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Basic Acknowledgement format of AI tool use
I acknowledge the use of [Grammarly] [(https://app.grammarly.com/)] on [06/07/2026] to [ 05/08/2026]. 
I used the prompt(s): 
   1. [Check my Grammar]
   2. [Find better words]
   3. [Prompt]
 I confirm that I have not presented any AI generated text as my own work. I confirm I have   copies of my drafts, notes, and other resources I used before, and after the use of AI tools which  I may be asked to provide in evidence.




Introduction
The purpose of this reflection is to evaluate how my professional experience in a guest-facing hospitality role has helped me develop the knowledge, skills, and behaviours that are relevant to Hotel Administration and Front Office operations. Although I have never worked directly in a hotel administration or front office position, I completed my professional practice as a Banquet Manager at Hilton Hotel, where I gained valuable experience in customer service, communication, teamwork, organisation, and problem-solving. During my placement, I worked closely with guests, coordinated events, communicated with different hotel departments, and responded to guest requests and service issues. Reflecting on this experience using Gibbs' Reflective Cycle (Gibbs, 1988) has helped me understand how the skills I developed in banquet operations are transferable to hotel administration and front office roles, where guest satisfaction, organisation, communication, and operational efficiency are equally important.
PART 1: REFLECTIVE WRITING

Description
One situation that stands out from my professional practice at Hilton Hotel happened during a large wedding reception. The event had more than 180 guests and involved several hotel departments, including food and beverage, housekeeping, kitchen staff, and event coordinators. Shortly before the guests arrived, the bride requested changes to the seating arrangement because several family members had arrived unexpectedly. At the same time, some guests had dietary requirements that had not been included in the original booking.
As the Banquet Manager, I needed to remain calm while coordinating with different departments to make sure the changes could be completed before dinner was served. I communicated with the kitchen regarding the dietary requirements, informed the service team about the seating changes, and kept the bride updated throughout the process. Although the situation was stressful because everything needed to be completed quickly, the event continued smoothly and the guests were satisfied with the service they received.
Looking back, I realise that this situation involved many of the same responsibilities that front office staff perform every day. Reception and hotel administration employees regularly deal with guest requests, update booking information, communicate with different departments, and solve unexpected problems while maintaining a professional attitude. This experience helped me understand how closely banquet operations and front office functions are connected.

