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Introduction

The full-service Holiday Inn Peterborough West offers various facilities, including an in-house restaurant, meeting and event rooms, and loyalty programs for regular visitors (Holiday Inn Peterborough West,2025). The front office department serves as the central point for guest interactions, encompassing responsibilities such as check-ins, guest inquiries, and reservations. A key element of the hotel's performance, the administrative operation places extreme value on professionalism, effectiveness, and customer satisfaction (Nebel, 1991, p. 37).
Gibb’s Reflective Cycle, which is widely regarded as a key framework for learning from experiences, is also recognised as one of the fundamental frameworks used to gain knowledge from experiences (Structural Learning, 2024).
Learning objectives for the front-of-house department
· Maintaining positive and welcoming guest experience 
· How to handle customer satisfaction and always ask for feedback procedures 
· Building problem-solving capabilities
· Improve the ability to communicate professionally when interacting with guests
Section 1: Reflecting on experience and personal growth
The primary tasks included managing counting the till and safe, printing the downtime reports which include five vacant rooms and arrivals, check-ins, and check-outs, preparing guest arrivals for the next day, and ensuring guest satisfaction. 
The check-in process was well-organized, beginning at 3:00 PM. Upon arrival, the reception would promptly follow up with guests, calling within 30 minutes to confirm their satisfaction with the room, express gratitude, and complete necessary reports. Check-outs occur at 11:00 AM, and guests are also asked for their feedback.  
Additionally, if guests were dissatisfied with any aspect of their stay, the manager would offer them a complimentary drink, an apology card, and some vouchers or points as a gesture of goodwill (IHG, 2024).
The reception procedure at the Premier Inn Peterborough North, in contrast, was a little more accommodating. Guests may pay a charge to check in earlier at 14:00, even though the regular check-in time was 15:00. The hotel took a more laid-back approach to client service and did not ask for feedback once customers arrived. Additionally, there were no loyalty benefits available to visitors, in contrast to the Holiday Inn, which had multiple membership tiers with benefits including complimentary breakfast coupons, snacks, and drinks (Member Terms & Conditions, 2025).
It is considered that successful interaction is one of the most vital skills that the front desk supervisor needs to have to successfully manage the hotel (Patafta and Milohnić, 2022).
Section 2: Critical analysis of work-based skills and technical knowledge
According to Han (2022), a supervisor of the front office needs to have several vital abilities for the overall administration of tasks, including communication, teamwork, task management, and personal, etc.
As contended by Capua (2021), effective communication skill helps in developing rapport with guests, resolving challenges effectively and promoting strong teamwork among the staff which positively influences the overall hotel management.
 During my placement, I developed strong communication skills from which I will be able to handle concerns of guests, manage teams and develop positive relationships with customers. Through this skill, I’m able to convey the information about the facilities of Holiday Inn clearly and concisely, which enhances the positive experience of guests and improves their loyalty.
 Furthermore, teamwork is considered one of the significant skills for the supervisor of the front office within a hotel because it helps in managing all the administrative tasks in an effective manner (Talawanich and Wattanacharoensil, 2021). 
Additionally, task management is another important work-based skill that is important for the supervisor of the front office for hotel administration. As per the thought of Bhardwaj and Kalia (2021), task management skill facilitates efficient operations by permitting managers to allocate time effectively, prioritise tasks and ensure the smooth functioning of the front office department.
Section 3: Reflecting on organisational issues
During my time working at the reception desk at the Holiday Inn Peterborough West, I faced several organisational challenges, with one of the main issues being the efficient management of handovers between shifts, particularly in transferring critical information from the night team to the day team. Inconsistent communication of important information, including customer requests or maintenance concerns, was the root of the issue. Some Gold and Elite members, for instance, had problems with the air conditioner, which made a noise all night long. Additionally, some guests requested extra pillows, and a Diamond member specifically asked for a first-floor room due to health concerns. This lack of clear communication led to confusion and had the potential to negatively affect department performance, guest service, and overall hotel operations.
Additionally, I saw incidences of cultural miscommunication with a Bulgarian couple that significantly affected visitor interactions and the overall level of service quality. Miscommunication, frustration, and a breakdown in customer service are occasionally caused by these cultural differences between the hotel staff and the clients. These misconceptions illustrate the difficulties brought on by different cultural expectations and communication approaches, drawing on Hofstede's Cultural Dimensions Theory, which emphasizes the influence of cultural variations on behavior and communication (Piotrowska and Piotrowski, 2023). Despite being minor at times, this problem had wider effects on the department's output, guest relations, and hotel operations overall.
This problem results in errors and inefficiencies that affect the department's performance. For instance, there may be inconveniences and dissatisfaction from guests if the night shift does not notify them of a maintenance issue or a specific request. Inadequate handovers can make visitors feel ignored, which can result in bad reviews, harm to the hotel's reputation, and a decline in repeat business. On the other hand, effective communication and timely problem solving raise visitor satisfaction and encourage return business. (Leesbourne, 2024)
Using a digital platform for shift handovers could expedite the process and enhance communication. Real-time updates would be possible with an internal app or program to monitor maintenance requirements, room statuses, and visitor demands, guaranteeing departmental alignment. Additionally, by translating frequently asked questions, multilingual communication solutions can help reduce language barriers and improve the overall guest experience.
Conclusion and action plan 
During my time at the Holiday Inn Peterborough West, I gained valuable insights into the operations of the front desk and administration. This experience helped me develop my work-based skills, technical knowledge, and understanding of hotel management. By participating in day-to-day tasks like check-ins, check-outs, guest interactions, and administrative duties, I gained a practical understanding of the hospitality industry. Engaging with both guests and staff also enhanced my appreciation for professionalism, effective communication, and customer satisfaction.
Tasks such as managing the till and safe, preparing reports, handling guest feedback, and troubleshooting issues allowed me to refine my organizational and communication skills. I learned the importance of addressing guest concerns quickly, whether offering complimentary drinks or taking immediate action on service issues. These efforts directly impacted guest satisfaction and the hotel’s reputation, underscoring the importance of customer-focused service in hospitality.
My professional progress has been greatly influenced by this observing experience. I now recognize how important the front desk is to controlling visitor experiences and establishing a friendly atmosphere. As evidenced by the cultural misconceptions I witnessed, I've also come to understand how crucial cultural sensitivity and clear communication are to establishing trusting connections with visitors and resolving problems.
Looking ahead, I plan to improve my problem-solving and leadership skills to address challenges such as miscommunications or organizational inefficiencies. I aim to take on more responsibility in team settings, which will help me learn how to resolve issues and create a positive work environment.
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