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Beginning with the description of a learning log, this paper will focus on a reflective model that will assist in the process of forming the layout of this written work. 
A learning log is made by students who must record, revise and analyse a specific situation, course or any other activity. (Moon, 2003). This paper will be using Driscoll’s reflective model. This model offers one of the most straightforward foundations for reflection, by simply providing 3 simple questions which are: What? So what? And Now What? (The University of Edinburgh, 2024). By objectively addressing these three questions, the learning log's aim will be fulfilled.

The log will document the experiences acquired during the hotel placement, which lasted up to 10 weeks at Novotel Milton Keynes on the Front Office Department.
The hotel is situated in Milton Keynes, closed to the town centre. Is a 3-star hotel, providing for its customer different amenities, like indoor pool, Spa and gym, making it a desired place for a relaxing but at the same time a fun experience. (Guest Reservations, 2025).
 At Novotel Milton Keynes, the learning objectives for the placement within the front office department was:
· Technology proficiency: understanding front office operations/ use of Opera Cloud
· Teamwork and collaboration: communication within the hotel departments especially with the outsourced department of housekeeping 
· Cultural awareness: understand different cultures to be able to offer great experiences for all customers/ colleagues
· Customer services skills: developing interpersonal skills/ handling different situations. (Brotherton, 2020)

Reflection on experience and personal development 
Starting by answering the first question of the reflective model “What?”, during the time spent on the front office department, I have been lucky to de able to assist and learn from the front office manager who was always happy to answer questions and offer insight regarding his role and duties within the company. Observing a supervisory role in hotel management offers significant understanding of the complexity of hotel operations. This exposure highlights various essential workplace competencies and technical knowledge domains. (Walker, 2020)
Sharing with me his managerial competencies and expertise was greatly valued, leading me to recognise that the extensive hours dedicated to training are paying off dividends. He successfully navigated various situations, providing optimal solutions for encountered challenges, benefiting both the customers and the hotel. (MARA, 2025). During my placement, I gained a better understanding of how important communication, teamwork, managing tasks, personal skills, and customer service are in hotel management. By improving my soft skills, I developed a better understanding of relationships with customers, especially those who were unhappy. Good communication helped me better understand the reasons behind the complaints and made it easier to find solutions. (Karina, 2025)
Going further with the second question of Driscoll’s reflective model “So What?” I will discuss other aspects of my placement on front office department.
Regarding technology, although it was a satisfying experience overall, there were instances when it was overwhelming. Because I had previously made use of the PMS system at Premier Inn during my prior placement, I was able to quickly grasp and make use of the system. This provided me with an understanding of what and how the technological aspects are handled in different settings. As an example, a difference between the previous hotel where I did the placement in Level 4, Premier Inn, and this one, was with regards the rooms access cards. Because the procedures where different, I was confused at the beginning while trying to make use of the system. For example, one company was preparing the access cards in the morning shift, while the other one is doing them at the arrival of the customers. Of course, it was not a confusion that could not be easily overcame, but at the beginning it put me in a strange position, as, trying to show off that I know what I am doing, I started making them before I was told. Effective communication helped into fixing the problem under the close directives from the front office manager.

Reflection on Organisational Issue
No organisation is immune to facing challenges during its operations. In the hospitality sector, the majority of issues are identified inside the front office and housekeeping departments. (Wang and Wang, 2011)

At the course of my placement at the front office department at the Novotel Milton Keynes, I was able to recognise a problem that existed within the organisation. The majority of the customers' concerns were about the fees that they were had to pay whenever they parked their vehicles at the place. Despite the fact that the parking lot is actually owned by a separate firm, the process should be as straightforward as possible. However, the fact that the parking lot is owned by a different corporation makes things interesting and challenging. (H, 2023).  Complaints from consumers typically take a significant amount of time to resolve, and the fact that these complaints are typically lodged at peak periods results in long lines of customers who are dissatisfied with the results. When it comes to potential remedies, the most cost-effective one is for the hotel to offer clients particular lists on which they may lodge complaints, and then the staff should handle those complaints during times of the shift when there is less noise. To get the hotel to make full use of the parking site would be a solution that would be more expensive. In any case, the hotel is willing to pay for the parking of its guests when they register at the reception desk using the specialised tablet that was developed for this purpose. Dealing with this problem, it will eliminate unnecessary waiting times and will be less unhappy customers.


 
Conclusion
Wrapping up the log by answering the last question of Driscoll’s reflective model “NOW WHAT?” I am able to say that everything about the experience appeared to be beneficial for me. I successfully enhanced both my soft and hard skills, intensifying my desire to pursue a career in the hotel business. 
[bookmark: _Hlk192083036]Following my placement, I can certainly affirm that, as a hotel manager, the everyday responsibilities no longer appear as daunting. By acquiring enhanced insights into operational methods and policies, I became cognisant of potential prospects and more receptive into embarking on a new chapter in my life, one replete with greater alternatives from which to pick. (EHL Insights, 2024).  As a plan for what the next steps are, I inspire to improve my hard skills, as computing is not my number one strength. A cultural awareness program will help as well, as I would like to gain more insight with regards world cultures and practices. Being always prepared and aware when customers come from different parts of the world will help in creating great experiences for them, and for me, the feeling of being able to help them. Great experiences are the key to customer retention.  
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