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2. [bookmark: _Toc213328745]Introduction
I am presently placed in Cheltenham Chase Hotel, which is a four-star establishment and a part of The QHotels Group, accommodating business and leisure travellers. I am located in the Front Office Department, where I serve as a Front Office Trainee, helping with the various areas of the front office, such as guest check-in and check-outs, reservations, and answering inquiries. I am closely working with Harriet, the Front Office Supervisor and Sandra, the Receptionist, who have taught me to build communication competence as well as administrative competence. This reflective learning journal applies the Reflective Cycle (1988) by Gibbs to assess personal and professional growth, address a central administrative challenge witnessed in the department, as well as the future trends influencing hotel management (ASET, 2017). The reflection will make a connection between the practical experience and the theoretical Level 4 module learning, such as Hospitality Operations Management and Customer Experience Management.
3. [bookmark: _Toc213328746]Section 1: Role Reflection
3.1 [bookmark: _Toc213328747][bookmark: _Toc211936348]Gibb’s Reflective Cycle
Description
The primary tasks that I will undertake are reception of guests, booking of rooms, checking in and out of rooms using the Property Management System (PMS), and communicating with housekeeping. I also help in receiving complaints from customers and answering telephone calls, as well as addressing guest satisfaction. Good leadership and delegation of tasks under the leadership of Harriet ensure the operations are smooth during the busy hours. Sandra has taught me the importance of patience and tone of voice in how the guest can be perceived. 
Feelings
Initially, I was apprehensive about the efficient use of PMS software and feared making errors during check-ins. But with the help of Harriet and the support of Sandra, I gained confidence. My attitude towards working with visitors started to change gradually, and I was proud when I had to operate at the reception desk alone. I was also taught how to remain calm even when under pressure and to remain professional even when the lobby was crowded or the guests were impatient.
Evaluation
This position has greatly enabled me to enhance my skills in communication, teamwork and service delivery. I also became more flexible and proactive in meeting the needs of the guests. Nevertheless, time control and organisation of work in the busy hours were still problematic (Felce, 2019). The leadership style exhibited by Harriet was parallel to the situational model of Hersey and Blanchard (1969), whereby the direction was changed according to experience (Hagg, 2013). The conducive atmosphere helped me to acquire knowledge through observation and feedback, and use emotional control in line with the emotional-intelligence theory by Goleman (1998).
Analysis
Kolb (1984) explains that learning takes place in terms of experience, reflection, conceptualisation, and experimentation as described in his Experience Learning Cycle (Van den Bossche et al., 2021). My learning process was organised as follows: I monitored the interaction with guests, discussed them with bosses, and implemented new strategies. The Belbin (1981) Team Role Theory describes the contribution of each of the members to the team- Harriet was the coordinator, Sandra was the completer-finisher, and I was the implementer. It is in connection with the Hospitality Operations Management module that I understood how the coordination of departments influences the quality of services. 
Conclusion
In general, the experience boosted my confidence, skill to multitask and problem-solving problems supervised. I was taught that operational efficiency in front-office administration is highly maintained with the help of effective leadership, collaboration and self-reflection. Another aspect that I realised is the need to build uniformity in communication and emotional management.
Action Plan
I will follow Harriet when she is dealing with guest complaints to perfect service recovery skills. I will also train on the application of PMS daily in order to achieve technical accuracy. Visiting customer service in-house trainings will also enhance my communication skills. At the conclusion of the placement, I am determined to work with short shifts without supervision and be able to prove that I am ready to take the supervisory position.
4. [bookmark: _Toc213328748]Section 2: Discussion of a Key Hotel Administration Issue
One of the administrative problems found at Cheltenham Chase Hotel is the slowness in responding to guest reviews. Although they encourage their guests to leave comments or reviews at the end of the checkout, they are not always responded to on time, which may impact their satisfaction levels and online image (Vallen and Valen, Jerome 2014). The Front Office team usually requires managerial approval to respond, giving them a slower communication speed (Eling et al., 2024). Responsiveness and empathy are the essential aspects of service quality that the SERVQUAL Model singles out. The Two-Factor Theory by Herzberg (1959) indicates that recognition and responsibility are motivators in the work of employees (Wood, 2013); the receptionist will be given the chance to take and correct feedback, which would consequently boost the staff morale and satisfaction of the guest.
I acquired knowledge during my Customer Experience Management module that frequent communication increases the trust and loyalty of guests. Looking at Harriet, I perceived how verbal recognition of an issue in a guest, which could have caused a lot of tension, was diffused by the instant verbal recognition of it. I suggested a Guest Feedback Log Sheet where the issues, response time, and staff assigned would be logged. Singh et al. (2024) claim that this minor administrative step may enhance accountability, coordination and consistency of service recovery. This solution also helps the Human Resource Development perspective to address the issue through the development of a culture of communication and collective responsibility (Khatter, 2025). This experience has helped me to understand that effective feedback management does not just involve customer satisfaction but also encourages the workers to make decisions with a certain confidence and without necessarily relying on the administration to make up their minds. 
5. [bookmark: _Toc211936349][bookmark: _Toc213328749]Section 3: Future Trends in Hotel Administration
Sustainability, consumer expectations, and technology are all becoming key determinants of the future of hotel administration (Akel and Elçin Noyan, 2024). My placement experience helped me observe the way that digitalisation already affects front-office activities. Many processes are automated in the PMS, including payments and room assignment, and emerging technologies like self-service kiosks and mobile check-ins (Gupta and Sharma, 2021). Studies by Buhalis and Moldavska (2021) indicate that artificial intelligence (AI) has the potential to enhance efficiency and accuracy and decrease workload among reception staff. The consumer needs are also changing fast. Travellers require contactless, hygienic and personalised experiences after the COVID-19 pandemic (Eling et al., 2024). This trend means that front-office workers need to achieve a balance between efficiency and empathy, the provision of fast service without the loss of the human nature of hospitality. These behaviours are indicators of the increased significance of emotional intelligence in the technology-based areas.
Sustainability is another trend that is emerging. The progressive shift towards paperless receipts and limited printing used in the hotel is in line with the international sustainability objectives (Akel and Elçin Noyan, 2024). The administration systems are turning out to be eco-friendly and save time and resources. Considering the above developments, I realise that the future professional in the front office needs to be competent in technology and flexible with people. In order to stay pertinent, I will improve my digital literacy by acquiring skills to perform sophisticated functions in PMS, as well as enrol in training pertaining to AI tools. 
6. [bookmark: _Toc213328750]Conclusion
This reflective learning log has increased my level of insight concerning the applicability of academic theories to the real-life operations of a hotel. I also assessed my communication, teamwork and professional development skills in the Front Office of Cheltenham Chase Hotel through the model suggested by Gibbs. I fulfilled learning objectives, including the ability to interact with guests better and operate with confidence, but I want to train skills in handling complaints and prioritising when under stress. The analysis of the administrative issues revealed the significance of responsiveness and empowerment of employees, whereas the discussion of future trends revealed the necessity of digital flexibility and emotional intelligence. I will use these lessons to further my professional growth into a managerial or supervisory position in hotel management.
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