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[bookmark: _Toc197511774]Introduction 
This reflection highlights the importance of my role as a front desk operator at the Holiday Inn hotel. It emphasizes the development of my customer service, organizational, and problem-solving skills, as well as my ability to navigate the hotel's digital platform. My placement at the reception has familiarized me with the everyday functions of a hotel. This reflection allows me to understand my journey in this role while focusing on the skills I have and the new ones I have acquired.
[bookmark: _Toc197511775]Main body
Description 
The third stage of my placement concluded with my experience working at the hotel's front desk, particularly at reception. During this time, I made the most of my learning opportunities within the department while also taking on the role of an observer. I closely watched and analysed how the receptionists managed various problems and complaints, which helped me better understand the hospitality industry.
The day typically began with the A.M. shift procedures, a set of daily tasks carried out during each shift. First, we reviewed the handover notes from the previous night shift receptionists to stay informed about any late check-out requests or noise complaints. If any issues were noted, we needed to communicate them to the housekeeping department. The front desk and housekeeping have a close relationship. Their cooperation is essential to ensure guest satisfaction and prevent mistakes while serving them (Azzahra & Asshofi, 2024).
We then printed the arrivals reports and checked for any special requests made by guests, such as requests for rooms on a high floor or away from the lift. The reception team used Oracle Hospitality Opera for this process. The hotel's checkout time is set for 11 a.m. but can be extended until 2 p.m. upon request, with priority given to IHG members.
During my participation in the morning shifts, I primarily handled checkouts but also assisted with a few check-ins and pre-assigned rooms for bookings scheduled to arrive later in the evening. Not all guests return to the reception to check out and return their keys, so around midday, I would go to the designated rooms to verify if the guests had checked out. This procedure is conducted daily to ensure that all departures are well organized.
The front desk is the heart of the hotel, and people rely on it for complaints, requests, and problems. To ensure the best approach to various situations, a receptionist needs to be well organised and ready to find solutions (Soitu, 2013).
Visitors approached the desk to inquire about directions, bus schedules, and assistance with their luggage.
I witnessed various complaints, like insufficient parking spaces, rooms being old, or beds not being comfortable enough. On one occasion, two guests frequently approached the front desk to complain about the late check-in time, and they were clearly frustrated. Their attitude did not improve even after their room was ready, and I handed them the paperwork to sign. One of the guests began to express dissatisfaction with having to provide the car's registration number, which is a standard part of the check-in procedure. I encouraged him to follow the procedure and worked to de-escalate the situation by smiling and even joking with them. By the end of our interaction, they had relaxed a bit more. After they signed the papers, I wished them a pleasant stay with a smile and informed them that the reception was available to help if they needed anything.
Learning to handle challenging situations takes time and comes with experience. I took the opportunity to observe and analyse how the reception team deals with customer complaints. If a guest mentioned that their room was outdated or if there was an issue with the bed, they were upgraded to a better room, provided that the hotel wasn't fully booked. 
In one case, a regular guest complained about the outdated condition of their room, but since the hotel was bustling at the time, we could not offer him an upgrade. In such instances, or when the parking was fully booked, the options for resolution were limited. However, guests were offered extra points on their IHG Rewards Club if they were unhappy or disappointed with their stay. IHG manages a collection of nine hotel brands that are globally acknowledged for their high-quality services, and Holiday Inn is among them. The Intercontinental Group's development strategy includes a customer loyalty program. This program, IHG Rewards Club, is the largest in the world (Adina-Gabriela & Daniela, 2016).  
These points could provide long-term benefits, such as free drinks, priority for late check-out, and even a free night’s stay. The number of points granted depended on the nature of the issue experienced.
Some of my other duties included checking in groups that required pre-registration and processing payments for virtual cards from Booking.com. Visitors frequently requested to store their luggage in the storage room while they explored the city, and I was happy to assist them. On a couple of occasions, while at the reception, I was asked to assist the food and beverage department during breakfast due to the high volume of guests needing help.


