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1. Introduction
A modern venue, close to Leicester, the Hermitage Park Hotel boasts charm and contemporary features in one and is suitable for a range of occasions such as weddings, conferences, and private functions (Hermitage Park Hotel, 2025). It is important to note that the Reception/Front Office department helps ensure smooth operations as well as provide excellent guest experience. The team is the first point of contact and the expectations of them are to ensure check-ins and check-outs, response inquiries, solve complaints, as well as collaborate with the other departments to facilitate efficiency (Bardi, 2010). As a receptionist in my placement, I intended to improve my professional skill and to understand more about the hotel administration. I was keen on enhancing my capability to communicate with others, to collaborate with other staff, and to manage each task as well as gaining technical knowledge regarding front office systems. These are the skills that need to be possessed to generate high quality guest service as well as to ensure success in operations (Kandampully, Zhang and Jaakkola, 2018). The reflective log is structured using Gibbs’ Reflective Cycle (1988) to expose my experiences in relation to personal development, critical analysis of work-based skills and the challenges. 
2. Reflection on Experience and Personal Development
Description:
My job as a receptionist consisted in taking over guest registration, checking in and out of guests, visiting them to their rooms and answering guests’ questions about the hotel and local places of interest. I also explained complaints like room allocation issues or delays in service and helped in coordinating event by consulting with other departments for smooth operation of Wedding and conferences. Being both demanding and dynamic, the tasks that I had to perform involved constant interaction with guests and colleagues (Bardi, 2010).
Feelings:
Firstly, there was a kind of thrill coupled with nerves when dealing with guests because I wanted to create a good impression. The opportunity to meet people from various backgrounds was enjoyable for me, even though I liked solving people's problems in the most effective way. During peak times, such as large event check in, I did find that my mind was overwhelmed with so much to do and the fast pace of the environment as well as needing to multitask under high pressure. These challenges aside, there was a satisfaction that came from the guests thanking me for my help.
Evaluation:
Several aspects of my placement went well. I quickly got used to the use of the hotel’s front office with software system (Vallen and Vallen, 2014) and established strong rapport with guests, who accordingly took a broad experience. Collaborating with colleagues to cope with demands on the service developed my teamwork skills as well. When I found myself in conditions under high pressure, like answering to many guest inquiries at the same time, however, I struggled with time management. However, this made it clear much was needed to gain the capability of prioritising tasks well.
Analysis:
This contributed much to my personal and vocational development. A key skill to master was communication because I had to adapt my tone and approach to different guests to ensure satisfaction (Kandampully, Zhang and Jaakkola, 2018). Secondly, it was equally important for teamwork since coordinating with the colleagues served to sustain operational efficiency (Salas, Reyes and McDaniel, 2018). To solve guest complaints, task management and problem solution were the key, which emphasised the requirement of guest service strategies in hotel administration (Karatepe and Karadas, 2015).
Conclusion:
This placement helped to give me a good insight on how crucial communication and teamwork are to the success of a hotel along with adaptability. Time management areas for improvement were highlighted, but I realised I still had a passion to provide the highest level of guest service. With these experiences, I will develop as a hospitality professional and use them as lessons to my future professional practise.
3. Critical Analysis of Work-Based Skills and Technical Knowledge
While I achieved my placement at Hermitage Park Hotel, I learnt work-based skills and technical knowledge which are useful to effective hotel administration. I learned to be a good communicator because I had to adapt my communication style to fit the different guests, we had and the different situations. For instance, in the case of my guest’s complaint about late room service, I addressed the concern with a professional and empathetic tone to make my guest feel heard and valued. The same belief shared by Kandampully, Zhang, and Jaakkola (2018) that tailored communication is a singular factor to increase the guest satisfaction does align as well.
Teamwork was another invaluable attribute since I worked with other departments, for example, the housekeeping and event management departments, to guarantee a smooth running of operations. I coordinated as events manager with the events team to ensure efficient management of guest arrivals and room allocations on the day of the wedding event. This is in line with Salas, Reyes, and McDaniel’s (2018) description of the role of teamwork in the success of how an operation operates. Busy periods particularly, such as peak check-in times, were difficult to manage with tasking. In this situation, I learned to prioritise tasks by initially dealing with urgent guest inquiries but handing over less important ones to our colleagues. Therefore, this experience provides the evidence about the significance of rational resource allocation (Johnston, Clark, and Shulver, 2012). Technically, I acquired knowledge on how to operate the hotel’s front office software system in dealing with making reservations and keeping guest information. 
4. Reflection on Organisational Issues
While working within the Hermitage Park Hotel, an organisational issue relating to the communication between the Reception and Housekeeping departments emerged, where breakdown of communication often occurs. In peak periods such as weekend or event, this issue occurred quite often where room readiness updates were delayed. For example, a check in early, was told their room was ready only to be informed it was not yet ready, still being cleaned. This miscommunication resulted in guest dissatisfaction and further stressed both departments to rectify the matter urgently.
The full impact of this issue on the department’s performance was significant. The check in process disrupted; ted, other guests were delayed and there was no need for the tension which was put between staff. This left a negative impact on the image of efficiency and professionalism of the hotel’s service provision as guests expect a smooth coordination among departments (Kandampully, Zhang and Jaakkola, 2018). To address this problem, I recommend that regular team meetings will take place between Reception and Housekeeping to enhance their communication and to create standardised protocols for receiving room readiness information. Moreover, a shared digital system is needed, for example a property management system (PMS) with real time update which guarantees both departments acquire precise and current data (Vallen and Vallen, 2014). There would be staff training in effective communication and how to use such systems to further improve the coordination and to lower down the errors (Johnston, Clark and Shulver, 2012). During this experience, it underscored the importance of interdepartmental communication to make sure to run operations as efficiently as possible and to maintain guest satisfaction. Solving these problems by making the systems smarter and training better, the hotel can provide better service and solidify more collaborative work culture.
5. Conclusion and Action Plan
The placement at Hermitage Park Hotel gave me insight about the need to shadow the supervisory role in developing the work-based skills and technical knowledge. This experience has helped me to learn and understand the key parts of hotel administration like communication, teamwork, task management and application of front office system. These experiences showed us how extremely important the capability for adaptability and problem solving is for operationally efficient and exceptional guest service. To build up my knowledge in technical proficiency, I will participate in training sessions on advanced front office systems for a more advanced career in hotel management. Further, I also strive to acquire leadership and conflict resolution skills to deal with team dynamics and guest complaints well. Lastly, I will work on time management and adaptability in last minute stressful scenarios, therefore ensuring that I can execute in an environment with an exciting pace of this sector. 
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