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[bookmark: _Toc200274280]1 Introduction

During my 10-week placement at Delta Hotels Birmingham, I worked in the Front Desk Reception department under the supervision of Mr. Kalinauskas Gedas. The front desk acts as the central hub of the hotel, managing check-ins, check-outs, guest inquiries, reservations, and interdepartmental communication. My learning objectives for this placement were: 
To develop strong communication and interpersonal skills within a fast-paced guest service environment. 
To observe and understand leadership and supervisory roles in guest service operations. 
To apply theoretical knowledge from my hospitality modules to real-world scenarios. 
My ability to adapt to the constant flux of the front desk environment improved as I became more comfortable with handling multiple tasks simultaneously, a skill that I had initially found daunting. This growth in adaptability highlighted the importance of resilience and continuous learning within guest service operations, and it became a focal point for my development.


[bookmark: _Toc200274281]2 Role Reflection
To guide this reflection, I employed Gibbs’ Reflective Cycle (1988). This model allowed me to systematically consider my experiences, feelings, evaluation, analysis, and future actions.
[bookmark: _Toc200274282]2.1 Description
My role involved welcoming guests, managing check-in and check-out processes, addressing guest complaints, and liaising with housekeeping and maintenance teams to ensure a seamless guest experience.
[bookmark: _Toc200274283]2.2 Feelings
At the outset, I felt a combination of excitement and nervousness, driven by the need to meet high guest expectations and maintain professional conduct. Gradually, as I adapted to the environment, I felt more confident and capable in handling guest interactions and problem-solving.
[bookmark: _Toc200274284]2.3 Evaluation
The Front Desk Reception department required robust skills in leadership, communication, teamwork, and problem-solving. Mr. Gedas demonstrated these skills effectively, which fostered operational efficiency and staff morale.
	Key Skill
	Observation
	Impact

	Leadership
	Clear delegation during peak hours (Mr. Gedas assigned specific roles to staff)
	Enhanced efficiency and reduced staff stress

	Communication
	Regular updates during guest check-ins/check-outs
	Improved clarity and coordination among departments

	Teamwork
	Staff supported each other, especially during peak periods
	Positive team morale and better guest experience

	Problem-solving
	Quick conflict resolution of overbooked rooms
	Maintained guest satisfaction and operational stability



[bookmark: _Toc200274285]2.4 Real Examples
Furthermore, the theories of emotional intelligence became increasingly relevant as I noticed the significance of self-awareness, self-regulation, and empathy in enhancing my interactions with guests and colleagues. Emotional intelligence is particularly vital in the hospitality sector, where frontline staff must remain composed and understanding to meet the expectations of diverse guests.
Effective Leadership: One morning, a booking conflict occurred where two guests had been assigned the same room. Mr. Gedas calmly resolved the issue by quickly finding alternative rooms and explaining the situation empathetically to both guests, minimizing dissatisfaction.
Teamwork under Pressure: During a busy weekend, staff collaborated to manage a large group checkout efficiently. Mr. Gedas ensured clear delegation of tasks, resulting in smooth operations and minimal guest complaints.
[bookmark: _Toc200274286]2.5 Personal Strengths and Weaknesses
I discovered that my strength lay in my ability to connect with guests through active listening and empathy. However, I also noticed a weakness in managing stress during high-pressure moments, where I occasionally felt overwhelmed.
[bookmark: _Toc200274287]2.6 Analysis 
Additionally, I intend to develop my intercultural communication skills to better serve international guests. Given the multicultural context of the hospitality industry, intercultural competence is essential in delivering personalised and culturally appropriate service.
These observations align with theories in hospitality leadership and team dynamics. Yukl (2013) suggests that participative leadership enhances job satisfaction and operational performance, which was evident in how Mr. Gedas involved the team in decision-making. Effective communication, as noted by Johnston et al. (2012), is crucial in aligning guest expectations with service delivery, and this was clearly demonstrated in the daily operations.
[bookmark: _Toc200274288]2.7 Action Plan
To support my professional development, I identified the following steps:
- Attend a workshop on conflict resolution and stress management.
- Proactively seek feedback from supervisors to enhance self-awareness.
- Create structured checklists to better manage tasks during peak periods, reducing stress and improving prioritisation.


