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Introduction
My main position throughout the ten weeks of my placement at the Best Western Abbots Barton Hotel in Canterbury was the Front Office Administration Department, reporting to Aiden (General Manager) and Front Office Managers Mohan, Hannah, and Pennie. The front office of the hotel acts as the hub of operation of the hotel; it is in charge of making a reservation, admission and discharge of guests, payment, data and information management and contacting the other departments. This position offered a firsthand experience on how the accuracy of administration, communication, and guest relations can maintain the quality of service and brand reputation of a hotel.
To critically evaluate this experience, I am using the Reflective Cycle by Gibbs - a stages framework which allows us to reflect on it in a structured manner: description, feelings, evaluation, analysis, conclusion, and action plan. I also combine theoretical achievements of my earlier courses like Management and Organisational Behaviour, Hospitality Operations Management, and Customer Relationship Management (Praveena, K.S. et al., 2025).
Gibbs Reflective cycle
1.	Description
This was especially a formative experience during my fifth week, when there was an error in booking a room twice in the reservation system. One of the corporate clients needed a three-night stay but found out that the only problem was no vacancy as a result of the synchronisation problem between the online booking engine and the property management system (PMS). This could have resulted in dissatisfaction and damage to the reputation of guests.
I worked with the front office staff to handle the issue under the supervision of Mohan. Once we understood the cause of the error, we provided an instant resolution, namely moving the guest to a neighbouring partner hotel to spend the first night without any extra charge and ensuring him/her a good room to spend the remaining. It involved liaison with Aiden to get the approval as a manager and liaise with Daniela, the Restaurant Manager, to provide a free meal as a service recovery gesture.
2. Feelings
First of all, I was nervous and somehow it was my fault, because I had already helped with checking reservations in a daily routine earlier that day. I was also insecure about the possibility that my actions could have been a part of the problem. Nevertheless, Aiden assured me that these discrepancies in the system were normal, and my reaction was more important than the error itself.
Little by little, anxiety turned to concentration. I got determined to understand how online reservation systems can interact and how human control can eliminate mistakes. Constantly having solved the problem, I felt that I was a part of some achievement and that my contribution helped in upholding the professional image of the hotel.
This step focused on the emotional aspect of the administrative positions. According to Kogovsek and Kogovsek (2014), the concept of hospitality professionalism deals with emotional labour and the ability to stay calm in a stressful situation, which are the qualities of efficient service recovery.
2.	Evaluation
It was both a good and a bad experience. On the upside, the cooperation between the front office employees and the management was a manifestation of effective communication and empathy towards guests. In a study by Setiono, B.A. and Hidayat, S (2022), responsiveness and assurance are among the important elements of perceived service quality. Our active solution perfectly fitted these principles, guaranteeing the satisfaction of the guests despite the failure. 
Nevertheless, the situation also revealed some flaws in our administrative system. It had been several days since the PMS was updated as a result of a lag in the server, and cross-checking manually was not included in the daily process. Nonetheless, I appreciated the teamwork strategy that the team used. Mohan and Pennie were good examples of supportive leaders, as they shared the work and ensured smooth communication. The experience supported the idea that hospitality leadership should be more of control and empathy.
3.	Analysis
Theoretically, this incident enlightened some of the concepts of the Management and Organisational Behaviour and Service Operations Management.
To begin with, the communication theory as proposed by Omojuwa, B. A (2025) describes the way in which miscommunication may lead to the distortion of messages in systems. Here, the failure was among the PMS and central reservation system, rather than among the individuals themselves- a sort of technological noise. 
Second, the theory of leadership was also important. Mohan used the situational approach to leadership and adjusted accordingly to the situation, according to the readiness of the team. At first, he was directive in that he assigned tasks quickly, but subsequently changed to supportive behaviour, justifying the cause of the error and facilitating learning. This flexibility decreased anxiety among staff and enhanced team cohesion, which is also in line with what Kim and Thapa  (2018) concluded on ethical leadership and morale.
Third, the service recovery theory forms the basis of management of the guest relationship. Michel, S et al (2009) believed that good service recovery can convert service failure into chances of improving loyalty. We were responsive, which is also one of the SERVQUAL dimensions, by responding instantly and providing compensatory facilities to the guest (Abdullah et al., 2023). Finally, regarding customer-relationship management (CRM), we were able to keep the guest and achieve positive feedback, which demonstrated how personalised recovery helps to maintain loyalty. Chernykhivska, A. (2024) explains that the combination of CRM and human empathy leads to better experiences of guests as it transforms transactional into relationship exchanges.
4.	Conclusion
Based on this experience, I got to know that administrative accuracy and emotional intelligence are also essential in front office work. Even after advanced systems, technical errors may occur, yet the overall reaction of the team determines the service outcome.
First, I perceived hotel administration as a simple and formal operation that is concerned with record-keeping. Having been placed in this position, I am now able to comprehend it as a position of strategic placement where analytical thinking, cross-departmental interaction and guest-centric decisions must be made.



5.	Action Plan
In an effort to build on this learning, I have determined that several actionable goals work along with the learning outcomes of the module:
•	I will also take further training on property management systems and booking integration instruments. Supervisory competence has emerged as be required within hospitality administration due to technical literacy (Yahya, A.I., 2024). 
•	Empathy and composure are crucial in guest service. In line with the emotional intelligence model established by Goleman, I will also maintain self-control and sympathy whenever interacting with people under high pressure (Livesey, P.V., 2017).
•	I would also put independent administrative checks in place instead of reactionary measures. 
•	I will also promote interdepartmental communication meetings, especially between Front Office and Housekeeping to ensure that future clashes of guests are anticipated. 
•	It will be possible to further develop professionally by continuing to use the Gibbs Reflective Cycle once the major incidents take place. 
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