 Feelings
When the situation first developed, I felt nervous because there was very little time to make the necessary changes before dinner service began. I knew that the guests expected a high standard of service, especially because it was an important family celebration. I also felt responsible for making sure that my team stayed organised and that communication between departments remained clear.
Although I felt pressure, I also felt motivated to find a solution because I wanted the guests to enjoy their experience without noticing the challenges taking place behind the scenes. As I communicated with colleagues and saw everyone working together, my confidence gradually increased. By remaining calm and focusing on one task at a time, I was able to manage the situation effectively.
After the event finished successfully, I felt proud of both my own performance and the teamwork shown by everyone involved. The positive comments from guests and the appreciation expressed by the bride gave me confidence in my ability to work in demanding hospitality environments. Reflecting on this experience has also made me realise that confidence develops through experience and learning from challenging situations rather than avoiding them.
Evaluation
Overall, I believe the experience was successful because the event was completed without major disruption, and the guests remained satisfied throughout the evening. One of my strengths was maintaining clear communication with both guests and colleagues. Instead of reacting emotionally, I remained professional and focused on finding practical solutions. Good communication is essential in hospitality because it helps reduce misunderstandings and improves guest satisfaction (EHL Hospitality Business School, 2024).
Another positive aspect was teamwork. Every department worked together to resolve the issue quickly. The kitchen prepared alternative meals, the service staff reorganised the tables, and housekeeping ensured the function room remained presentable. This experience showed me that excellent guest service depends on cooperation between different departments rather than the efforts of one individual.
However, there were also areas that could have been improved. Better preparation before the event may have reduced the need for last-minute changes. For example, confirming guest numbers and dietary requirements again before the event could have prevented some of the problems. This experience taught me the importance of careful planning and attention to detail, which are also essential responsibilities within hotel administration and front office operations.
 Analysis
Gibbs' Reflective Cycle encourages individuals to think critically about their experiences so they can improve future performance (Gibbs, 1988). Reflecting on this situation has helped me understand that successful hospitality operations rely on effective communication, teamwork, organisation, and customer-focused service.
One important theory that relates to this experience is customer service. Hospitality organisations depend on delivering positive guest experiences because satisfied customers are more likely to return and recommend the business to others (Kotler, Bowen and Makens, 2017). During the wedding event, my priority was not only solving operational problems but also ensuring that the guests continued to receive excellent service. By keeping the bride informed and responding quickly to requests, I helped maintain her confidence in the hotel's service.
Communication also played an important role. Throughout the event, I communicated with guests, chefs, supervisors, and service staff. Effective communication helps hospitality teams work efficiently and reduces the likelihood of mistakes (EHL Hospitality Business School, 2024). I realised that clear communication is equally important within hotel administration and front office departments because reception staff constantly share information with housekeeping, maintenance, reservations, and food and beverage teams.
The experience also demonstrated the importance of teamwork. No single department could have solved the problem independently. Instead, success depended on cooperation between several operational teams. This reflects organisational behaviour theory, which suggests that teamwork improves organisational performance by encouraging collaboration and shared responsibility (Robbins and Judge, 2019). Front office employees also rely on teamwork because they coordinate guest arrivals, room availability, housekeeping schedules, and special requests every day.
Another important concept is service quality. Guests often judge a hotel not by whether problems occur but by how quickly and professionally those problems are resolved. Although unexpected issues arose during the event, responding quickly helped maintain guest satisfaction. According to Zeithaml, Bitner and Gremler (2018), service recovery is an important part of maintaining customer loyalty because effective responses can improve guest perceptions even after service failures.
Reflecting on this experience has also helped me understand how transferable my skills are to Hotel Administration and Front Office positions. Although my role focused on banquet operations rather than reception, I regularly handled guest enquiries, coordinated operational activities, communicated with multiple departments, managed changing guest requirements, and worked under pressure. These responsibilities are very similar to those expected from front office staff. The main difference is that front office employees perform these duties throughout the guest's stay, while banquet managers focus on event operations.
I recognise that I still need to develop knowledge of front office software, reservation systems, and administrative procedures. However, my experience has already provided me with strong communication, organisation, customer service, and problem-solving skills that will support my transition into hotel administration.
Conclusion
Reflecting on this experience has helped me appreciate how much I learned during my professional practice at Hilton Hotel. Although I have never worked directly in hotel administration or front office, I now understand that many of the skills required in these departments were developed through my banquet management responsibilities.
The experience improved my communication skills, organisational ability, teamwork, confidence, and problem-solving. It also taught me the importance of remaining calm under pressure and always focusing on guest satisfaction. I have realised that successful hospitality professionals must be adaptable because unexpected situations can happen at any time.
Most importantly, this reflection has shown me that guest-facing hospitality roles provide valuable preparation for future careers in Hotel Administration and Front Office operations.

Action Plan
In the future, I would like to continue developing the skills needed to work confidently in Hotel Administration and Front Office. One of my main goals is to improve my knowledge of hotel reservation and property management systems such as Opera PMS because these technologies are widely used in the hospitality industry.
I also plan to strengthen my administrative skills by improving my record-keeping, document management, and organisational abilities. Although my banquet experience involved coordinating events and communicating with different departments, I recognise that hotel administration requires greater attention to documentation and operational procedures.
Another area for development is conflict resolution. While I have experience handling guest concerns, I would like to learn more techniques for managing complaints professionally while maintaining positive guest relationships.
Finally, I will continue developing my communication and leadership skills by seeking opportunities to work with different teams, participate in hospitality training, and accept greater responsibility within hotel operations. These actions will help prepare me for future roles in Hotel Administration and Front Office while supporting my long-term career development within the hospitality industry.






