Office department during my hospitality placement at the Premier Inn Hotel, using Gibbs’ Reflective Cycle as the framework. This model is particularly valuable in the hospitality industry as it encourages a structured reflection on practical experiences, helping me to identify both strengths and areas for improvement in a real-world guest service scenario.
My role involved welcoming guests, handling reservations, processing payments, resolving quest concerns providing general front office support. In my opinion, the aim of this placement was to develop essential operational, communication, and problem-solving skills in a real hotel environment.
Through this reflection, I will critically examine the challenges I faced, the skills I developed, and how my understanding of front office operations evolved over time.
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Main body
Description of Experience
During my hospitality placement at Premier Inn Hotel, I was placed in the Hotel Administration and Front Office (HAFO) department. Some of the duties and responsibilities that I was to perform included welcoming guests upon arrival, responding to guest’s queries, and checking in and out guests of the hotel, handling room reservations, helping with the resolution of guest concerns and in meeting the special needs of guests to make them have a pleasant stay.
One of my first tasks involved familiarising myself with the Premier Inn’s digital systems, primarily the Opera Property Management System (PMS), which was used to manage room bookings, guest profiles, billing and check-in and check-out procedures. The software allows for efficient verification of assignments of rooms. Generation of invoices, and recording of guest preferences, verification of bookings, which significantly streamlined operations at the front desk.
 My daily tasks have been included the process of handling reception and reservations, guest services, cashiering, learning financial transactions. During my work, I have been expected to control check-ins and check-outs at the reception, retrieving booking details in Opera system, assigning room key cards, and informing guests about hotel amenities, breakfast hours, and WI-FI access, while maintaining a welcoming and professional attitude in front of every guest.
For the check-outs, I reviewed any pending charges, processed payments, printed receipts, and ensured a smooth departure experience. Handling reservations have been allocated to be important and have required me to process new bookings via phone, email, and online platforms. I have also been engaged to have worked on updating room availability in the system and coordinating with housekeeping to ensure rooms were ready for incoming guests. Furthermore, the hotel also used Premier Inn CleanProtect website protocols, integrated into their housekeeping updates and room status system which has informed us in real time whether rooms were clean, dirty, or being serviced. The system also has been used to coordinate with the housekeeping team to ensure rooms were ready for incoming guests or flagged for urgent cleaning in case of early check-ins or unexpected changes. Coordination with the housekeeping department was essential to my role. For example, whenever guests check out early or when we needed a quick turnover, I have communicated directly with housekeeping using internal system and telephone to inform them which room needed immediate attention. In some cases, I walked to the floors to personally check room readiness or assist with minor preparation if the reception area was quiet.
I have been determined in the process to have played a role in promoting the hotel’s services by informing guests about special offers and facilities.
I have been engaged in the process of assisting guests with local travel recommendations, arranged transportation, and handled special requests such as extra bedding or late check-outs. Managing the feedback of the guests it has been key responsibility and this was allocated, as I had to address complaints professionally and resolve issues to ensure guest satisfaction. One notable challenge was stated to have been dealing with an overbooked situation where I had to find alternative accommodations for a guest while maintaining a positive relationship with them and another guest complaints were well handled by offering a breakfast discount for the next morning, and a room change to more suitable accommodation was arranged for the guest as per his request.
I have been responsible to processes payments, deposits, and refunds in billing and cashiering processes while ensuring accuracy in financial transactions. This required me to handle different payment methods, generate invoices, and balance cash at the end of shifts. I also have been asked to assist with financial reporting while ensuring compliance with the accounting procedures of the hotel. 
Overall, my placement at Premier Inn provided a real-life experience in the administration of the hotel and front office operations. This has allowed me to develop essential customer service, problem-solving, and multitasking skills in a real-world hospitality sector. Customer service is a highly essential skill when it comes to managing hotels and working in the hospitality industry according to Jawabreh, Al Fayoumi, and Bareya (2022), which I have found to be true based on my experience during hotel placement. Acquiring this skill and other relevant skills has facilitated my work effectively and I have been able to improve my knowledge.