2. Feelings 
The front office is the most complex department in the hotel, and a person must possess a specific set of skills to be suitable for a job at the reception. The role of a front house assistant is vital, as they are the primary contact for guests. They must have a professional and friendly attitude while assisting with various inquiries and possess strong communication skills (Astuti et al., 2018). I soon realized that a front desk operator is primarily a problem solver and quick thinker.
At times, trying to absorb so much new information all at once felt overwhelming. I had to learn not only how the software system works but also how to respond to various inquiries and address complaints. The most challenging part of working at the front desk was understanding the procedures and determining the best way to handle delicate situations while effectively finding solutions to the issues that arose.
When dealing with dissatisfied or angry guests, it was important for me to remain objective and not take their reactions personally. While addressing the concerns of the two unhappy guests I mentioned above, I made sure to be both polite and assertive. I understood that their frustration was not directed at me personally; it stemmed from situations beyond my control or the front desk clerks ' control. Working in the hospitality industry implies interacting with a wide range of people, and it is crucial to maintain professionalism and not be affected by their negative attitude. 
I discovered that I enjoy helping people. I was happy to provide them with directions and assist them with information. At the same time, I also enjoyed handling checkouts, check-ins, billings, reports, reservations, printing reports, and organizing them. These were the activities I enjoyed the most while working at the front desk.
3. Evaluation
The advantages of working at the front desk included interacting with a diverse range of people and assisting them. Additionally, my colleagues were friendly, patient, and eager to share their knowledge, always ready to address my inquiries. Furthermore, I gained new technological skills by learning how the system functions.
On the other hand, receptionists play a crucial role in maintaining the hotel’s image, which comes with significant pressure. Additionally, consistently managing issues and handling unsatisfied guests can become exhausting.
Much like the food and beverage department, there were also slow days here, with only a handful of guests checking out and few reservations being made in advance.


4. Analysis
My experience at the hotel front desk can be linked to the theory of Customer Relationship Management. The concept is used to help companies manage their relationships with customers using methods, software, and online tools. A business can create a database about its customers that shows important details for management, sales staff, service teams, and even the customers themselves. This information helps align customer needs with products, inform customers about service requirements, and understand what other products a customer has bought. Customer Relationship Management is also an approach that smoothly connects sales, customer service, marketing, field support, and other functions that are addressed to customers (Xu et al., 2002). During my time at the front desk, I enhanced Customer Relationship Management by establishing strong connections with guests, managing their records, and utilizing this data to provide personalized services, such as preferred room assignments. Additionally, I assisted in managing loyalty initiatives like the IHG Rewards Program, reservations, and gathering feedback, all of which are vital for guest retention and satisfaction.
5. Conclusion
My experience in the hotel administration and front desk sectors provided me with important insights. I acquired new technological skills and gained proficiency in a system which I had no prior experience with. I enhanced my ability to communicate effectively with guests, mastering the balance between assertiveness and friendliness. Additionally, I improved my organizational skills by prioritizing tasks and managing paperwork efficiently. This role also helped me refine my observational and analytical capabilities.

6. Action Plan 
My action plan for the future is to focus on improving my problem-solving skills by facing challenging situations independently, even if it means risking making mistakes. Through this trial-and-error approach, I will gain experience, exposure, and confidence.
I aim to improve my multitasking skills by prioritizing tasks and staying calm while switching between them, rather than becoming stressed and overwhelmed.
[bookmark: _Toc197511776]Conclusion
Working at the front desk was my placement's final and most complex part. I learned how to operate a digital platform, complete checkouts, and manage reservations and card payments. I observed guest behaviour and analysed how the reception team addressed delicate situations. This experience allowed me to apply my existing skills while also developing new ones, contributing to my personal growth.
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[bookmark: _Toc197511777]Part 2. Hotel Tutor Feedback 
Placement Hours
Did the Student complete the required hours of 16h per week? Yes ☒  / No ☐
Check-in and check-out procedures: Did the student handle check-ins and check-outs efficiently and professionally?
	
Ana was keen to greet guests and with support from staff follow the check-out procedure. 
Check ins were limited as the shift times Ana could do didn’t really accommodate for this.



Handling guest inquiries and complaints: Was the student able to provide accurate information and resolve issues effectively?
	
Ana was able to handle basic enquiries e.g. Left Luggage but wasn’t exposed to dealing with Inquires/complaints so unable to comment.









Use of hotel systems and technology: Did the student demonstrate proficiency in understanding/using reservation and billing systems?
	Ana Displayed a Good understanding of the Hotel system and when shown was able to follow the instructions effectively. 
Ana was able to read the billing instructions and complete the check-out accordingly.



Overall Feedback: Please provide specific feedback on the students’ performance in the reception department.

