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Introduction
The Front desk of the Best Western York House Hotel in Eastbourne uses an organised management system to make sure that guests are served promptly. The reception is the first place where guests interact with the hotel the most. They handle booking, check-ins, check-outs, and general enquiries while keeping high standards of service (Vasadze, Mosashvili and Duruli, 2018). As part of my position, I had the chance to watch the front office supervisor and also the receptionists in this department and see both the routine and managerial tasks that go into running the Front office smoothly.
Learning Objectives for my Placement
· Gain a knowledge of everyday operations in an administrative role in the front office.
· Get better at talking to people and working as a team by communicating to staff and guests directly.
· Watch and practise real-life situations where I need to handle tasks and solve problems
· Learn how to use the hotel's reservation systems and management processes in a professional way.
· Reflect about my personal and professional growth as I plan my future job in the hotel industry.
Reflection on Experience and Personal Development Using Kolb’s Reflective Model
Based on the idea that experience generates the greatest kind of learning, the Reflective Learning Cycle is a classic, tried-and-true model of when we engage in experiential learning David Kolb It emphasises learning as a cyclical process wherein experiences are pondered on and abstract ideas developed towards being actively tested in different contexts (Kolb, 1984). Kolb's approach consists of four steps:
1. Concrete Experience
Shadowing the Reception Supervisor really opened my eyes to how to build confidence in creating memorable experiences for guests at Best Western. During my time at the hotel, I observed lots of things. The supervisor had these incredible skills for communicating, not just with the staff but also with guests and different departments. This job introduced me to the lively nature of hotel management and the significance of being calm and professional.
One of the experiences at the hotel reception was a few guests who came and complained that their room had not been cleaned as asked. They were noticeably dissatisfied after returning after a long day of touring. At that moment, both the receptionist and the supervisor were there, and they listened carefully while keeping eye contact and demonstrating empathy. The supervisor apologised for the inconvenience and told them that he would resolve the matter right away. He asked housekeeping to prioritise the cleaning and gave them a free drink in the lounge while they waited. This approach reassured the guest, who appreciated the prompt response and gesture. The event demonstrated the value of responsiveness and understanding in hospitality (Ramphal, 2016).
2.  Reflective Observation
Observing the front desk supervisor deal with the guest's issue taught me a lot. It was clear that the guest was upset, but the supervisor's answer showed that they were calm and understanding. Key soft skills like effective communication and problem-solving were pivotal (Thakur and Bhardwaj, 2023). I saw how supervisor kept eye contact and spoke in a way that showed he understood, which instantly helped the guest feel better. He apologised sincerely and took action to solve the problem by calling housekeeping and giving a free drink. That really helped to improve the situation. It was a real eye-opener for me, how important it is to listen carefully and think rationally and calmly when solving problems faced by guests. In addition, I noticed that the supervisor had some solid technical knowledge. They really understood hotel systems inside and out, which meant they could respond quickly and provide accurate information. It's interesting how that mix of technical skills and interpersonal skills not only kept the guests happier, but also fostered teamwork between us (Ruetzler et al., 2014). 
3. Abstract Conceptualization
This experience demonstrated the value of various work-based skills such as multitasking, interpersonal communication, and solving problems. According to Kolb's approach, learning is most successful when reflection results in an understanding that can be used in new circumstances. Kolb’s Abstract Conceptualisation phase helped me recognise the need of empathy and proactive problem-solving in guest complaint handling (Kold, 1984). The supervisor showed me how smooth communication can be the centrepiece for addressing feelings and turning around difficult situations. Through active listening and responsive action, the supervisor maintained standards of service and helped retain guest confidence (Brownell, 2008). This method is associated with hospitality values that emphasize the necessity of being responsive and emotionally intelligent for offering memorable customer experiences with solid long-term loyalty.
4. Active Experimentation
I plan to use what I've learnt in this placement in my next jobs by improving my communication skills and finding out more about more challenging management software (Kleefstra, Altan and Stoffers, 2020).  Engaging in guest simulation activities and role-playing activities will help me to be ready to face real-world problems much like those I saw.
Critical Analysis of Work-Based Skills and Technical Knowledge
My shadowing experience brought to light several essential abilities such: communication skills, teamwork and interaction, and task management. Communication skills are important for guests and staff to be able to share information successfully. The supervisor's careful attention and clear answers were very important in making the guests satisfied. For example, keeping guests' loyalty was important when the room wasn't ready when they were supposed to be. This meant giving clear orders to housekeeping. It became clear how important it was to work closely with other departments, especially when bookings were made at the last minute. The supervisor's directives created a setting where staff worked together to solve problems quickly and effectively (Azzahra and Asshofi, 2024). Multitasking was essential during busy check-in periods. I noticed how the supervisor set goals and planned tasks in advance to handle an unexpected number of guests. This made me realise how important it is to both organise and delegate.
Personal Development
My prior experience in hotel operations, as well as my academic background, have provided me with a solid foundation of customer service. However, observing the supervisor at Best Western York House Hotel helped me see how technical abilities and leadership are combined in a high-stress environment. The position improved my ability to prioritise tasks and increased my understanding of administrative operations (Rony, Lubis and Rizkyta, 2019). 
Reflection on Organisational Issues
Some of the Identifying Organizational Issue I noticed at my placement at Best Western were clear communication gap between front office and housekeeping, the rooms being delayed in preparing due to lost in translation, guest dissatisfaction towards delayed service, provided evidence of inadequate or more integrated systems/protocols being needed (Mullins and Dossor, 2013).
Impact of the Issue
Because the rooms weren't ready on time, it was hard for the department to provide quick service. This caused stress for the front desk staff and annoyance for guests who had to wait. In order their supervisor to deal with these cases, they had to do regular follow-ups and checks, which took time away from more important tasks.
	Proposed Solutions
Adopting a combined communication tool that all departments can use could greatly enhance working efficiency in order to deal with this issue. For example, a shared digital tool that shows the state of cameras in real time could help cut down on the need to track them often. The hotel could also set up training programs that train staff how to work together across departments (Smithesh, 2017). 
 Based on Belbin's Team role theory, these workshops would help team members understand their individual duties and make departments work better together ( Belbin, 2010).
Conclusion and Action Plan
Shadowing the supervisor at the Best Western York House Hotel provided valuable insights into the blend of technical expertise and interpersonal skills needed for efficient front office operations. This experience highlighted the importance of strategic communication, teamwork, and adaptability in hotel administration. The placement shifted my professional aspirations, pushing me to seek more training in hotel management systems and leadership. I plan to participate in more internships and workshops to enhance multitasking and problem-solving skills, as well as to better understand collaborative tools for inter-departmental communication.
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