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The placement in Mercure Nottingham City Centre was in the Front Desk department is one of the most important areas in the establishment of the first and final impression to the guest. My major duties were to assist the day-to-day front desk tasks including cheque-in, cheque-out, collecting and answering questions which were raised by guest, booking facilities, issuing key cards, and maintaining reservation and booking details on extranets (Fitzgerald, 2021). This is a very good experience in the way guest service and operational efficiency are operated in a professional hospitality setting. Both the insistence of excellent customer care and seamless flow in the communication among the hotel departments made me comprehend the value of collaboration and customer satisfaction in protecting brand image.
During my placement, I had the opportunity to work hand in hand with the Front Office Manager, who was highly supportive and took time to explain each process in a clear way. Their instructions enabled me to be confident in ensuring that I carried out front desk tasks effectively and correctly (Musau, Mapelu and Antoneta Kariru Njeri, 2024). The welcoming and professional approach of the whole workforce was what made my learning process interesting and inspiring. To do this study, I will apply the Reflective Cycle in 1988 by Gibbs, which represents a systematic approach to the analysis of my experience, including description, feelings, evaluation and analysis, conclusion and plan of action.
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The analysis through Gibbs reflective cycle involves:
“Description”- My placement at the Mercure Nottingham City Centre was at the Front Desk, also known as the Reception department, where I performed key guest service functions, including the check-in, check-out, reservations, and responses to inquiries (The University of Edinburgh, 2024). My position enabled me to practise the principles of hospitality management that I studied at focusing on customer care, communication and operational efficiency (Newhouse et al., 2021). Two major experiences caught my eye, the first one, which involved a last-minute room reservation, I had to coordinate between the extranet system and the internal property management system; the second one was when a guest came to the property and the key card failed to work, and I had to handle this situation in a busy check-in time.
“Feelings”- At first, I was excited and nervous, particularly because I had close interaction with the Front Office Manager who was very intelligent and demanded perfection in all the tasks (Hofmann and Stokburger-Sauer, 2021). The placement I had already done under-equipped me with confidence in basic interactions in a hospitality setting, but the placement placed me at an environment where independent judgment and technical precision was required. In dealing with the last-minute, I was nervous that I could commit any errors that would impact the satisfaction of the guests. But interpersonal patience and support by my manager made me remain calm and organised. The accommodating work culture and friendly staff members relieved my anxiety, enabling me to build confidence in my capability to cope up with the work carried out in the front desk (de Carvalho, Bartholo and Duarte, 2021). The professional behaviour of the manager was observed and modelled according to the Social Learning Theory described by Bandura in 1977, which developed my self-efficacy. 
“Evaluation”- The location was a rewarding and challenging experience. My ability to help the guest out of necessity in making an urgent reservation successfully provided me with a sense of all the achievements and helped to prove that I can use the theoretical knowledge in a real environment (Lam, Cheung and Lugosi, 2022). Another crucial aspect that it brought out was the value of communication and cooperation, where I had to liaise with the housekeeping and maintenance departments to make the room ready as fast as possible. On the other hand, the problem situation with the malfunctioning key card made me face the challenge of solving the problem under pressure, which allowed me to learn how to stay calm and manage dissatisfied guests in a professional manner (Tantawy and Losekoot, 2021). The notion of emotional intelligence that my module already exposed me to helped me to stay composed and empathetic. I also found out that an optimistic attitude not only solved problems but also gave the guests confidence. 
“Analysis”- This experience enhanced my operational and emotional factors of the guest service. Kotler's Service Quality Model, applied in 1984, assists me in examining the role of tangible and intangible aspects including fast check-ins and empathy and reassurance in influencing the satisfaction of the guests (Park, 2023). In the case of the malfunctioning key card, I was aware of the impact of service recovery as it affects the perception of the guest to the reliability of the hotel. My Service Operations Management course made me aware that Total Quality Management is aimed at the principles of continuous improvement and paying attention to details which I used when verifying bookings and room preparation (Miroslav Knežević et al., 2022). Comparing this placement to my experience, I observed a substantial increase in my capacity to handle operational pressure, control guest expectations, and present proactive service recovery mechanisms that met the hospitality quality requirements.
“Conclusion”- Considering these experiences, I can say that my professional development since has been extensive, especially in the areas of confidence, technical competence and interpersonal communication. Combining such theoretical principles as emotional intelligence, quality of services, and social learning allowed for to merging of theoretical knowledge with practical skills (Lajante et al., 2023). These two scenarios proved that you have to be flexible, tolerant, and patient as well as being a guest-oriented person involving those qualities will help a front desk worker succeed. The positive mentoring of my supervisor was the key to shaping me since he emphasised the importance of being precise, accountable, and proactive in solving problems.
“Action Plan”- In the future, I will also enhance my technical skills through further training on the front office software system and booking platforms. I will also reflect constantly post-shift to evaluate the performance and the areas I require improvement. Continuing the work of the Health and Wellbeing module, I will improve my emotional stability and stress management abilities by means of mindfulness and self-awareness practices that will help me stay calm when under pressure (Rich et al., 2020). I am also looking forward to broadening my knowledge on service leadership and management of guest relations by examining theories such as Herzberg Motivation Theory to be in a better position to discover what makes employees and guests satisfied.
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To improve on future development, this involves to strive to increase my efficiency in technical aspects of operation, as relating to property administration and booking systems, to streamline operations with guests more effectively at times of high demand. This allows to analyse leadership and communication skills to prepare myself to set up supervisory positions in front office management (Anwar, Deliana and Suyamto, 2024). The development objectives are to finish higher training in front office computer and attend customer service excellence seminars to hone problem solving and engaging the guest capacities. Moreover, continuing with the study to keep track of the progress, balance, and emotion, as well as offer extraordinary guest experiences in accordance with professional hospitality practises.
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In conclusion, the positioning of Mercure Nottingham City Centre brings out the significance of effective communication, technical expertise, and emotional intelligence in providing exceptional guest experiences. Being able to work in the front desk helped me build confidence in being able to attend to cheque-ins, reservations, and any problem of a guest in a professional manner. This allowed the analysis of best application of such theoretical ideas as the quality of service and social learning to the everyday activities in the hospitality industry. The arrangement also equipped the importance of teamwork, flexibility, and being a problem solver in ensuring flow of services.
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