[bookmark: _Toc200274289]3 Management Performance & Guest Service Analysis 
In addition, Mr. Gedas’ supportive supervision reflected the principles of transformational leadership, which fosters innovation and commitment among team members (Bass & Riggio, 2006). This approach aligns with modern hospitality practices that encourage flexibility and staff empowerment. This also resonates with concepts of 'service recovery paradox,' where effective resolution of guest issues can strengthen loyalty. Moreover, the principles of SERVQUAL dimensions—reliability, assurance, tangibles, empathy, and responsiveness (Parasuraman et al., 1988)—became increasingly relevant as I analysed how guest perceptions are shaped by even the smallest service interactions. These frameworks deepened my understanding of how consistent quality and emotional intelligence create lasting impressions on guests.
This section draws on my observations of management practices and their alignment with theories from the Management & Organisational Behavior module.
[bookmark: _Toc200274290]3.1 Management Styles
Mr. Gedas exhibited a participative leadership style, which encouraged team input and fostered a sense of ownership among staff. According to Robbins and Judge (2017), participative management promotes employee motivation and engagement, which I observed in the improved morale and cooperation of front desk staff.
[bookmark: _Toc200274291]3.2 Health & Safety Compliance
The front desk adhered to the Health and Safety at Work Act (1974), including well-placed signage, clear emergency procedures, and ergonomic workspace arrangements. These align with best practices outlined in the QAA (2018) report, ensuring staff and guest safety while meeting legal obligations.
[bookmark: _Toc200274292]3.3 Culture & Teamwork
Furthermore, the sense of belonging and shared purpose within the team was reminiscent of organisational citizenship behaviors (OCB) that I explored in my studies. These behaviors, such as helping colleagues and showing initiative, are essential for building a cohesive and service-oriented team.
The organisational culture was one of open communication and respect, fostering a positive environment for both staff and guests. Drawing from the Personnel Resourcing & Development module, I noticed how this culture encouraged staff to contribute ideas and enhanced overall guest satisfaction. The regular team briefings each morning promoted collaboration and clarity on daily operational goals.
[bookmark: _Toc200274293]3.4 Marketing & Guest Experience
The Front Desk Reception was also pivotal in executing the hotel’s marketing strategies. These included upselling services and promoting loyalty programs during check-ins, aligning with principles from the Marketing Essentials module. This marketing focus contributed to improved guest perceptions and satisfaction.

[bookmark: _Toc200274294]4 Guest Service Improvement Plan 
In particular, the integration of digital guest feedback systems provided real-time insights that allowed staff to adapt their service delivery proactively. This aligns with contemporary marketing trends that leverage data analytics to personalise guest experiences and foster loyalty.
One key issue I identified was service delays during peak check-in times, especially during large group arrivals. Academic literature underscores that long waiting times negatively influence perceived service quality.
[bookmark: _Toc200274295]4.1 Significance
Furthermore, I noticed how an inclusive and supportive culture fosters innovation and continuous improvement. Team members were encouraged to share their ideas and participate in decision-making, reinforcing the idea that organisational success is built on shared values and collective responsibility.
Delays at the front desk can reduce guest satisfaction and lead to negative reviews. In a competitive market, efficient front desk operations are essential to retaining guests and maintaining positive brand image.
[bookmark: _Toc200274296]4.2 Three-Step Improvement Plan
Operational Change: Implement a pre-arrival online check-in system to streamline guest arrival and reduce lobby congestion.
Alignment with Best Practices: Bardi (2010) suggests that digital solutions enhance guest convenience and operational efficiency. This change aligns with industry standards and guest expectations for seamless experiences.
Expected Impact: Shorter wait times, improved guest satisfaction, and reduced stress for staff, enabling them to focus on personalised service.
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Reflecting on my 10-week placement at Delta Hotels Birmingham, I gained invaluable insights into the complex interplay of leadership, teamwork, and communication in delivering exceptional guest service. Using Gibbs’ model (1988), I recognised that my confidence grew significantly as I learned to adapt to the fast-paced environment. I achieved my three learning objectives by actively participating in operations, applying theoretical knowledge to practice, and observing effective leadership in action. Moving forward, I aim to refine my stress management and problem-solving abilities to become a more effective hospitality professional. 
Ultimately, this placement allowed me to bridge the gap between theory and practice, enhancing my ability to navigate complex guest service challenges with confidence and adaptability. These skills and insights will undoubtedly inform my professional practice and future career in the hospitality industry. 
These findings highlight how operational bottlenecks can have a cascading effect on the entire guest experience. Addressing these issues requires not only technical solutions but also staff training and empowerment to ensure front desk teams are prepared to manage peak demand effectively.
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[bookmark: _Toc200274300]Table 1: Summary of Learning Objectives
	Objective Number
	Objective Description

	1
	Develop communication and interpersonal skills within a fast-paced guest service environment.

	2
	Observe and understand leadership and supervisory roles in guest service operations.

	3
	Apply theoretical knowledge from hospitality modules to real-world scenarios.
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	Theory/Model
	Application

	Gibbs’ Reflective Cycle
	Structured reflection of personal experiences and actions.

	Emotional Intelligence (Goleman, 1995)
	Understanding self-awareness, empathy and self-regulation in guest service.

	Transformational Leadership (Bass & Riggio, 2006)
	Motivating staff and encouraging innovation.


[bookmark: _Toc200274302]Table 3: Key Performance Indicators (KPIs) for Front Desk Operations
	Key Performance Indicator
	Impact on Guest Service

	Check-in Efficiency
	Minimises wait times, increases satisfaction.

	Guest Complaint Resolution
	Directly impacts guest loyalty and perception.

	Interdepartmental Coordination
	Ensures seamless guest experience through teamwork.