Conclusion
This reflection has demonstrated that my professional experience as a Banquet Manager at Hilton Hotel has provided me with valuable transferable skills that are relevant to Hotel Administration and Front Office operations. Although my responsibilities were not directly related to reception or administration, they required many of the same professional behaviours, including excellent customer service, communication, teamwork, organisation, and problem-solving.
Using Gibbs' Reflective Cycle enabled me to evaluate both my strengths and areas for improvement while recognising how reflective practice supports continuous professional development. The experience also helped me understand that guest satisfaction depends on effective communication between departments, careful planning, and the ability to respond positively to unexpected situations.
Overall, this reflection has increased my confidence in pursuing future opportunities within Hotel Administration and Front Office. I believe that combining my guest-facing hospitality experience with continued academic learning and practical training will help me become a more effective hospitality professional and enable me to provide excellent service throughout a guest's journey.








Part 2: Professional Skills Self-Assessment

Overall Professional Profile Statement
Although I have not worked directly in Hotel Administration or Front Office, my professional practice as a Banquet Manager at Hilton Hotel has helped me develop many of the skills needed for these roles. My experience in a guest-facing environment allowed me to build strong communication, customer service, teamwork, organisation, and problem-solving skills. I regularly worked with guests, coordinated with different hotel departments, managed event operations, and responded to unexpected situations while maintaining a professional attitude. These experiences have increased my understanding of how different hotel departments work together to provide excellent guest service and support the overall operation of the hotel.


 Guest Interaction and Customer Service
One of my greatest strengths is communicating with guests and providing high-quality customer service. During my placement, I welcomed guests, answered questions, responded to requests, and dealt with concerns in a polite and professional manner. I learned that listening carefully and responding quickly helps build trust and creates a positive guest experience. This experience is directly transferable to Hotel Administration and Front Office because reception staff are responsible for creating a positive first impression and ensuring guests feel welcomed throughout their stay (Kotler, Bowen and Makens, 2017).
 Organisation and Administrative Skills
As a Banquet Manager, I often managed several responsibilities at the same time, including organising event schedules, confirming guest requirements, coordinating with kitchen and housekeeping staff, and ensuring that events ran smoothly. These responsibilities improved my time management, organisational skills, and attention to detail. Although I have limited experience with administrative paperwork and hotel documentation, I understand the importance of maintaining accurate information and coordinating effectively with different departments to support efficient hotel operations.
 Technology and Operational Systems
During my professional practice, I used point-of-sale (POS) systems, internal communication tools, email, Microsoft Office applications, and digital event schedules to support daily operations. These systems helped improve communication and ensure that guest requests were completed efficiently. However, I have not yet used hotel Property Management Systems (PMS), such as Opera PMS, which are commonly used in Hotel Administration and Front Office departments. Developing my knowledge of these systems is one of my main professional development goals because it will prepare me for future administrative and reception roles.
Professional Context
My professional practice as a Banquet Manager at Hilton Hotel has given me valuable experience in guest service and hotel operations. Although my role focused on banquet and event management rather than front office administration, I developed many transferable skills that are essential for Hotel Administration and Front Office positions. Working directly with guests, coordinating with different departments, and responding to operational challenges has helped me understand the importance of communication, teamwork, organisation, and customer satisfaction throughout the guest journey.





Part 3: Academic and Professional Development Review

Overall Reflection Statement
My academic studies and professional practice have both contributed to my understanding of Hotel Administration and Front Office operations. Although I have not worked directly in a front office or hotel administration role, studying hospitality management alongside my professional practice as a Banquet Manager at Hilton Hotel has helped me understand how different hotel departments work together to deliver excellent guest service. My studies introduced me to theories such as customer service, communication, teamwork, organisational behaviour, service quality, and operational management, while my professional experience allowed me to apply these concepts in a real hospitality environment. Combining theory with practical experience has increased my confidence and prepared me for future roles within the hospitality industry.


