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1. Introduction
The Coldra Court Hotel division by Celtic Manor follows a committed management structure that ensures excellent customer experiences worldwide. Guests first encounter the reception/front office department, so this department is the main focus of this report. Coldra Court Hotel's Front Office staff guarantees booking activities alongside housekeeping coordination and feedback management and perform daily hotel operation supervision. The team relies on the Opera property management system to deliver services that fulfil brand quality standards. The reception/front office enhances guest satisfaction and keeps guests from leaving through continuous service quality support and operational efficiency maintenance.
· Learn all aspects of Front Office management, mainly guest check-in and check-out routines.
· The team needs to become more proficient in using Opera property management software and internal communication tools.
· Better interpersonal relationship abilities develop when staff members communicate with customers from different backgrounds.
· Improve team problem-solving skills while working in an accelerated work environment.
· Organization leaders must understand how service recovery helps management handle guest complaints and special requests.

2. Reflection on Experience and Personal Development
During my hotel placement at Coldra Court Hotel’s Reception/Front Office, I was assigned to observe the supervisory role, which introduced me to the various administrative responsibilities across the department. The supervisor conducted guest services involving PMS usage to process arrivals and departures while resolving complaints. Providing guest assistance enabled me to keep guest databases current, promoting seamless communication between teams for optimal resolution of guest requests. The supervisor continued daily operations by developing staff schedules that distributed responsibilities to achieve peak work performance.
Through this shadowing assignment, I learned many crucial skills from the workplace, including communication methods, team collaboration, guest service basics, and organizational task execution. Smooth hotel operations depended on effective communication between guests and team members. Strong customer relations built through clear, polite, professional communication led to higher guest satisfaction ratings. Team members worked together to provide quick assistance for all guest requirements in the department (Erdem and Barakazı, 2023). Monitoring peak-period operations revealed how skilled team task management and time prioritization approaches improved organizational performance. Across the department, everything revolves around guest service, so staff must be flexible and find solutions ahead of time (Gibbs, 2001).
The combination of my academically studied courses through Levels 4 to 6 and my cumulative professional placements fully equipped me for practical hotel industry work. My knowledge acquired from the hotel management, communication strategies, and customer service modules formed the base I applied at Radisson. My experience working directly with customers enabled me to refine my interpersonal communication skills and conflict resolution ability, which became essential at my placement (Rawat, 2010). Eleven versions of Kolb’s Experiential Learning Cycle (2022) will guide me in examining my experience. The experiential framework will establish a basis for analyzing main lessons while connecting academic principles to on-field practice and developing capabilities that benefit upcoming hotel management positions.

3. Critical Analysis of Work-Based Skills and Technical Knowledge
At Coldra Court Hotel, employees use reception/front office department skills in communication technology, technical competence and task management to deliver efficient services and maintain daily business flow. Complaint handling alongside effective guest management depends on the solid communicative abilities of hotel staff to secure the facility's positive standing with customers. Technical ability is necessary for PMS use at Coldra Court Hotel since staff must correctly execute reservations, billing, procedures, and procedures and procedures.
I implemented my coursework insights from customer service and management and communication skills throughout the placement period. Through my knowledge of SERVQUAL (Mursityo, 2018), I adopted strategies to deliver first-class service. I ensured my interactions with guests achieved exceptional responsiveness while demonstrating reliability, which falls within the SERVQUAL dimensions. I solved guest inquiries through active listening techniques from my coursework while developing strategies that improved service delivery and guest satisfaction outcomes.
The PMS and other technical systems proved fundamental to the placement operations through their ability to simplify workflow. Using this software, I learned how to operate its features specifically for booking management, check-in scheduling, and payment administration functions. After working with the PMS, operational knowledge and technological support for administrative functions became clear (Schwarz et al., 2012). Implementing employee scheduling software gave me insight into how hotel industry technology supports workforce planning activities.
Communicating effectively and managing tasks in hotels matters enormously because, according to Pyszczynski et al. (2019), employees need clear messages to be motivated. Through my work with software systems, I understood how technology acceptance models (Singal, 2014) drive operational efficiency improvements. Analyzing these theories reveals clear connections between technological capability and work task control to influence worker success, guest happiness, and corporate achievement.
4. Reflection on Organisational Issues
Throughout my internship at the Coldra Court Hotel, I identified major communication problems between staff from the front office and housekeeping departments. Housekeeping employees failed to obtain all guest demands, including extra towels and room maintenance services, leading to operational breakdowns at Operation Coldra Court Hotel. The problems caused service disruptions and unsatisfied customers. An ineffective communication link between staff disrupted workplace performance and caused issues with guest satisfaction levels.
Operational performance suffered because departmental staff struggled to exchange information effectively between teams—the delayed tasks consumed extra staff time for information retrieval, causing peak-hour stress and missed deadlines. A decrease in reliable service quality alongside guest satisfaction happened when room request fulfilment durations became excessive, leading to guest complaints and dissatisfaction. The lack of proper communication created misunderstandings between team members, which gene resulted in necessary mistakes and additional work.
Implementing a shared digital task management system through hotel management software that delivers guest requests instantly will solve this problem. The proposed system provides a transparent channel to exchange guest needs while simplifying task completion tracking operations.
Implementing Lewin's (2013) Unfreeze-Change-Refreeze model supports the introduction of new communication protocols according to change management principles. Understanding how to utilize this system and developing better teamwork through training enables compliance with performance management principles described in Armstrong (2006) to improve service quality and error reduction department-wide.

5. Conclusion and Action Plan
My time at Coldra Court Hotel taught me vital hotel management abilities, including excellent communication methods, task planning skills, and hotel software expertise. These essential skills depend on operational competence, guest satisfaction improvement, and departmental achievement reliability. Through clear organization-wide communication, hotel staff performs internal operations efficiently and responds quickly to guests' needs. The advantages of working with digital systems helped me understand how technology better manages hotel operations and enhances service quality standards. The training experience at Pan Pacific Hotel has increased my commitment to entering hotel management while providing essential abilities needed for industry success. To further enhance my skills, I plan to:
· Increasing my hotel management software systems proficiency requires enrolling in camping workshops and obtaining the necessary certifications.
· Communication skills will be taught through active response during team interactions and feedback moments to establish improved collaboration tools.
· Combining research about pricing strategies and demand forecasting with their practical application will increase your understanding of revenue management.
· Senior management should act as mentors who show you valuable hotel operations practices alongside leadership development strategies.
· This placement experience has intensified my determination to build a career in hotel management, so my established plans for action can strengthen my applications to upcoming industry positions.
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