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Introduction
During my 10-week placement at DoubleTree by Hilton Bristol North, I was assigned to the Front Office department, where I actively engaged in various guest service operations. My responsibilities encompassed assisting with check-out procedures, observing guest complaint handling, and shadowing front desk staff to gain insight into hotel administration processes. Additionally, I participated in preparing personalized welcome amenities, such as handwritten cards and cookies, for guests who had booked through third-party platforms. This placement provided me with first-hand experience in front office operations, enabling me to develop key hospitality competencies, including communication, problem-solving, and guest relationship management. Moreover, this opportunity deepened my understanding of the operational challenges and service expectations within a branded hotel environment.
To critically reflect on my learning experience, I will use Kolb’s Experiential Learning Cycle (1984), which focuses on learning through practical engagement. The model consists of four stages:
· Actively engaging in a situation.
· Analysing how the experience unfolded.
· Understanding the learning outcome.
· Applying the learning to future situations.

By applying Kolb’s model, I will evaluate how my front office experience contributed to my professional development in hospitality management (Kolb, 1984).








A Guest Requested an Early Check-in, but No Rooms Were Available
One morning, a guest arrived at 10:30 AM, requesting an early check-in. The hotel’s standard check-in time was 3:00 PM, and at that moment, all available rooms were either occupied or being cleaned by housekeeping. The guest, who had just completed a long-haul flight, appeared exhausted and irritated, stating that they had requested early check-in through Booking.com but had not received confirmation.
The front desk staff:
· Checked the booking system but found no recorded early check-in request.
· Explained the check-in policy and reassured the guest that their request would be accommodated as soon as a room became available.
· Offered access to the lounge area and provided complimentary refreshments while they waited.
· Notified housekeeping and estimated a room readiness time.
Although the guest accepted the alternative, they expressed frustration, stating that a hotel of this standard should have anticipated their needs better.
Initially, I felt frustrated because I wanted to accommodate the guest immediately but was unable to do so due to operational limitations. I realized that managing guest expectations and maintaining professionalism was crucial in such situations. While the offer of lounge access and refreshments helped to ease the guest’s frustration, it was evident that their expectations had not been met, which impacted their initial perception of the hotel.
This experience reinforced the importance of initiative-taking communication in guest service. Kotler et al. (2021) suggest that guest satisfaction is significantly influenced by how well expectations are managed before arrival. Walker (2021) states that hotels should ensure that early check-in requests are acknowledged and communicated in confirmation emails, reducing the risk of guest frustration upon arrival. Additionally, Johnston et al. (2012) highlight that even when hotels cannot fulfil requests, communicating alternative solutions professionally can improve the guest experience.
To improve in the future, I will:
· Encourage better communication with third-party booking platforms to ensure guest requests are accurately recorded.
· Proactively review upcoming reservations for early check-in requests and notify housekeeping in advance.
· Suggest an automated email system to inform guests if early check-in is unavailable, offering alternative options instead.























Assisting with Checkouts and Managing Guest Expectations
A key responsibility during my placement was assisting with guest checkouts in the morning. While most guests checked out smoothly, I observed one guest who disputed an unexpected charge on their bill. They were surprised to see an additional room service fee, insisting that they had not ordered anything during their stay.
To resolve the issue, the front desk staff:
· Reviewed the room service records and confirmed the charge.
· Explained that an order had been placed under their room number on the previous evening.
· Cross-checked guest booking details to ensure no misallocation of charges had occurred.
· Reversed the charge as a goodwill gesture, as the guest was adamant that they had not used the service.
The guest appreciated the swift resolution and left satisfied, praising the hotel for being professional and accommodating.
Initially, I felt concerned about how to oversee billing disputes professionally, as I was unsure how to reassure the guest while following company policies. However, I observed that the front desk staff remained calm, patient, and purposeful, which helped the guest feel heard and valued.
This experience emphasized the importance of billing transparency and clear guest communication. According to Bowie and Buttle (2019), trust in hotel services is reinforced when billing is managed with accuracy and professionalism. Johnston et al. (2012) state that even when disputes arise, a quick and guest-focused resolution maintains the guest’s positive perception of the hotel.

To improve in the future, I will:
· Familiarize myself with the billing system to understand how charges are processed.
· Observe and learn more from guest interactions involving billing disputes.
· Ensure that guests receive a clear breakdown of their charges upon check-in to prevent misunderstandings.

Conclusion and Action Plan
Reflecting on my placement, I developed stronger guest service skills, a better understanding of front office operations, and improved problem-solving abilities. Kolb’s Experiential Learning Cycle helped me analyse how real-life situations enhance learning and professional development in hospitality.
This experience taught me the importance of clear guest communication, initiative-taking problem-solving, and maintaining professionalism in high-pressure situations. I learned that even when immediate solutions are not available, providing alternative options and keeping guests informed can positively impact their overall experience.

Moving forward, I will:
· Improve my communication skills to manage guest complaints with more confidence.
· Enhance my knowledge of hotel billing and reservation systems to assist guests more efficiently.
· Suggest small operational improvements, such as real-time room updates and automated guest communication, to enhance service flow.
These experiences have strengthened my ability to provide excellent customer service, preparing me for future roles in hotel management and front office operations.
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