	
Ana was keen to learn and wanted to know more about the Hotel systems and procedures. 
She had good work ethics and understanding of how the hotel operates.




Full Name: Natalie Vicary
Position in the Hotel: Operations Manager







[bookmark: _Toc197511778]Part 3. Academic Tutor Feedback



	Time Management

	
Ana demonstrated a good approach to time management throughout her placement. She consistently completed the required weekly hours and fulfilled the placement expectations, despite also managing full-time employment alongside her studies.
From a tutor perspective, Ana attended all scheduled online meetings every two weeks and was punctual and prepared for these sessions. She also responded to emails and messages promptly and professionally, showing good organisational skills. Ana met her deadlines for submitting drafts in a timely manner.
[bookmark: _Hlk197343124]At the hotel, her tasks in Housekeeping, Front Office, and Food & Beverage were completed within the allocated time frames and to an acceptable standard. While Ana’s availability was limited to breakfast and daytime shifts, reducing some opportunities for evening or event experience, she made the most of her available shifts to gain valuable insight. Going forward, gaining more varied shift exposure would help her experience the full range of hotel operations.







	Communication

	
Ana communicated professionally and clearly throughout the placement. In our regular online meetings and email exchanges, Ana was polite, respectful, and responsive. She articulated her ideas and concerns thoughtfully when needed and was open to feedback and advice.
At the hotel, Ana’s communication style was friendly and welcoming, particularly when interacting with guests during breakfast service or while handling basic guest inquiries at Reception. She also showed confidence when learning new hotel systems. Continuing to build on this strong foundation, especially developing greater confidence in communicating under pressure, will benefit Ana in her future hospitality roles.











	Behaviour


	
Ana maintained a professional and respectful attitude during her placement. She adapted well to different departments, engaged positively with staff and peers, and followed instructions carefully.
During our tutor meetings, Ana demonstrated a positive mindset, a willingness to learn, and showed genuine enthusiasm about the hospitality industry. She was reliable in attending meetings and completing tasks, even when juggling multiple commitments. Her strong work ethic and approachable manner made her a valued member of the hotel teams she worked with.
For future placements, taking even more initiative and seeking out additional learning opportunities when possible will help Ana continue to grow in confidence and leadership.




	Problem-Solving

	
Ana showed good initial problem-solving skills during her placement. She was proactive in asking questions when clarification was needed and showed sound judgement in handling tasks such as guest inquiries and check-out procedures.
[bookmark: _Hlk197339812]In our discussions, Ana demonstrated self-awareness when encountering challenges, and she showed the willingness to take feedback on board to improve her performance. While she was not exposed to many complex or high-pressure situations during this placement, her ability to learn hotel systems quickly and adapt to different roles shows a strong potential for independent problem-solving.
Moving forward, developing greater initiative in unfamiliar situations, such as offering solutions or taking the lead without needing direction, will further strengthen her professional skill set.
In addition, it would be beneficial for Ana to consider her availability for the next placement at level 6 in order to get a more rounded view of the operation and management requirements.