Feelings
I felt a mix of excitement and nervousness at the beginning of my placement in Premier Inn’s Hotel Administration and Front Office (HAFO) department due to my lack of Hotel Software and multiple computer systems I had to navigate, which made me feel uncertain about my ability to meet expectations, particularly due to my unfamiliarity with the hotel’s software systems, such as Opera, navigating multiple computer systems for check-in ,reservations and billing felt overwhelming at first and affected my confidence. When I first started my role in the HAFO department, I was feeling both nervous and looking forward to my contribution at Premier Inn. Even though I was ready to use my theoretical knowledge in practice, I have struggled a bit with the challenges, to keep up with the speed and flow of tasks. Learning how to communicate with guests as I was unsure whether I was using the correct tone, phrases, or body language, especially during high-pressure situations such as busy check-in times. 
For example, during one busy morning shift, I felt anxious while trying to assist three guests at once, answering the phone, checking in new arrivals, and helping a quest with a billing query. I felt flustered but pushed through by reminding myself to stay calm and take one task at a time. Another turning point came when I successfully handled a quest complaint regarding an overbooked room. I felt stressed, fearing that the situation would escalate, however, after offering a solution organising alternative accommodation and a taxi transfer, the guest thanked me for my professionalism. I felt proud, relieved and empowered, which significantly boosted my confidence, feeling satisfied after receiving also a positive feedback from my supervisor for assisting with a complex billing situation involving a split payment and refund.
Nevertheless, as the weeks progressed, I began to feel more competent and more comfortable in my role. My nervousness gradually transformed into a sense of focus and enjoyment as I gained more experience and gained more self-confidence, I began to enjoy the duties as it was so varied.
Evaluation of Experience
During my placement, I had both positive and negative experiences that occurred during the placement. A highlight was assisting a quest who had booked the wrong date, and I had to calmly correct the booking, and the quest complimented my service, which made me feel confident and appreciated. I have also learned to stay professional during complaints, for example, when a quest’s room was not ready, I have coordinated with the housekeeping and resolved the issue smoothly. However, I found peak times particularly difficult, as I had to manage multiple tasks such as check-ins, phone calls and walk-in inquiry simultaneously. Handling financial transactions and updating room statuses at speed also tested my multitasking skills, feeling overwhelmed and struggled to stay organised and although I have managed to get though the situation, it highlighted the need for better time management and prioritisation under pressure.
 These experiences pushed me out of my comfort zone, and I now understand that were crucial in helping me identify areas of improvement, such as maintaining focus under the pressure and developing faster decision-making skills.
Overall, the combination of positive feedback received, problem-solving experiences and high-pressure challenges provided a well-rounded and realistic insight into the demands of working in the Hotel Administration and Front Office environment. 
Analysis of Challenges and Skills Acquired
The main difficulty I have encountered was interacting with demanding or ungrateful guests who had high expectations. There were times when I had to remain calm, professional and solution focused and act as the peacemaker to resolve dissatisfaction and ensure that the guest is content. This experience enhanced my problem solving and conflict resolution skills in a great way as applying these skills helped me improve guest satisfaction and ensured the hotel maintained a positive reputation.
Furthermore, my position implied the ability to multitask since I was required to make reservations, respond to questions and make payments within a short time. Initially found this difficult, but over time I developed stronger multitasking and time management abilities, understanding these are key competencies in front office operations.
I have learned to prioritise tasks effectively and organise my workflow to meet deadlines, which directly improved my productivity and performance when under pressure.
Conclusion
Reflecting on my hospitality placement experience in the Hotel Administration and Front Office department at Premier Inn has highlighted the importance of flexibility, clear communication, and professionalism in the hospitality industry. The challenges I encountered, such as managing high-pressure situations, handling guest complaints and navigating complex systems, pushed me to develop valuable skills in problem-solving, time management and customer service. These experiences have contributed to my personal growth and enhanced my readiness for future roles in hospitality, understanding the need for flexibility and clear communication as well, skills that will be useful to me in the future.

