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Introduction 
Delta Hotels Tudor Park Country Club is a 4-star property located in Maidstone, Kent, has 120 elegantly fitted rooms and has a championship golf course, spa facilities as well as event spaces where emphasis is laid on personalised guest service (Marriott, 2025). The six-week placement was devised to enable competences in supervising, strengthening technical knowledge of hotel’s system and effective handling of guest services challenges, all in line with the hotel’s commitment to produce exceptional experiences. There was a description, feeling, evaluation, analysis, conclusion, and an action plan that present a structured model of Gibbs’ (1988) Reflective Cycle for reflecting on Front Desk shadowing. As Gibbs’ framework includes a systematic approach of emotions and actions for deep learning, it is an ideal choice for this task (Gibbs, 1988). My goals were to learn guest facing communication, knowing operational systems, and to make contribution to service quality. In terms of my shadowing that took place in weeks 4 and 6, when I shadowed a Front Desk manager and tasks such as rotas was done, this log reflects on how these experiences helped me to build my supervisory skills, as well as my technical proficiency, ready for a career in hospitality.
Section 1: Reflection on Experience and Personal Development 
I apply Gibbs’ Reflective Cycle (1988) to reflect on my Front Desk placement at Delta Hotels Tudor Park Country Club and guide myself through six stages: Description, Feelings, Evaluation, Analysis, Conclusion and Action Plan. Then, this model’s structured approach helps to unpack my supervisory shadowing experiences and personal growth (Gibbs, 1988). In Week 4 (12th to 14th February 2025), I shadowed Front Desk Manager and observed the cheque-in process, guest inquiries and the operation of the system. My guest question answering at the desk, then when I was allowed to be left alone to do it, was a turning point. In the sixth week of Feb (26—28) 2025, my job expanded as I completed the morning checklist and designed room sales staff rotas based on occupancy prediction and payroll inputs and attended the 10AM managers meeting to go through the last day performance, including room sales and guest feedback.
In Week 4, I was initially left unsupervised, and I felt overwhelming nervousness. I was afraid that I would give them the incorrect information pertaining to the availability of the rooms and spa booking etc. (Gibbs, 1988). By Week 6 but these feelings turned into some cautious confidence. Scheduling rotas and presenting updates in the meeting was something that felt empowering but doubt of the system’s accuracy remained due to its outdated interface.


Overall, Week 4’s challenges were a mix of a blessing and an evil. However, its negative outcome of initial guest interactions was coupled with its impact to fuel resilience. Most of Week 6 was good, organising the rota made the whole operation a lot tidier – it got good points from the supervisor, though it was a minor hiccup with errors in payroll entry. And this progression is since Busby and Gibson (2010) argue that hospitality internships are a test of adaptability. My nervousness pushed me to prepare even more so that I would not fail, successes proved my capability.
These experiences were analysed further and refined their use of key skills. Bardi (2010) states that a cornerstone of Front Desk duties is communication which evolved as I learned to articulate need for the guest in a clearer fashion. Managing rotas and payroll was developed alongside the system’s quirks, as indicated by Johnston et al. (2021), and this miscellaneous technical knowledge formed a core part of operational tools that facilitate service delivery. It is the studies on management theory on level 5 that paved a path but practical the exposure brought knowledge on the emotional and situational demands of supervision (Fallon and Rutherford, 2010). Here, work-based learning plays an important aspect of skill development, as noted down in ASET (2022), and self-management played an important aspect as I managed to get over my initial panic to complete tasks effectively.
Finally, this shadowing created confidence, and added technical aptitude, but sparked system fluency gaps as well. I will seek firsthand experience developing modern software which will build his technical skills and make him ready for future roles (Gibbs, 1988). The personal and vocational development that is central to the development of the employee in the field of hospitality supervision, is reflected in this growth.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Looking at these experiences, communication and expertise in technical proficiency was key in guest service. Gibbs’ (1988) Analysis stage provides additional insight: in Week 6, scheduling rota involved a need for clear communication from staff and an effect on guest cheque in, directly. According to Bardi (2010), the ‘nerve centre’ at the hotel is the Front Desk and communication failures in this area affect the service flow. This skill was important to meeting the guest expectations based on the 10 AM meeting when the managers talked to me (Kandampully et al., 2017).
Technical knowledge, however, faced challenges. During Week 5 (19–21 Feb 2025), and frustrated that guests were assigned only at the very end due to the lack of availability with an outdated system, you had to wait for guest assignments. Chen and Chen (2009) refer to operational systems as the mechanisms that underpin service quality; these are the weak points that, if not taken care of, may lead to guest dissatisfaction (Johnston et al., 2021). Technical reliability factors into how valuable or useful this is compared to the last coffee machine breakdown at Zest bar that Week 1, which had the discount figures covering some of the time lost. These skills can be mastered or not and guest has an expectation of seamless service, and supervisors must bridge operational gap (Zeithaml et al., 2017). While I had acquired the grounding in service operations (Level 4) academically, the practical exposure brought to the fore the need for using flawed tools, a fundamental supervisory competency.
Section 3: Reflection on Organisational Issues 
Zest bar is among the notable incidents that happened in Week 1 (22nd to 24th January 2025) when the coffee machine broke, delaying service and inciting guest complaints. It frustrated me that the operational hiccup had broken (Gibbs, 1988) and I was also empathetic to inconvenienced guests. Guest grumbling continued, and the bar ambiance suffered, or the hotel’s reputation, at the hands of the discount that they offered. This is analysed and equipment failure resulted in the strain of staff activity time and guest satisfaction (Johnston et al., 2021). Initiative-taking maintenance schedules, staff training on performing service recovery apologies that encompass resolution beyond discounts (Zeithaml et al., 2017) is suggested. The very issue that brought this about was that operational problems have the propensity to affect other areas of operation, and that requires strong supervisory oversight.
Conclusion and Action Plan 
In conclusion, Gibbs’s (1988) cycle reveals that by shadowing the Front Desk Manager I improved the way I felt and showed me some system limitation. Among them are the recognition that communication is the engine of guest relations and that one needs to be technical savvy despite pokey tools. These align with Delta Hotels’ guest-centric ethos (Marriott, 2025). For future practise, I will practise training in modern systems such as Opera PMS to eliminate technical barrier (Bardi, 2010) and growing on Week 6 gain strength in assertive communication for complaint handling. Gibbs’ reflected practise will keep me on track. In preparation for my service roles in hospitality, these steps will help me to contribute to service excellence and operational resilience in a service environment where adaptation and guest focus are key (Kandampully et al., 2017).
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Week 5