Tutor: Lola Villard-Coles



[bookmark: _Toc197511779]Part 4. Reflection of Hotel and Academic Tutor Feedback

Introduction
This analysis aims to evaluate the feedback from my hotel mentor and academic tutor about my performance in the Hotel Administration and Front Office departments. This feedback is essential for directing personal and professional growth in both guest-oriented and organisational positions by recognizing my strengths and improving my weaknesses. 
Main body
1. Understanding the feedback
The feedback from my hotel mentor indicates that I effectively greeted guests and adhered to check-out procedures with the support of my colleagues. Due to my work commitments, I could only participate in morning shifts, limiting my exposure to check-ins. Additionally, the feedback highlights my ability to understand and follow instructions and inquiries, even though I had minimal experience in handling complaints. Furthermore, my hotel tutor acknowledged my eagerness to expand my knowledge of hotel systems and processes. Overall, I demonstrated a strong work ethic and a solid understanding of hotel functions.
My academic tutor's feedback highlights that I was respectful and engaging during our meetings, effectively articulating my ideas and concerns while remaining open to advice. At the hotel, I was warm and friendly when assisting guests at the front desk and displayed confidence as I learned about hotel operations for the first time. I demonstrated strong problem-solving skills, consistently asked questions for clarification, and exercised good judgment in managing guest inquiries and check-outs. Additionally, I was open to feedback for improvement. I successfully finished my responsibilities across all departments with an acceptable level of quality and within a reasonable time frame, demonstrating my ability to handle multiple tasks simultaneously.
The feedback also indicates there is room for growth in terms of gaining exposure to different shifts. I need to continue developing my communication skills under pressure and work on exhibiting initiative, such as proposing solutions or taking the lead independently in unfamiliar situations.
Both pieces of feedback helped me gain a clearer understanding of my journey at the front desk. Both emphasized my eagerness to learn and my curiosity about the hotel industry, as I consistently asked questions and expressed excitement. My hotel tutor noted my strong work ethic, while my academic tutor highlighted my engagement, participation in online meetings, and completion of the required hours for the hotel. However, both tutors suggested that I could improve by participating in later shifts, further enhancing my understanding of the hotel industry.
2. Impact of the feedback 
The feedback I received helped me identify my strengths, allowing me to focus on them, and highlighted areas for improvement. By understanding and following the instructions from the reception team and my eagerness to learn, I became familiar with hotel policies and system operations. This preparation enabled me to greet guests and manage check-outs efficiently. At the hotel, I welcomed guests with a warm and helpful attitude and completed check-outs, billings, and group room allocations. By doing these actions, I demonstrated the capability of multitasking.
I adapted well to hotel operations and the various roles I encountered, demonstrating my problem-solving skills. For instance, I adapted well in the food and beverage and housekeeping departments, performing my duties to a high standard within a reasonable timeframe. Additionally, I was flexible enough to switch from the reception to the food and beverage department during busy times, showing that I am a reliable team member and an effective problem solver.
The input I received has changed my perspective on career development in front office positions. It has helped me recognize the important skills needed in the hospitality industry, especially within the front desk department, and has guided me in developing them. Key skills such as problem-solving, adaptability, and multitasking are essential for maintaining a professional approach focused on ensuring guest satisfaction. I now understand the importance of quickly solving problems and adapting to various situations, as each guest has unique expectations. Additionally, since a receptionist frequently interacts with other departments, my ability to adapt to each of them has deepened my understanding of how a hotel operates and the close connections between different business areas.

3. Action steps for growth 
Following the feedback, my action steps for growth are to continue developing my existing skills while addressing areas that need improvement. I plan to expand my current knowledge of the hotel system by actively asking questions about digital systems and hotel procedures during my next placement. In this way, I will use the curiosity that characterizes me to my advantage. This will help me become a better student and a more effective potential employee in the hospitality industry. I will feel more confident and well-prepared for working at the hotel reception by improving these skills. 
Moreover, I intend to seek exposure to challenging situations by stepping in when guests complain. To achieve this, I will attend afternoon shifts during my next placement to experience more check-ins and interact with a more diverse range of guests. 
This experience will help me become accustomed to a diverse range of guests and boost my confidence in addressing their concerns. Additionally, by being more flexible with my shifts, I will gain new insights that can assist me in writing future assignments.
Furthermore, I aim to take more initiative in unfamiliar situations. Instead of relying so much on instructions, I will take the lead, even if it involves the risk of making mistakes during my academic and placement journey next year. This step is important as I am interested in a potential career in hospitality, particularly at the front desk, which requires making independent decisions.
The reflection helped me develop strategies that will enable me to excel in the hospitality industry. Expanding my knowledge of systems and digital platforms will make my work more efficient and quicker. As a result, guests will receive high-quality service in a timely manner, ultimately benefiting them.
Gaining exposure and stepping into challenging situations will help me build confidence and experience, preparing me to address various concerns and find practical solutions to problems. Additionally, taking afternoon shifts will familiarize me with conducting check-ins and interacting with different customer profiles. Both of these actions will help me become an expert in handling the system and understand how to approach different types of people.
[bookmark: _Toc197511780]Conclusion
Reflecting on the feedback from my academic tutor and hotel mentor has helped me recognize my strengths, such as being welcoming to guests, understanding hotel systems, effectively following instructions, receiving feedback, solving problems, and completing tasks within an appropriate timeframe. It also made me aware of areas where I need improvement, such as being more flexible with time, taking more initiative, and enhancing my communication skills under pressure. This feedback and my self-analysis gave me a clear and objective understanding of myself and my actions during my placement in the reception department. I plan to use these insights in my future positions in the hospitality industry to continuously improve guest service and administrative functions.
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