Application of Theory to Practice
Throughout my Level 4 studies, I learned that guest satisfaction is one of the most important objectives within the hospitality industry. I also learned that communication, teamwork, and service quality play a major role in creating positive guest experiences (Kotler, Bowen and Makens, 2017). During my placement at Hilton Hotel, I was able to apply these theories in practice by communicating with guests, coordinating with colleagues from different departments, and responding to unexpected situations professionally.
For example, when managing banquet events, I often worked closely with the kitchen, housekeeping, and food and beverage teams to ensure that guest requests were met. This helped me understand how front office staff also rely on effective communication and coordination to ensure guests receive a high standard of service throughout their stay. My academic learning helped me recognise why these operational processes are important rather than simply completing daily tasks.
 Professional Skills Development
My professional experience has helped me develop many transferable skills that are relevant to Hotel Administration and Front Office operations. These include communication, customer service, teamwork, organisation, time management, adaptability, and problem-solving.
Working in a busy banquet environment required me to remain calm under pressure while managing several responsibilities at the same time. I learned how to prioritise tasks, communicate clearly with guests and colleagues, and respond quickly when unexpected situations occurred. My studies reinforced these experiences by explaining how professional communication, organisational behaviour, and service quality contribute to guest satisfaction and operational efficiency (Zeithaml, Bitner and Gremler, 2018).
As a result, I now have a stronger understanding of how my guest-facing experience can be transferred into hotel administration and front office positions, even though I have not worked directly within those departments.
 Future Development Opportunities
Although my experience has provided me with a strong foundation, I recognise that there are still areas where I need further development. One of my main priorities is to gain practical experience using Property Management Systems (PMS), such as Opera PMS, because these systems are widely used within Hotel Administration and Front Office departments. I would also like to improve my knowledge of reservation procedures, guest registration, administrative documentation, and hotel reporting systems.
In addition, I plan to continue developing my leadership, conflict resolution, and decision-making skills through future training and practical experience. Strengthening these areas will improve my confidence and prepare me for greater responsibility within hotel operations.
Academic and Professional Context
Reflecting on both my academic studies and my professional experience has helped me appreciate how closely theory and practice are connected within the hospitality industry. My studies have provided the knowledge needed to understand hospitality management principles, while my placement at Hilton Hotel allowed me to apply these principles in a real working environment.
Although my role focused on banquet operations, I regularly communicated with guests, worked alongside different hotel departments, managed service situations, and contributed to delivering positive guest experiences. These responsibilities have improved my understanding of Hotel Administration and Front Office functions and have motivated me to continue developing my knowledge and practical experience within these areas.






