Action Plan
Strengthen software proficiency
I aim to improve my customer service skills through some other training courses as well as other training that are specifically for the use of the software’s and computer systems. 
Action Plan: Undertake training in Opera PMS through an online hospitality learning platform or attend in house training if available during future placements.
Track progress through training modules and secure proof of completion of supervisor validation during practical use.
Gaining confidence in Opera will improve my efficiency in handling reservations, billing and guest check-ins.
Complete Opera system training within the next 6 months.
Improve customer service skills
Enhancing communication and service skills will directly support future front office and quest facing roles 
Action Plan: Enrol in a certified customer service course, complete the course and obtain certification. Apply key techniques learned in mock customer interactions or part-time roles.
Complete the course within 6 months.
Enhance time management and stress coping strategies 
Another goal is to improve my coping during stressful situations by enhancing my time management and decision-making skills. 
Action Plan: I will use time blocking techniques and stress management tools, such as daily planners or mindfulness exercises. Reflect weekly on my ability to meet personal deadlines and remain calm in high-pressure situations.
Implement and track these methods immediately and over the next course
 Thus, through the course of continuous improvement of these competencies, I will be able to make a greater contribution to the hospitality industry in the future.

Conclusion

Through my hospitality placement at Premier Inn’s Hotel Administration and Front Office department, I have gained valuable practical experience that significantly contributed to my personal and professional development.
Furthermore, the insights and observations made were presented using the Gibbs reflective cycle model which are divided describing the placement programme I have attended, identified my daily working areas and my responsibilities. Further, the second part represented is describing my feelings during the program, highlighting the importance of flexibility, clear communication and teamwork in delivering high-quality guest service, identifying specific areas for improvement such as, managing high pressure situations and gaining further software training. 
Moreover, a part of the report identifies the key elements of the program, and the last part of the cycle stand out some areas for improvement that would be done better in the future to benefit my professional career. The outcome of this study helped me to enhance my knowledge which is useful for my future professional endeavours.









Part 2 – Hotel Tutor Feedback 

Feedback statement
Elena was very aware on the computer and helped with guests’ reservations. She was observant, very good at questioning parts of the system that she has not understand.

Use of hotel systems and technology: Confident, interactionist and has computer knowledge. She always asked about the parts of the computer systems that she has not understood.

Check-in and check-out procedures: Elena been very helpful with duties such as, reception managing hotel reservations. housekeeping and breakfast inquiries. She showed confidence when dealing with guests on check-in and check-out procedures.

Handling guest inquiries and complaints: Elena showed professionalism and confidence when handling guest inquiries and complaints.

Time management- excellent.
Communication- very good.
Teamwork- excellent.
Personal Enterprise – very good.
Employability-very good.





Professional Mentor statement: 
Elena was very confident when using the hotel’s computer system. She showed strong awareness when assisting with guests’ reservations and was always proactive in asking questions about any programs of the Opera system she have not understand. She handled check-in and check-out procedures with confidence and supported the receptions team effectively, including dealing with guests’ inquiries regarding housekeeping and restaurant.
Elena demonstrated professionalism and excellent communication skills through her time with us. 

[bookmark: _Toc196751305]Contact Information 
Name of hotel staff: Pippa Jeavons 
Position: Front Office-Receptionist, Premier Inn Hotel.











Part 3 – Academic Tutor Feedback 

Time Management
Elena demonstrated a strong and professional approach to time management
throughout her placement. She successfully completed the required 16 hours per
week at Premier Inn Pontypool and managed her time effectively across different departments.
From the tutor’s perspective, Elena attended all scheduled online meetings every two
weeks, always arriving punctually and fully prepared to reflect on her experiences. She
consistently met deadlines for submitting log drafts and responded to emails and
messages promptly and professionally, showing a strong commitment to her learning
journey.
In addition to her excellent attendance and responsiveness, Elena also showed
notable initiative by independently securing her own placement, highlighting her
forward planning skills and dedication to her professional development. Although her
placement mainly involved morning shifts, she remained flexible and made the most
of the learning opportunities available to her.