Experiences/Tasks/Challenges/Lessons
(highlight hotel department)

Shift
(Date/Time)

Student Signature

Hotel Mentor
Signature

I started to work on the rooms availability and change them accordingly
such as King size and Twin room where | found it very difficult and
challenging as they are using a very old system. Organised the Pantry room
for Marriott Bonvoy quest (Titanium, platinum and ambassador) where
they can go and have free coffee, snacks, fruit etc)

19-21 February
2025
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Week 6

Experiences/Tasks/Challenges/Lessons
(highlight hotel department)

Shift
(Date/Time)

Student Signature

Hotel Mentor
Signature

I started doing the morning check list for Front desk. | started working at
the rota for all front desk employee by checking how busy the hotel will be
for following week and also scheduled their hours on payroll. | went for a
10am meeting with all managers/supervisors discussing any
issues/changes, rooms sold, questions voice (nice feedback or
compliments) services satisfaction (pool, spa, gold) regarding previous day.

26-28 February
2025
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Level 6 Hoftel Placement — Weekly Progress Tracker

Week 1

Experiences/Tasks/Challenges/Lessons shift
(outline hotel department) (Date/Time)

Student Signature

Hotel Mentor
Signature

1was helping the Zest bar (doing coffees, cleaning the tables, taking the | 22-24 January 2025
glasses and coffee cups to the kitchen. We also had a problem
main coffee machine In Zest bar that needed re service and was impacting

the

the customers as we had to make coffee from the main restaurant and the
Buzdygan
DBz pgar

coffee machine wasn't making all types of coffees and we have to give
them some discount for the coffees. | went for daily meeting (10am)
where all the managers/supervisors attend and discus all the issues, gains,
rooms sold from previous day.
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Week 2
Experiences/Tasks/Challenges/Lessons shift Student Signature Hotel Mentor
(highlight hotel department) (Date/Time) Signature
1 was helping F&B on the main restaurant Cast Iron, setting up for 2931 January 2025
breakfast, cleaning up and then setting up for lunch and if there were not OBudgar f Coabo
many customers for lunch, we would set up half of the restaurant for J

dinner. | been polishing cutlery and glasses.
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Week 3

Experiences/Tasks/Challenges/Lessons
(highlight hotel department)

Shift
(Date/Time)

Student Signature

Hotel Mentor
Signature

1 was helping C&B setting up the rooms different meeting and events by
setting the tables and chairs in different shapes. Went for B.E.O meeting
were each manager for will attend and discus the following week events,
rooms availability/sold, any details about preparing the food and any
special request from the customers what is happening every Wednesday
at 2 pm.

57 February 2025
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Week 4

Experiences/Tasks/Challenges/Lessons
(highlight hotel department)

Shift
(Date/Time)

Student Signature

Hotel Mentor
Signature

1 was shadowing the Front desk manager; | was nervous all the time | was
left alone for few minutes in case someone was coming to ask for any
formation that | didn't know.

12-14 February
2025
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