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[bookmark: _Toc213927491]Introduction
My placement experience in the Reception Department at the Premier inn Hanley, Stoke-on-Trent has been a very growth giving experience and has taught me a lot regarding the operations and management of the hotel running. Working under Jo (Receptionist) allowed me to interact face-to-face with front-of-house operations as well as back-office coordination, which helped move me towards having a better understanding of the operations of the service and guest relations. My main responsibilities were to take care of check-in and check-out procedures, to answer guest inquiries, to communicate with other staff members, and to maintain accurate records on the property management system (PMS). This reflection draws on the work of Gibbs (1988) who developed Reflective Cycle to critically consider my learning and professional growth. It compares my present Level 6 placement with my Level 4 experience at Premier Inn Newcastle-under-Lyme throughout the module BMIH4004 Administration and Front Office Operations. This was the time when I was acquiring my first communication and administrative skills and learning some background knowledge about hotel operations and guest service. This reflection will be based on the theoretical knowledge in Service Operations Management and Leadership in Hospitality, and will showcase how the theory has been applied in practice, and will also tell some of the ways this has enhanced my professionalism, adaptability and confidence in the management of the hotel.
[bookmark: _Toc213927492]Description
My placement has entailed a blend of administrative and guest-related tasks including taking of bookings, liaising with the others, and communication to the PMS. The very notable incidence occurred on a busy Friday evening when a number of the guests had not checked in due to ineligibility of their rooms since they were not prepared. Guest frustration increased when the lobby was crowded. Together with Jo, I was able to manage guest communication. I kept guests informed about estimated waiting times and served complimentary refreshments to keep my guests satisfied. The act of teams working together between the departments was important in controlling the situation. Once the rooms were released I efficiently addressed the check-ins to make sure that each and every guest was personally greeted. This was an experience of the complex coordination between the reception  team and how administrative efficiency has a visible direct effect on guest perception and satisfaction (Mandic et al., 2023). It also highlighted the fact that operational underpinning of precision and communication are central to the success of hospitality (Hagg, 2013).
[bookmark: _Toc213927493]Feelings
Initially, I was anxious, because it was difficult to manage several impatient guests alone. Compared to my Level 4 placement which I had a lot of supervision - this situation required me to make immediate decisions. The tension in the lobby made me have the fear that the situation might go out of hand and may affect the reception team. However, seeing Jo's calm demeanour  efficient communication gave me confidence. As I pushed through with guests, using empathy and language that I was able to clearly communicate, I started feeling more confident. Applying the theory of emotional intelligence, Hsu et al., (2024) indicated the importance of self-regulation and social awareness in guest interaction. Through keeping my cool, I was in a position to avoid conflict and to uphold professionalism. Once the problem was resolved, I took pride in the fact that my method of staying calm had helped put guest satisfaction back on track. This experience helped to strengthen my belief that empathy, adaptability and communication are fundamental attributes of effective hospitality leaders (Wood, 2022.).
[bookmark: _Toc213927494]Evaluation
The incident brought good and bad results. On the plus side, there was little guest dissatisfaction from inadequately coordinated team efforts or ineffective communication on my part. I was successful in applying the principles of service recovery where my negative experience turned into one of appreciation - one of the learning outcomes of the Service Operations Management module. However, challenges were found, especially in the areas of time management and multitasking because managing guest inquiries with updating the system was demanding. According to Giousmpasoglou et al. (2021), trade-off between administrative accuracy and efficiency of service is one of the most demanding aspects of hotel operations. Despite these challenges, the situation was a useful learning opportunity which improved my prioritisation and problem-solving skills. As highlighted by ASET (2017) for work-based learning to be effective reflection is essential to turn real challenges into personal and professional development. Overall, this experience grew my confidence and ability to manage pressure - progressing from observation at Level 4 to being in active leadership at Level 6.
[bookmark: _Toc213927495]Analysis
The analysis stage of Gibbs model assisted me in relating the theory to practice. The situation was reflective of the principles of the SERVQUAL Model (Parasuraman et al., 1988), especially reliance on reliability, responsiveness and assurance. Keeping guests informed during delays was a sign of responsiveness and calm communication and transparency was a sign of assurance. According to Shams et al., (2021), consistent service recovery and communication are characteristics of guest satisfaction and loyalty in the hospitality operation today. The experience was also pertaining to the Two-Factor Theory, which I learned in Human Resource Management and in terms of Herzberg. Positive recognition from Jo after solving the incident proved to be an internal motivator which enhanced my engagement and satisfaction. Similarly, Sajuyigbe et al. (2023) found that organisational agility and morale is enhanced through the trust and recognition of employees.
From a leadership standpoint, Jo's supportive approach was more similar to transformational leadership, which emphasizes motivation and collaboration (Northouse, 2022). Watching how she guided was a confirmation of the importance of empowering team members and keeping up optimism in stressful situations. Additionally, Johnston et al. (2021) emphasise the importance of synchronising the front and back office operations in the hospitality. My coordination with other staff during the room delays was a good example of how a sense of interdepartmental communication is a force for operational excellence. This was also similar to my Level 4 learning as I didn't know how to coordinate during the beginning of my learning but now I can coordinate information flow with confidence. In essence, this analysis affirmed that leadership, teamwork and communication are interrelated competencies that are essential for efficient hotel Premier Inn Hanley
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	Task
	Week
	Focus

	Observe front-office operations
	Week 1
	Learn daily procedures and service flow.

	Improve time management through scheduling
	Week 2
	Develop efficiency through shift planning.

	Practise guest communication and teamwork
	Week 3
	Strengthen collaboration and service interaction.

	Ensure accuracy in records and PMS updates
	Week 4
	Maintain precise data and system entries.

	Shadow leadership and handle guest issues
	Week 5
	Learn problem-solving from managers.

	Coordinate with other departments
	Week 6
	Enhance inter-departmental cooperation.

	Reflect, review feedback, and plan improvements
	Week 7
	Evaluate progress and implement lessons.



[bookmark: _Toc213927497]Gibbs’ Conclusion
Applying Gibbs Reflective Cycle (1988), I was able to recognise the mutual dependency of theory and practice in professional growth. The placement helped with my self-awareness, emotional intelligence, and ability to work as a team. The determination of any weakness towards multitasking and administrative accuracy has helped me to employ superior organisational tools and proactive communications strategies. Reflection has thus come up as the most important in attaining managerial maturity and operational competence. 
[bookmark: _Toc213927498]Conclusion
This reflection demonstrates that my placement at a Premier Inn Hanley contributed to my professional and personal growth to a considerable extent. The integration of theoretical education to practice specifically, the model of quality service and leadership theories have enhanced my management of my stress, coordination between various departments, and satisfaction of my guests. Collaboration with Jo on a team improved my teamwork, communication and decision making skills and the difficulties provided experience on how to be a leader and flexible. Not only the skills and technical knowledge of the hospitality management and business, but also the emotional intelligence is crucial, as Vallen, 2020, and Vallen, 2020 explain. This placement helped me realize that empathy, coordination and reflective learning are the pillars of successful administration of hotels. 
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