Communication
Elena’s communication throughout the placement was consistently professional and
clear. During our online meetings and through regular email exchanges, she was polite,
respectful, and responsive, demonstrating strong verbal and written communication
skills.
Elena effectively expressed any concerns or questions she had, and she was proactive
in seeking clarification and support where necessary, ensuring she could maximise her
learning. Her ability to maintain professionalism in all communications was also
reflected in her placement performance, where she confidently handled guest
inquiries at the front desk and housekeeping department and communicated effectively with hotel staff and supervisors.
As a tutor, I was impressed by Elena’s maturity in maintaining regular, thoughtful
communication and her openness to feedback, which greatly supported her
development during the placement.

Behaviour
Elena consistently demonstrated a positive, respectful, and professional attitude
during her placement. She integrated well within the hotel team, showing enthusiasm
for her tasks across different operational departments (Reception, Housekeeping, and
Food and Beverage Service).
From a tutor’s point of view, Elena was reliable and showed genuine enthusiasm in her
one-to-one online sessions, often reflecting thoughtfully on her learning and
demonstrating curiosity about the wider hospitality environment. Her respectful and
cooperative manner was highlighted in the hotel feedback and was evident in her
approach to her placement tasks.
Elena’s positive behaviour and dependable work ethic have laid a solid foundation for
her ongoing professional growth.

Problem-Solving
Elena showed encouraging development of her problem-solving skills over the course of her placement. She demonstrated independence by sourcing her own placement, securing a suitable host hotel without needing intensive support, an important step that showed strong initiative and self-direction.
In the workplace, Elena displayed confidence when carried out front office service duties and asking intelligent questions to enhance her understanding. During tutor meetings, she reflected on small challenges thoughtfully and demonstrated a proactive mindset when resolving minor issues independently. Although no major operational challenges arose during her placement, Elena’s calm, logical approach to day-to-day problem-solving tasks suggests she will continue building resilience and confidence as she progresses in her hospitality career.
 In addition, it would be beneficial for Elena to consider her availability for the next placement at level 6 to get a more rounded view of the operation and management requirements.

[bookmark: _Toc196751309]Contact Information 
Academic Tutor Name – Lola Villard-Coles
Position – Academic Tutor and Lecturer Hotel Administration and Front Office.












Part 4 – Reflection on Hotel and Academic Tutor Feedback 
Introduction 
In the hotel administration and front office department, it is necessary to evaluate my own performance to improve it for the future. Identifying and gathering both the feedback from the Mentor’s hotel and Academic Tutor helped to boost confidence and to increase the strengths, with personal and professional development. This feedback is extremely important for my future development and helpful for more learning regarding managing the guest-facing roles and administrative roles such as Front Office and Reception.
Understanding the feedback:
According to the hotel mentor’s feedback, I have demonstrated strong awareness of hotel systems, which helped me manage guest check-in or check-outs and bookings effectively. I was proactive in asking questions to gain more clarity and showed initiative in learning new tasks. I was also recognised for my time management, attendance and professional behaviour, all of which are essential for employability in the hospitality sector.
While my communication skills were good, I found that I still must improve, particularly in verbal communication, written and nonverbal methods. Strengthening these skills, along with my collaboration and problem-solving skills, will help me work more effectively in team settings and handle challenging situations better. 
The Academic Tutor feedback further supported my development, especially in understanding roles across departments such as, front office. Applying social learning theory, I learned though observation and interaction, which helped me maintain professionalism and contribute to a positive guest experience.
Both feedback has helped me recognise my strengths and areas for improvement, guiding my future development and in the hospitality industry.
Impact of the feedback
Both feedback received, helped me to focus on improving areas such as time management, stress management and communication, identifying core areas which need to be managed for my future growth. It has also highlighted to improve a good relationship with the guests and to manage the administration and tasks efficiently. I have identified the issues and complaints from the guests, and I have provided effective resolution, learning the importance of coordinating with other departments such as housekeeping and maintenance, is important and necessary in problem-solving finding resolution, ensuring smooth operations.
Overall, both sets of feedback reshaped my perspective on professional growth, reinforced the need to identify guests concern early and delivering appropriate solutions, highlighting the importance of adaptability, multitasking and problem solving in hotel administration.
Action steps for growth 
In the upcoming period, I plan to improve communication, to manage stress more effectively and to strengthening time management skills, competencies which are essential for handling guest interactions, meeting deadlines, and responding professionally to challenging situations within the front office environment. 
I also plan to develop conflict skills which is also important for addressing guest complaints and unexpected issues calmly and efficiently. As noted by Asmara et al. (2024), these abilities contribute directly to operational effectiveness and career advancement in hotel administration.
To support my career goals, I will continue working on guest service delivery coordination with departments and adapting to dynamic situations. By refining these skills, I aim to improve my readiness for future placements and long-term success in the hospitality industry.