Part 4: Reflection on Professional Skills and Development

Introduction
This reflection evaluates my professional experience and academic development in relation to Hotel Administration and Front Office operations. By reflecting on the findings from my Professional Skills Self-Assessment (Part 2) and Academic and Professional Development Review (Part 3), I can identify my current strengths, recognise areas where I need further development, and create a plan for my future career. Reflective practice is an important part of professional development because it encourages individuals to evaluate their experiences, learn from challenges, and improve their future performance (Gibbs, 1988). Although I have not worked directly in a Hotel Administration or Front Office position, my professional practice as a Banquet Manager at Hilton Hotel has helped me develop many transferable skills. Combined with my academic studies, these experiences have strengthened my understanding of guest service, communication, teamwork, organisation, and operational management within the hospitality industry.
Understanding My Current Professional Practice
Reflecting on my self-assessment, I believe one of my greatest strengths is my ability to communicate effectively with guests and colleagues. Throughout my professional practice at Hilton Hotel, I interacted with guests from different backgrounds and ensured they received a professional, friendly, and welcoming service. Whether answering questions, responding to special requests, or helping to resolve service issues, I learned that clear communication is essential for creating positive guest experiences. These experiences have helped me understand why communication is one of the most important skills within Hotel Administration and Front Office operations, where reception staff are often the first and last people guests interact with during their stay (EHL Hospitality Business School, 2024).
Another strength I identified is my ability to remain organised while working in a busy environment. As a Banquet Manager, I was responsible for coordinating event schedules, communicating with the kitchen, housekeeping, and food and beverage departments, and ensuring that guest requirements were met within strict timeframes. Managing several responsibilities at the same time taught me how to prioritise tasks, pay attention to detail, and remain calm under pressure. These organisational skills are directly transferable to Hotel Administration because administrative staff also manage bookings, maintain records, communicate with different departments, and ensure that hotel operations run efficiently.
Teamwork has also become one of my strongest professional qualities. During my placement, I quickly realised that successful events depended on cooperation between different departments rather than individual performance. Working closely with chefs, servers, supervisors, housekeeping staff, and event coordinators helped me appreciate the importance of collaboration. Similarly, Front Office employees must communicate regularly with housekeeping, maintenance, reservations, and management to ensure guests receive excellent service throughout their stay (Robbins and Judge, 2019).
Although I have developed many valuable skills, my reflection has also helped me recognise areas where I need further improvement. One of the biggest development areas is gaining practical experience in Hotel Administration and Front Office procedures. For example, I have not yet used Property Management Systems (PMS), such as Opera PMS, or completed guest check-in and check-out procedures. I also have limited experience with reservation management, room allocation, administrative reporting, and financial documentation. While these are important responsibilities within Hotel Administration, I believe my existing customer service, communication, and organisational skills provide a strong foundation for learning these technical aspects of the role.
Reflecting on Part 3 also reminded me that academic learning has strengthened my understanding of why these skills are important. During my Level 4 studies, I learned about customer service, organisational behaviour, communication, and service quality. At the time, these theories seemed quite general, but with  my professional practice, I could clearly see how they applied to real situations within the hotel. Understanding hospitality theory has helped me become more aware of the reasons behind operational decisions instead of simply following procedures. Overall, both my professional experience from the past and recent academic studies have shown that although my previous role was based in banquet operations, many of the skills I developed are highly relevant to Hotel Administration and Front Office positions. This has increased my confidence and motivated me to continue developing my knowledge within these areas.
 Impact on Professional Development
Looking back at my professional practice, I can clearly see how it has shaped both my confidence and my professional identity within the hospitality industry. Before my placement, I understood customer service mainly from a theoretical perspective through my university studies. However, working at Hilton Hotel showed me that providing excellent service involves much more than simply being polite to guests. It requires effective communication, careful planning, teamwork, adaptability, and the ability to remain calm when unexpected situations arise.
One example that had a significant impact on my professional development was managing guest requests during large banquet events. Every event presented different challenges because guest numbers, seating arrangements, dietary requirements, and event schedules could change at short notice. Responding successfully required me to communicate with multiple departments while keeping guests informed and reassured. These experiences improved my confidence in dealing with pressure and taught me that successful hospitality professionals must be flexible and solution focused.
