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Introduction
Working at DoubleTree by Hilton Bristol North during my 10-week placement, I had the opportunity to experience the fast-paced reality of guest service operations. My placement, which took place every Tuesday and Thursday from 7:00 AM to 3:00 PM, primarily involved front office and food & beverage (F&B) operations. While I actively participated in guest interactions during check-outs and breakfast service, I also had the chance to observe how the reception team managed guest complaints and service recovery.
Reflecting on my experiences through Schön’s (1983) model of reflection, I analyse both my actions in real-time (reflection-in-action) and my post-experience learning (reflection-on-action). This log evaluates how these moments contributed to my professional growth, particularly in guest service, problem-solving, and communication within hospitality operations.





















Reflection on experience and Personal Development

Check-Out Interactions – Building confidence in guest communication
One of the key responsibilities I undertook in the front office was assisting with check-outs, ensuring guests had a seamless departure experience. I initially felt hesitant when dealing with guests, concerned about making errors in billing or miscommunicating policies. However, as I became more familiar with the check-out procedures, I gained confidence in explaining final invoices and answering guest questions.
One instance that stood out was when a guest questioned an unexpected late check-out fee. I was not entirely sure how to handle it at first, so I observed how the receptionist approached the situation. She maintained a calm, professional tone, explained the fee clearly, and ensured the guest felt listened to. The guest, who was initially frustrated, accepted the explanation and left satisfied.
· Reflection-in-Action: In the moment, I noted how patience and clarity played a crucial role in de-escalating the situation.
· Reflection-on-Action: Later, I reflected on how providing clear information during check-in about potential charges could reduce misunderstandings at check-out. Research by Bardi (2010) highlights how transparency in hotel policies improves guest satisfaction and trust.

This experience helped me develop confidence in guest interactions, showing me that remaining composed and well-informed is key to handling guest concerns professionally.










Observing complaint handling – Learning from Service Recovery
One of the most insightful experiences of my placement was observing how reception staff handled guest complaints. While I did not directly manage these situations, shadowing professionals gave me a front-row seat to service recovery in action.
A particularly challenging moment occurred when a guest arrived upset about a room service delay. They had placed an order the previous night, expecting it within 30 minutes, but received it an hour later. The front desk receptionist apologized immediately, reassured the guest that their feedback was being taken seriously, and offered a complimentary drink as a goodwill gesture. The guest, while still frustrated, appreciated the quick response, and left more satisfied than when they arrived.
· Reflection-in-Action: I noted how active listening and genuine empathy helped calm the guest down and prevent further escalation.
· Reflection-on-Action: Reflecting later, I realized that better coordination between front office and F&B could have prevented the issue entirely. Research by Johnston, Clark & Shulver (2012) suggests that seamless interdepartmental communication is essential for maintaining service consistency.

This observation reinforced my understanding that service recovery is not just about solving a problem—it is about restoring trust and ensuring the guest leaves on a positive note.














Breakfast Service – Managing guest expectations in high-pressure moments
The busiest part of my day was often during breakfast service, where I assisted guests with seating, replenished buffet items, and ensured smooth restaurant operations. On particularly crowded mornings, balancing efficiency with attentiveness became crucial.
One morning, a large group of business travellers arrived simultaneously, leading to longer wait times for food and seating. I noticed some guests were becoming visibly impatient, checking their watches, and looking frustrated. I took the initiative to:
· Clear tables quickly to free up seating.
· Offer guests alternative seating options when available.
· Keep guests informed about expected wait times while ensuring they felt acknowledged.

· Reflection-in-Action: During the moment, I realized that anticipating guest concerns and addressing them proactively helped reduce frustration.
· Reflection-on-Action: Later, I thought about how a structured seating system for large groups could improve breakfast service. Research by Fallon & Rutherford (2010) emphasizes that queue management and proactive communication play a significant role in guest satisfaction during peak service times.

This experience sharpened my ability to manage guest expectations, multitask efficiently, and stay calm under pressure—all critical skills in hospitality management.














Critical analysis of Work-Based Skills and Technical Knowledge
Developing effective communication in guest service
Effective communication was fundamental throughout my placement, whether in the front office or F&B. A simple but impactful moment occurred when I assisted a guest who spoke limited English during breakfast.
The guest struggled to understand the buffet setup, and I quickly adapted by using visual cues, pointing at menu items, and speaking slowly and clearly. The guest smiled, nodded in understanding, and was able to make their selections with ease.
· Reflection-in-Action: I realized how non-verbal communication and patience are key when assisting guests with language barriers.
· Reflection-on-Action: Later, I thought about how multilingual signage, or a pictorial menu could further enhance the guest experience. Research by Tewan (2009) highlights that hospitality businesses should prioritize inclusive service strategies to accommodate international guests.
This experience reinforced my ability to adapt my communication style based on guest needs, a skill I will carry into my future career.


















Recognizing the importance of interdepartmental coordination
One challenge I observed was delays in room readiness due to miscommunication between reception and housekeeping.
On one occasion, a guest arrived at 2:30 PM expecting their room to be available, but the housekeeping system still showed it as “in progress.” This caused confusion and a short delay before the guest could access their room.
· Reflection-in-Action: I noted how real-time updates between departments could have prevented this situation.
· Reflection-on-Action: I later considered that implementing a live housekeeping status update system would reduce such errors. Research by Casado (2012) supports the idea that technology-driven housekeeping coordination improves service efficiency and guest satisfaction.
This experience helped me understand that even small operational miscommunications can significantly impact the guest experience, emphasizing the importance of seamless teamwork in hotel management.



















Conclusion and Action Plan

Reflecting on my placement, I have gained:
· Confidence in guest interactions, particularly during check-outs.
· An understanding of complaint handling strategies through observation.
· Experience in managing guest expectations during high-pressure service situations.
· Awareness of operational challenges that affect hotel service efficiency.

Future Development Plan
Seek opportunities to actively handle guest complaints to develop confidence in conflict resolution.
Advocate for structured communication between departments to minimize service delays.
Continue refining my ability to anticipate and address guest needs proactively.

By focusing on these areas, I aim to develop into a hospitality professional who excels in both guest satisfaction and operational efficiency.
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