Conclusion 
The feedback received from both the hotel Mentor and Academic Tutor played a crucial role in helping me identify and address key areas for improvement within hotel administration. It allowed me to reflect on how I have responded to real-time challenges in the Front Office and highlighted the importance of skills such as communication, time management, and guest service.
These insights were valuable for evaluating my overall performance and potential to work effectively in a professional hotel environment such as Premier Inn. Understanding the skills and knowledge required to manage front desk operations has strengthened my readiness for future roles in the hospitality industry and guided me toward achieving my long-term career goals.




Part 5 – PowerPoint Presentation on Placement Experience

As part of the Portfolio assignment, a separate PowerPoint presentation will be uploaded to visually summarise my placement experience. 
The presentation will highlight key aspects such as my role and responsibilities within the Food and Beverage department, the skills I have developed, challenges I encountered, outlining the progress I made during the placement and my action plan for future professional development in the hospitality industry.















Conclusion 

The placement experience in the Hotel Administration and Front Office department at the Premier Inn hotel has significantly contributed to my professional and personal development.
I have gained experience in handling key administrative responsibilities such as quest check-ins and check-out, managing reservations, answering calls and emails, and maintaining accurate customer records. These tasks deepened my understanding of how essential the front office is to guests’ satisfaction and the smooth running of hotel operations. 
Through the placement, I have developed essential skills in communication, interpersonal interaction, organisation, time management and computer efficiency. Being at the first point of contact for guests required me to communicate clearly, remain approachable, and solve problems quickly and professionally. 
These experiences have prepared me to work confidently in any front office environment and have strengthened my readiness for the future roles in the hospitality industry.
I now feel equipped with the foundational knowledge and practical experience necessary to contribute effectively to hotel administration.
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Appendices

Appendix A: Summary of Placement Experience
An overview of my time spent at Premier Inn Pontypool, where I worked through my placement program. I have worked in various positions and in several departments including front office, housekeeping, security and safety drills, financial management of hotel, also working along with a team that was responsible for more front office operations. This opportunity experience deepened my understanding of food and beverage operations in real hospitality settings.
Appendix B: Hotel Mentor Feedback Summary
Feedback provided by the Senior housekeeping and staff, highlighting my strengths in professionalism, etiquette, teamwork, and willingness to learn, with encouragement for further development through training.
Appendix C: Academic Tutor Feedback Summary
My tutor's reflections on my time management, communication skills, problem-solving abilities, and professional growth. Recognition was also given for my initiative in sourcing my own placement and my consistent engagement throughout.
Appendix D: SMART Action Plan
A development plan created to guide future progress, focusing on expanding experience across various roles within operational service, especially housekeeping and front office duties.
Appendix E: GIBBS Reflective Cycle
The reflective model used to critically analyse my placement experience, focusing on what I learned, how I responded to challenges, and how I will apply these lessons moving forward.
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