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[bookmark: _Toc213772035]Introduction 
My placement at Front Office Department of the Maldron Hotel, has played a significant role in developing my professional and academic development at Level 4 of the BA (Hons) International Hotel Management programme. I was under the supervision of Victoria (Supervisor) and David (Floor Manager) and other employees James and Sophie, and carried out diverse administrative and operational duties, including check-ins and check-outs, updating the Property Management System (PMS), and keeping records of guests. This reflection is a part of the Reflective Cycle (1988) by Gibbs that assesses the integration of academic skills in Level 4 courses like Service Operations Management and Human Resource Management into practice to improve my problem-solving, communication, and leadership skills in reality within a hospitality setting (Janjua et al., 2025).
[bookmark: _Toc213772036]Description 
In my placement, I had a number of front-office responsibilities, such as liaising with housekeeping, handling reservations, and properly keeping records. A big accident happened when the PMS system collapsed at one of the busiest hours of the checking in process leading to delays and frustration among guests. It needed the urgent coordination of the team: James took care of the queue, Sophie was communicating waiting time, Victoria was taking care of the satisfaction levels of the guests, and I was in touch with the IT department to address the situation. David was in charge of keeping the lobby orderly and was managing the flow of guests. This practical problem enabled me to exercise the principles of Service Operations Management learned in the classroom to understand how the front-office operations play the key role in preserving the quality of the services, customer satisfaction, and coordination between different departments (Wood, 2013; Farazi, 2025).
[bookmark: _Toc213772037]Feelings 
Initially, I was anxious because of the unpredictability of front-office operations and the high expectations of the guests to the hospitality services. My self-confidence was broken when the system failed because I was terrified of unsatisfied guests. Nonetheless, the composed leadership of Victoria and the leadership of David enabled me to cope with my stress. This support made me be calm as the support was empathetic and supportive as mentioned in the Human resource management of Level 4. Through their professional behavior, I learnt to be confident and have control over my emotions, which are key attributes in emotional intelligence theory and essential for success in hospitality (Hagg, 2013; Khan, 2024). It was not only that the way we worked together minimized the frustration of guests, but also staff morale was boosted, which proved that motivation, empathy, and communication are key factors in service leadership.

[bookmark: _Toc213772038]Evaluation 
The placement experience helped me to identify the strengths and weaknesses of my professional development. Our good teamwork was also a significant strength and ensured that order was restored and guests dissatisfaction was minimized within a short period. Using the Service Recovery Model taught in the Service Operations Management, I was in a position to transform a potentially negative experience into a positive one of a guest, which fits in the SERVQUAL model dimensions of reliability, responsiveness, and assurance (Parasuraman et al., 1988). This was a show of my capability of applying theoretical frameworks into practical use. Nevertheless, there were also signs of improvement that I have to work on, especially in multitasking and time management. Communication with guests as well as updating administrative systems were also difficult. Operational and administrative balance, as Giosmpasoglou et al. (2021) observed, has been among the most difficult issues in hospitality management. However, this experience also taught me the importance of making sure that I prioritize tasks efficiently and develop my organisational competencies.

[bookmark: _Toc213772039]Analysis 
During the analysis phase, I thought through the ways my Level 4 academic learning was applicable in making decisions in the real world. The event made a very strong association between the SERVQUAL Model and the Two-Factor Theory (1959) put forward by Herzberg, which at first would seem irrelevant but, in reality, complemented one another. The dimensions of SERVQUAL such as reliability, responsiveness, and assurance are used to reflect the external service quality that influences the guest satisfaction whereas the theory of Herzberg is used in reference to internal motivation that makes the employees provide such quality. The feedback provided by Victoria and David was positive and served as a motivator, which meets Herzberg factor of recognition and increased my job satisfaction and interest. This demonstrates that service excellence ( SERVQUAL ) can only be maintained with employee motivation (Herzberg). Employee satisfaction, therefore, and customer satisfaction are two sides of the same coin in the hotel operations. The external performance and guest interaction were affected through the disclosure of the management that helped in managing the crisis, which in turn activated my internal motivation, which proves the interdependence of the two theories.
Moreover, this position exemplified the way Transformational Leadership Theory, (Northouse, 2022) and practices of empowerment can sustain service delivery as well as personal development. The supportive supervision of Victoria was a factor that encouraged autonomy and this is consistent with Kahl et al. (2023) who reported that empowerment had an accelerating influence on organisational agility. David was calm in his approach which was reminiscent of transformational leadership which encouraged proactive behaviour and strength in dynamic hospitality environments. The event also strengthened the lessons learnt on the Human Resource Management module, especially on the issue of employee relations and motivation strategies. I engaged in joint communication with the IT and housekeeping teams and got to know how the operational process takes place and how interdepartmental coordination can eliminate cases of service failures, as observed by Kasap et al. (2024).
The focus of my academic education at Level 4 was on building technical and soft skills. Problem-solving and quality control, as well as leadership skills, were developed based on such modules as Service Operations Management, Human Resource Management, and Managing Hotel Administration. Such lessons were realised in the course of my placement and connected theoretical knowledge and practical implementation. It also demonstrated the Level 4 learning outcomes of critical thinking, independent action, and application of theory to professional practice, which coincides with ASET (2017), where reflection is a major element of work-based learning.
[bookmark: _Toc213772040]Action Plan
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[bookmark: _Toc213772041]Gibbs’ Conclusion
The use of the Gibbs Reflective Cycle (1988) helped me relate academic knowledge with application in hospitality management. This experience enhanced my flexibility, collaboration and emotional intelligence which is the main aspect of a leader in the hotel industry. The identification of the correlation between staff motivation and service quality has increased my knowledge of the human aspect of guest service management. Combining Herzberg and SERVQUAL models, I have been able to better understand the relationship between processes of internal and external satisfaction to establish service success.
[bookmark: _Toc213772042]Conclusion 
The reflection is that my front office experience in the Maldron Hotel did not only strengthen my technical skills, but alongside it it reinforced significant professional skills, such as leadership, ability to communicate and empathy. The advantage of being able to relate the academic knowledge gained from Level 4 modules to the experience at the workplace allowed me to have the opportunity of processing the theoretical knowledge gained into practical skills. The place confirmed the importance of operational effectiveness and motivation of humans in effective management of hospitality industry. I became aware of the importance of emotional intelligence, motivation and interdepartmental cooperation in providing service excellence through a Gibbs reflective model. All in all, this experience has ensured that I am firmly convinced about leading a position in the hotel management though engaging in constant learning and improvement with regard to academic and professional guidelines. 
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Task
Observe front-office operations.

Improve time management through scheduling.
Practise guest communication and teamwork.
Ensure accuracy in records and PMS updates.
shadow leadership and handle guest issues.
Coordinate with other departments.

Reflect, review feedback, and plan improvements.