Working in this environment also helped me develop stronger problem-solving skills. Rather than focusing on the problem itself, I learned to consider possible solutions quickly while maintaining a positive attitude. This is particularly important within Hotel Administration and Front Office because reception staff regularly respond to guest complaints, booking changes, room availability issues, and special requests. My banquet experience has shown me that solving problems professionally can have a positive influence on guest satisfaction and the hotel's reputation (Zeithaml, Bitner and Gremler, 2018).
My studies have also influenced the way I think about hospitality management. Learning about service quality, guest satisfaction, organisational behaviour, and communication helped me understand why hotels place so much importance on consistency and teamwork. I now appreciate that excellent guest experiences are created through cooperation between every department within the hotel, not only the Front Office or Food and Beverage teams. This understanding has strengthened my professional identity because I now recognise my own contribution to the overall guest experience, even though I was not working directly at reception.
Overall, combining academic learning with practical experience has increased both my knowledge and confidence. I now understand that the transferable skills I developed in banquet management—including communication, teamwork, organisation, adaptability, customer service, and problem-solving—provide a strong foundation for moving into Hotel Administration and Front Office roles in the future.
Action Steps for Growth
Reflecting on both my professional experience and academic studies has helped me identify several areas that I would like to develop further before pursuing a career in Hotel Administration and Front Office. Although I have gained valuable experience in guest-facing hospitality through my role as a Banquet Manager at Hilton Hotel, I understand that there are still technical and professional skills that I need to strengthen. One of my main development goals is to gain practical experience using Property Management Systems (PMS), particularly Opera PMS, which is widely used within the hotel industry. During my professional practice, I used point-of-sale systems, Microsoft Office, email, and internal communication platforms to support daily operations. However, I have not yet had the opportunity to use hotel reservation or front office management systems. Learning how to manage guest reservations, room allocations, check-in and check-out procedures, billing, and guest records through a PMS will improve my confidence and prepare me for administrative responsibilities within a front office environment (Oracle Hospitality, 2024).
Another important area for development is strengthening my administrative and organisational skills. As a Banquet Manager, I regularly organised event schedules, coordinated with different departments, and ensured that guest requests were completed on time. These experiences developed my organisational ability, but Hotel Administration also requires accurate record keeping, preparing reports, maintaining guest information, and completing administrative documentation. I plan to improve these skills by practising Microsoft Excel, Word, and other office software, while also seeking opportunities to gain administrative experience within the hospitality industry. I also want to continue improving my communication and conflict resolution skills. Throughout my placement, I dealt with guest enquiries and occasional complaints, but I recognise that front office staff often handle more complex situations involving reservations, room availability, billing issues, and dissatisfied guests.
 By attending customer service training and learning additional conflict resolution techniques, I hope to become more confident when managing difficult conversations while maintaining a professional and positive attitude. Good communication is essential because it helps build trust with guests and supports cooperation between different hotel departments (EHL Hospitality Business School, 2024). Leadership is another area that I would like to continue developing. During my professional practice, I was responsible for supervising banquet staff and coordinating event operations. 
This experience improved my confidence in leading a team, but I recognise that leadership involves more than giving instructions. Effective leaders motivate colleagues, encourage teamwork, solve problems fairly, and support continuous improvement (Robbins and Judge, 2019). In the future, I would like to participate in leadership training and take on greater responsibilities so that I can continue developing these skills. Finally, I plan to continue learning about Hotel Administration and Front Office operations through professional training, online courses, and practical experience. My long-term career goal is to work in hotel management, and developing a broader understanding of front office procedures will help me become a more versatile hospitality professional. I believe that combining practical experience with continuous learning will allow me to contribute effectively to guest satisfaction, operational efficiency, and the overall success of a hotel.











Conclusion
Reflecting on my professional experience and academic development has helped me recognise how much I have grown during my hospitality journey. Although I have not worked directly in Hotel Administration or Front Office, my role as a Banquet Manager at Hilton Hotel has allowed me to develop many transferable skills, including communication, customer service, teamwork, organisation, leadership, adaptability, and problem-solving. My academic studies have strengthened my understanding of hospitality theories and helped me appreciate how these skills contribute to guest satisfaction and effective hotel operations.
This reflection has also helped me identify areas where I can continue developing, particularly in relation to Property Management Systems, administrative procedures, and front office operations. By continuing to learn through practical experience, training, and professional development, I am confident that I can successfully transition into Hotel Administration and Front Office roles in the future. Overall, this reflective process has reinforced my commitment to continuous learning and to providing professional, guest-focused service throughout my career in the hospitality industry.
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