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 INTRODUCTION
As the first point of contact between guests and the hotel management, the front desk role at Belvilla Crewe City Centre Hotel reflects the complex nature of modern hospitality management (Bardi, 2020). During my placement, I observed and participated in the demanding duties of the front desk, where technological systems, guest relations, and interdepartmental communications occur to create seamless guest experiences. As O'Fallon and Rutherford (2023) emphasize, the front desk plays a crucial role in shaping guest perceptions and ensuring operational efficiency.
Learning Objectives:
I intend to develop the following skills during my placement at this department;
· Master front desk management systems and procedures 
· Improve my professional service and guest interaction 
· Learn how to work in a team and build an effective interdepartmental communication strategy
· Problem-solving in a commercial hotel setting
Reflection on Experience and Personal Development
Adopting the Gibbs’ Reflective Cycle (1988), I examined my experience shadowing a front desk supervisor, reflecting on its impact on my professional growth.
Description
Working at the reception helped me gain hands-on experience on key responsibilities such as guest check-ins and check-outs, complaint resolution, interdepartmental coordination, and reservation management. One notable experience was overseeing the front desk alone while my supervisor was in the back office. A guest had an issue with their key card, and I calmly apologized, explained my trainee status, and assisted in resolving it. Afterward, I informed my supervisor of the situation and solution. This experience reinforced the importance of customer satisfaction.
Feelings
At first, keeping up with the fast-paced environment and high service standards was overwhelming. Handling unexpected issues like overbookings or juggling multiple guest inquiries made me anxious. But watching my supervisor stay calm and focused on solutions helped me shift my approach. Over time, I became more confident in handling guest needs.
Evaluation
This experience was equally challenging and rewarding. It helped me sharpen my communication and guest service skills (Kasavana & Cahill, 2019). 
Analysis
One key lesson was understanding how clear communication, teamwork, and problem-solving are essential for smooth hotel operations. I saw firsthand how active listening and being transparent help manage guest expectations (Lashley, 2018). Working at the front desk, housekeeping, and reservations teams showed me just how important teamwork is in keeping things running efficiently. The overbooking situation, in particular, reinforced the need for strong service recovery strategies since guest satisfaction plays a huge role in the hotel’s reputation (Walker, 2022).
Conclusion
Reflecting on this experience, it became clear the need for both technical and interpersonal skills in front desk management. Notwithstanding that I have now developed stronger guest interaction ability, I see the need to improve my technical competency with hotel management systems and improve my ability to work under pressure.

Action Plan
To address these issues, I aim to:
· Learn effective stress management techniques for high-pressure situations
· Examine real-world case studies on service recovery to strengthen my problem-solving approach
· Seek guidance from industry experts to refine my leadership skills
Critical Analysis of Work-Based Skills and Technical Knowledge
During my training, I was provided firsthand exposure to fundamental work-based skills and technical knowledge, particularly in problem-solving, guest relations – and interdepartmental communication. 
Importance of these Work-Based Skills 
At the front desk, effective communication is key as it ensures smooth interactions between guests and staff. Strong verbal and non-verbal communication enhances guest satisfaction and operational efficiency (Lashley, 2018). Occasionally, I observed how supervisors tailored their communication styles depending on guest needs.
Another crucial skill is task management, as it required for the front desk personnel to multitask efficiently while maintaining accuracy. The ability to handle simultaneous check-ins, inquiries, and reservation changes requires excellent organizational and time management skills (Hayes & Ninemeier, 2021). 
Technical Knowledge and Its Relevance
Technical competence is also important, especially the use of property management systems (PMS) for handling reservations, check-ins, and guest profiles. Modern hotel operations rely on cloud-based PMS technology to integrate various departments and streamline workflows (Kasavana & Cahill, 2019). My lack of knowledge on how it works initially slowed my efficiency, reinforcing the need to familiarize with hotel technology..

Practical Learning and Observations
A key learning moment occurred when I assisted in resolving a parking space challenge.
What was required was:
· Inform the hotel manager as this was a situation with a third party company 
· Clear and polite communication to reassure the guest
· Communicated and collaborated with the company in charge of the parking space to rectify the issue
This experience reinforced the importance of communication, patience, and collaboration. 
Conclusion
In the end, I recognize how work-based skills and technical proficiency work hand-in-hand in ensuring seamless hotel administration. Moving forward, I plan to develop my technological competency, refine my multitasking abilities, and improve my service recovery approach through continuous learning and professional development.
Reflection on Organizational Issues
Operational setbacks are inevitable in hotel administration, often requiring quick resolution to maintain efficiency and guest satisfaction. Over the course of my internship, I experienced an interdepartmental communication breakdown, which impacted operational flow. 
Communication Breakdown
An incident I experienced was when a guest requested an early check-in. Although the front desk verbally assured the guest that their room would be ready, housekeeping team were not informed. When the guest arrived, the room was still untidy, leading to displeasure and a negative first impression.
This experience revealed the communication gap between front desk and housekeeping which reflects a greater challenge in hotel management, ensuring real-time information sharing across departments (Jones & Lockwood, 2020). 
Impact of the Issue
· The guest dissatisfaction, impacting their perception of service quality
· Operational inefficiency as alternative room had to be found on short notice, delaying check-ins for other guests.
· This led to a strain on teamwork as housekeeping staff expressed frustration due to unclear communication.
This occurrence aligns with study indicating that effective internal communication is crucial in delivering consistent service standards (Hayes & Ninemeier, 2021). When miscommunication occurs, it impacts both the guest experience and the team's morale.
Proposed Solutions
To prevent reoccurrence, hotels should adopt structured communication protocols using both digital and manual systems:
1. Carrying out PMS updates: The majority of modern Property Management Systems (PMS) allow front desk and housekeeping to track the room status in real time (Kasavana & Cahill, 2019). Adhering strictly to PMS updates would minimize miscommunications.
2. Establishing pre-shift briefings: A short daily meeting between the front desk team and housekeeping supervisors could enhance clarity on special guest requests and room availability.
3. Leveraging digital communication platforms: Integration of instant messaging apps or hotel proprietary software would ensure efficient communication of critical information between departments (Walker, 2022).
4. Verifying procedures are standardized: Verbal confirmations should be supported by written records within the hotel's internal system to prevent mistakes..
Conclusion and Action Plan
My placement provided valuable exposure to front desk management, emphasizing the importance of communication, task coordination, technical knowledge, and problem-solving in hotel operations. Practical experience enabled me to appreciate more how interdepartmental collaboration and technology facilitate service effectiveness.
The experience demonstrated how theoretical knowledge must adapt to real-world situations, particularly in:
· Guest relation management
· Problem-solving approaches
· Service recovery techniques
· Operational efficiency improvement
With this, I am inclined on the understanding that successful hotel administration requires continuous learning and adaptation in both technical and interpersonal aspects of the role.
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