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In this Journal/Log I will discuss my experience of shadowing supervisory and management positions within the reception and front office of the Maldron Hotel in Newcastle.
Shadowing a supervisory position in a hotel front desk and reception area can offer invaluable insights and learning opportunities for individuals aspiring to work in the hospitality industry (Feng et al, 2015). Here are some of the practical aspects I learned from this experience:
1. Practical Learning: initially on my placement I was paired up to Shadow Niketa (Dudhie, 2024) who is a Duty manager, this has allowed me to observe firsthand the day-to-day responsibilities and tasks of a supervisory role. This practical exposure goes beyond theoretical knowledge gained in classrooms or training programs, providing a deeper understanding of the complexities and challenges of managing a front desk and reception area. 
As a DM, it was Niketa’s task to watch over the front office/reception and ground floor which covered other areas within the Hotel. Niketa was able to take over every supervisor and do their tasks efficiently when required, she checked guests in when the system had messed over and proactively found fast solutions in order not to ruin guest experience. Niketa explained that managers should be able to fill in any gaps from cleaning the floor to checking in guests when staff are short, or hotel is extra busy.
2. Skill Development: a few days into my placement I was able to Shadow another DM called Anthony (Murray,2024), Anthony carried out similar tasks to Niketa however being an excellent communicator he used his spare time to respond to online enquiries and complaints such as trip advisor (2024)
I learned essential skills and techniques required for effective leadership and management in online communication. This includes communication skills, problem-solving abilities, customer service techniques, and organizational skills, among others. Observing Anthony handle various situations helped me understand the importance of using words wisely.
3. Understanding Procedures and Protocols: During placement I learned that every Hotel has specific procedures and protocols in place to ensure smooth operations and guest satisfaction. Shadowing has allowed me to familiarize myself with these procedures handling guest inquiries and complaints, and ensuring security protocols are followed shown to me by reception Manager Suzane (Mongcaster, 2024).

4. Exposure to Decision-making: Supervisors in hotel front desk and reception roles are often required to make quick decisions, prioritize tasks, and manage resources effectively. Shadowing has provided me with exposure to these decision-making processes, allowing me to understand the factors considered when making decisions and the consequences of those decisions.

5. Networking Opportunities: Shadowing placement position has allowed me to build relationships with experienced professionals in the hospitality industry. Networking with supervisors, managers, and other staff members can provide valuable mentorship, advice, and potential career opportunities in the future. Maria (Voicu, 2024) from HR has shown me career opportunities within the industry. Networking within the industry is a requirement if you desire to advance in the hospitality industry, shadowing a supervisory position can serve as a stepping stone. The experience gained from shadowing can enhance one's resume and demonstrate a commitment to professional development and leadership potential candidates for supervisory or managerial roles in the future.
I will be using the Gibbs reflective cycle (1988) to reflect on my experience within the reception and front office of the Madron Hotel in Newcastle city Centre (2024):
Description: Throughout my work experience at the front desk of the Hotel I was able to shadow HR, reception staff, supervisors and managers who managed the front office and reception area collectively; The team is responsible for greeting guests, handling check-ins and check-outs, managing reservations, and addressing any inquiries complaints or concerns they may have.  One afternoon an air host working for British airways came to the reception and threw her key card at David who was the reception staff (Urrutea, 2024). She was shouting and screaming about a broken window in her room, I witnessed the abuse at the reception desk and then accompanied a supervisor Victoria (Mario, 2024) to the room to check the window, Victoria alerted the duty manager Anthony (Murray, 2024) to deal with this incident. 
This challenging situation involves rude guest and gave me experience of all levels who dealt with this complicated guest.
Feelings: Initially I felt shocked and amused at the same time as I did not expect this from someone within the hospitality industry and ironically a BA staff member. 
However, I believed her and felt empathetic recognizing the guest may have faced some difficulty with a damaged window and I accompanied the supervisor to the room only to discover she had made it all up and this was the unfortunate behavior of BA staff which members of the Hotel team have previously dealt with.
[bookmark: _Int_cmhmDF4T]Evaluation: On reflection I realize that the customer is not always right and in this incident their behavior was fueled on underlying issues which was not the Hotels fault. It is important to double check things when dealing with a complaint whilst maintaining calm composure to maintain professionalism. I feel if the lobby staff were not busy, and a member of staff was available to check earlier on this would not have progressed into a bizarre moment however this was quickly passed onto a manager who was able to allocate a new room and explain there was nothing wrong with the window. The manager also left it as feedback to BA as this guest's actions was not acceptable or justified.
Analysis: Reflecting on the incident, I recognize the importance of clear communication and attention to detail in ensuring a positive guest experience. I also understand the significance of remaining calm and composed under pressure, as it allows for better problem-solving and conflict resolution. I also recognize the importance of reporting incidents. I understand the significance of empathy and emotional intelligence in handling difficult interactions with guests, understanding that the guest's behavior may stem from external factors allows me to respond with compassion and patience, rather than reacting defensively or reciprocating negativity. Additionally, I acknowledge the importance of setting boundaries and enforcing respectful behavior while still providing excellent guest experience.

Conclusion: This experience has highlighted areas for improvement in staff communication skills and the urgency of dealing with a customer faster. Moving forward, I would make a conscious effort to double-check rooms that have received any complaints and provide clear instructions to guests to prevent similar misunderstandings. Additionally, I will continue to cultivate a calm and professional demeanor, especially during busy periods, to better handle unexpected challenges. This experience served as a valuable lesson in emotional resilience and customer service. It highlighted the importance of maintaining professionalism and empathy, even in the face of rudeness or hostility. By reframing the situation and viewing it through a lens of understanding, I was able to watch and learn whilst the team responded effectively in resolving the issue.
Action Plan: To enhance my communication skills, I will actively seek feedback from supervisors, colleagues, and practice effective communication techniques. I will also familiarize myself with the hotel's protocols to ensure accurate information is provided to guests. Additionally, I will engage in stress-management techniques such as deep breathing or mindfulness exercises to maintain composure during high-pressure situations.
To further develop my skills in handling challenging interactions, I will seek out resources and training opportunities on conflict resolution and emotional intelligence. I will also practice techniques for remaining calm and composed in stressful situations, such as deep breathing or positive self-talk. Additionally, I will make a conscious effort to approach each guest interaction with empathy and understanding, recognizing that everyone has their own struggles and frustrations.
This reflective log demonstrates how Gibbs' Reflective Cycle can be applied to analyze and learn from experiences involving difficult guests in a hotel front desk setting. It emphasizes the importance of professionalism, empathy, and self-awareness in providing exceptional customer service.
Overall, shadowing a supervisory position in a hotel front desk and reception area is crucial for gaining practical experience, developing essential skills, understanding industry procedures, and paving the way for career advancement in the hospitality sector.
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