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As part of my 10-week-long Level 6 hotel placement, I worked in in the Crown Bawtry Collection consisting of the Rossington Hall, the Crown Hotel, as well as the Bawtry Hall. For the purpose of this assignment, I am choosing to reflect on my experience at the Rossington Hall where I served various roles from handling front desk operations to housekeeping. While the functions of all departments within a hotel are aimed towards improving customer satisfaction and experience, given my aspiration of seeing myself in the administrative positions, I have chosen the front desk role to focus on in this assignment. I believe that the front desk operations are significantly responsible for a positive consumer experience as this is the first point of interaction of customers with a hotel (Bardi, 2010). During my placement, I worked with several wonderful colleagues and was supported in my development process by the accommodation and reservations manager. In this assignment, I have reflected on my experience using the Gibbs reflective cycle which allows making structured and meaningful interpretations of what they have learned, how their skills and knowledge have developed, and made them a better and competent person (Praveena et al. 2025). 
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Description: In this term, I got placement at the Rossington Hall and worked across several departments, with front desk being the role I enjoyed the most. During my duties in this role, I helped provide and manage important guest service such as taking reservations, handling transactions, helping guests with checking in and out, along with assisting them with requests and complaints. During my role as a front desk agent, I faced two particular scenarios that were of interest to me. In the first instance, a guest came to the front desk upset about their keycard not working properly and being overcharged for a minibar item that they claimed they did not consume. The second instance involved the Property Management System (PMS) of the hotel going down during a busy check-out period, which resulted in a queue of guests who were trying to just complete their payment and leave but the system was not allowing accessing the details. However, I overcame both of these issues successfully with the use of the knowledge, skills, and attributes that I have gained over the last few terms and from my practical experience. 
Feelings: When I was placed in the front desk service, I felt excited due to my aspirations of becoming an individual in an administrative or managerial person one day. I felt that being placed in this role would give me the most possible exposure to interact with customers and handle their complaints directly, which would prepare me for my future aspirations. When faced with the particular events mentioned above, I felt frustrated, anxious, and was afraid in terms of whether I would be able to appropriate resolve the issues. Nevertheless, with the use of the KSAs gained, I successfully navigated through these challenges which made me feel proud and confident. 
Evaluation: One thing that was good about the experiences was that I learned, more practically, how to handle service failures and recover from them. The level 4 hospitality and guest service module, particularly the week 4 lecture on service culture establishes that service failures occur when the performance of the service fails to meet the demands or expectations of the customer. In this case, the expectations of the customers were initially not met. As per the customer journey stages, it is the responsibility of a brand to make the journey and decision-making for customers as smooth as possible (Towers and Towers, 2022). Given that the first customer faced their keycard non-functional and were charged for an item that they did not consume from the minibar, they obviously felt frustrated and considered the service level to not match their expectations. For the second scenario described above, customers expected an easy and smooth checkout process which improves customer experience (Vallen and Jerome, 2014) but was prevented by the system being down. 
As I realised during my level 4 placement, one of the key goals of front desk is dealing with multiple tasks simultaneously and ensuring that customers have their requests and complaints addressed in a timely manner (Bardi, 2010). During my level 4 placement, I also struggled in terms of keeping up with the fast-paced problems that front desk workers often have to face. However, being able to stay calm under both of the mentioned situations, actively listening to the consumers’ concerns, and most importantly, being trained by the accommodations and reservations manager on how to address these issues helped me to actively listening to the customers’ concerns, empathising with them, and offering them a resolution despite feeling nervous. This demonstrated my application of the service recovery principle addressed in the aforementioned module which relates to me making systematic efforts by promptly addressing the guest complaints (Koc, 2019) and handling the checkout process manually to rectify the service failure that had occurred. It helped me retain the goodwill of the clients and as argued by Ampong et al. (2021), service recovery would also help in achieving or restoring customer loyalty and satisfaction. The bad thing about these experiences was my initial hesitation and lack of confidence in addressing the situations which suggests that I have more room for improvement to become a competent professional. 
Analysis: This stage explains why someone reacts the way they do in responding to particular situations. In the level 4 hospitality and guest service module, we also learned about emotional intelligence which involves the ability to demonstrate empathy and comprehension for how they are feeling. Even when I was confused and hesitant initially, I was able to reassure the guests during stressful times and while I would have felt completely useless in a similar situation during my level 4 placement, this time I was able to adapt workloads in response to the struggles that the clients were facing, demonstrating my focus on establishing a service culture that prioritises the guest experience and value. Additionally, while managing the issues surrounding the system being down, in line with the week 8 teamwork concept taught in level 4 module management and organisational behaviour, I worked with other team members on the accommodation and reservation team which showed that teams are indeed a collective of individuals with a common goal (Driskell et al. 2018), which for us was to ensure that the complaints of the customers were resolved and the recognition that our personal success, i.e., growth as professionals, and the success of the organisation were interdependent. Applying the Team Roles framework by Belbin (2010) to this situation, I can effectively say that I am people-oriented, which is key to success in the hospitality sector as I fostered cooperation with other members and achieving harmony by fining a solution for the clients, which ultimately helped to avert conflict and improve customer satisfaction. 
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Compared to when I was in my level 4 placement, I was much more confident in handling customer complaints and adverse situations. However, my initial hesitation and anxiousness in terms of dealing with the situation also shows that I need to improve myself. To address this need, I would learn how to handle customer complaints better, especially in the context of hospitality. To do that, I can join online certificate courses that teach effective complaint handling which would improve my practical skills while also improving my employability through the accreditation that I would receive after the course. Additionally, I would also like to receive mentorship from my seniors and managers by shadowing their practices. This can be significantly beneficial in terms of teaching me practical strategies and potential ways of interacting with clients when handling their complaints and concerns effectively. 
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