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Reflective Learning Log
1) Introduction 
There is a particular clarity that settles in when one has worked enough shifts to see how a hotel actually moves. The Ibis Hotel Swansea, where I completed my Level 6 placement, is a 99-room budget property that trades on consistency, speed, and the quiet expectation that the Front Office will hold the line when everything else is stretched. I worked on Reception, moving between arrivals, breakfast payments, bar cover, daily reports, and the slow administrative spine that keeps the building coherent. My direct point of supervision was Linda Monaghan, Operational Manager, who handled operational control with a steady and unpretentious discipline.
The reflection uses Gibbs’ cycle (1988) because it forces clarity instead of sentiment. The purpose here is to examine how my professional conduct has shifted between Level 4 and Level 6, and what changed once theory had to be lived. The aim is not to retell the placement but to examine two moments where judgement mattered, and the experience reshaped how I understand confidence, multitasking, and responsibility in Front Office work. Those factors are central to hotel performance in front office consistency and reliability (Husin, 2023)

2) Critical Reflection (Gibbs)
Experience 1: The breakfast peak and the pressure of simultaneous demands
Description.
The early shift is always the truth-teller. One receptionist covering breakfast payments, arrivals, bar service, inbox triage, and the usual run of questions that appear the moment the lobby wakes up. The checklist for the opening hour sat at the centre: verify rates, check arrivals, check departures, update Guest in House and Room Status, manage no-shows, ensure benefits actioned, clear the diary, clear the emails, keep the pace. The absence of a self-check-in point meant the lobby queue became a barometer of expectations. When bar service and check-in collided, the tension surfaced quickly.
Feelings.
I felt the pressure immediately. Not panic, but the sharp awareness that one misplaced priority creates a visible delay. Zahra and Octaviany (2023) explain these overwhelming emotions as a result of multitasking among front office staff. There was a moment where I could feel myself sliding into reaction rather than control. Linda said quietly: Take a breath. Arrivals first. Breakfast next. One thing cleanly. It was a functional sentence. It worked.
Evaluation.
The shift ran, but the weaknesses were visible. The POS not feeding into Opera forced repetitive entries, a known inefficiency also discussed by Melián-González and Bulchand-Gidumal (2017) as a workflow and quality service stressor. The absence of a kiosk forced all arrivals through one desk. Yet the structure Linda provided, the checklist, gave a backbone. When I followed it, time expanded. When I tried to improvise, the queue took shape in front of me. The idea that Front Office is the heartbeat of the hotel became visible in real time; when Reception steadied itself, the lobby atmosphere recalibrated (HAFO Week 3 lecture, 2023)
Analysis.
Level 4 content on the heartbeat of the hotel explained the interdependence between Front Office tone and guest impression. At the time, I understood it conceptually; here, it became operational. The Communication and EI guidance from HAFO Week 4 surfaced as muscle memory: short sentences, still voice, direct instructions without apology.  Communication-based training improves guest interaction quality and self-regulation (Belias and Trihas, 2022). 
Beyond interpersonal skill, the PMS lecture from Week 2 illuminated the limits of the system: vendor dependency, POS integrations that fail, and how a system can quietly shape staff stress levels without ever appearing in the guest narrative. 
The lecture from Marketing Essentials Module, Week 4, reminded me that in service environments, People, Process, and Physical Evidence often outweigh the core product. The queue itself communicates. The lobby communicates. The tone communicates. 
Conclusion.
The shift taught me that confidence is not an emotion but a sequence. When the order is known, confidence follows. When I fall out of sequence, hesitation takes over. Not complicated. Just honest.
Action Plan.
Prepare reports before guest flow. Use a visible one-line queue framing phrase. Keep rate verification and arrivals allocation ahead of guest movement. Log system inefficiencies and deliver them in clean bullet points to management rather than informal complaints. 

Experience 2: The POS security breach and the realisation of procedural vulnerability
Description.
The incident unfolded quietly. A guest reversed a small transaction at the bar, requested water, and in the seconds that followed, a POS terminal was left active. The next morning, a loss of £4,800 was discovered. The footage was unclear. The investigation began. The operational cost, however, was immediate. Procedural breaches are a key operational risk factor in hospitality (Saadeh, 2020).
Feelings.
There was no shock. Just the cold understanding that a single lapse carries weight. The instinct was not embarrassment, nor blame, but the recognition that Front Office is the perimeter. A perimeter left unguarded fails quietly, then expensively.
Evaluation.
The team moved quickly. Audit documentation reviewed, PCIDSS training revisited, workflow tightened. This shows precisely how leadership shapes staff accountability and recovery confidence (Fayed and Fathy, 2022). Still, the vulnerability had been there long before the incident. It only became visible because someone exploited it.
Analysis.
Level 4 Reputation Management material reminded me that brand image is not built on slogans, but on the reliability of internal controls. The incident connects directly to risk perception and guest trust, whether communicated or not. TQM frameworks link procedural control to guest satisfaction and brand resilience (Chartrungruang et al., 2006).

The PMS integration content from Week 2 of the HAFO Module explained how reliance on interconnected systems demands strict physical discipline at the terminal level. A payment interface is not neutral; it is a point of exposure. 
Marketing Essentials reframes this again into the Physical Evidence dimension: a secured terminal, organised desk, and visible procedural control signal safety before any verbal reassurance occurs. 
Conclusion.
The incident forced a recalibration of responsibility. The work is not only service; it is risk management performed in plain sight. Professionalism is not tone, hospitality, or welcome alone. It is procedural vigilance.
Action Plan.
No unattended terminals. Automatic lock after each transaction. Refunds dual-signed. Payment evidence stapled to handover sheets. Briefings run on breach scenarios, not just courtesy phrasing. 

3) Bridging to Level 4 Learning
The rhetoric around “Front Office as the first impression” has weight only when one has worked a morning shift under pressure. The Gibbs cycle (1988) remains useful because it forces linear thinking in situations that feel chaotic. ⠀
The heartbeat model provided the conceptual anchor for recognising that stabilising one desk can stabilise an entire lobby environment. Cross-functional training and simulation-based learning enhance interdepartmental awareness and stability (Ambardar, 2013; Elmohandes et al., 2018).

· The communication and emotional intelligence sessions offered practice in restraint, pace control, and timing. 
· The PMS systems lecture clarified where human capability ends and system architecture begins. 
· The extended marketing mix (7Ps) reframed service as something performed across bodies, processes, and spaces, not merely transactions. 
· The reputation management material provided the rationale for procedural discipline after the POS incident. 

4) Conclusion and Development Plan
Experience restructured confidence. Multitasking feels different now; it is sequence, not personality. The incidents made visible that Front Office work is not just about welcome, but about control, flow, exposure, and judgement.
Two priorities remain:
1. Night Audit competence: I will shadow two audits, then run one under supervision, reading variances against actuals and cross-checking the figures independently. 
2. Reservations and revenue exposure: I will attend one weekly pick-up review, track no-show and OLTA behaviour, and produce a short proposal connecting desk-level workflow to revenue stability. 
Confidence is built deliberately. Night audit and revenue work are the next increments. Structured sequence-based routines underpin confident service delivery (Nguyen, 2018). Optimising HRM practices and supportive environments sustain long-term engagement and performance (Sagala et al., 2023); (Elziny and Emam, 2021).
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