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Introduction
Reflective practice is an invaluable tool for professional growth, allowing individuals to critically assess their experiences and derive meaningful insights. Using Gibbs' Reflective Cycle (1988), this essay examines my shadowing experience in the reception department of a hotel, focusing on the development of work-based skills and technical knowledge essential for effective hotel administration. Additionally, I will reflect on a specific issue I encountered during my placement and propose solutions based on relevant theories. This reflection concludes with key insights gained and how they will inform my future professional practice within the hospitality industry.
Reflection Model and Overview of the Reception Role
Gibbs' Reflective Cycle provides a structured framework for analysing experiences. It consists of six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This model enables a systematic approach to reflection, ensuring all aspects of an experience are considered.
In the reception department, I shadowed a supervisor responsible for guest check-ins and check-outs, managing reservations, addressing guest inquiries, and coordinating with other departments. My placement learning objectives included enhancing communication and guest service skills, observing managerial decision-making, and understanding administrative processes such as billing and scheduling, as per Kuzmin A. (2019).
Development of Work-Based Skills and Technical Knowledge
Communication: According to Kharouf H., Sekhon H., Fazal-e-Hasan S. M., Hickman E., & Mortimer G. (2019), effective communication was a cornerstone of my learning experience. Observing the supervisor handle guest queries and complaints provided insights into maintaining professionalism and clarity, even in challenging situations. For example, during peak check-in hours, the supervisor's ability to provide concise information to both guests and team members ensured seamless operations.

Teamwork: According to Kumar P. (2023), the reception department serves as a central hub, requiring constant coordination with housekeeping, food and beverage, and other teams. Collaborating on guest requests, such as arranging last-minute room changes, highlighted the importance of fostering strong interdepartmental relationships.
Task Management: According to Ayyildiz T., Koc E., Baykal M. & Yazıcı Ayyildiz A. (2025), managing front-office responsibilities while addressing administrative tasks required prioritization and multitasking. For instance, balancing the registration of arriving guests while processing advance bookings demonstrated the necessity of staying organized under pressure.
Personal Skills: Shadowing the supervisor enhanced my adaptability and confidence. The dynamic environment of the reception department required quick decision-making and the ability to remain composed during unforeseen challenges.
Guest Service: According to Verma D., & Waghela L. (2022), providing exceptional guest service is a primary responsibility of the reception department, as it welcomes guests and establishes the basis for their overall experience. Observing the supervisor during my placement highlighted the profound impact of personalized interactions, such as remembering repeat guests' preferences or offering tailored recommendations based on individual needs. These thoughtful gestures demonstrated how even small acts of attentiveness could foster a sense of value and care, significantly enhancing guest satisfaction. Such personalized service not only creates memorable experiences but also strengthens guest loyalty, encouraging repeat visits and positive word-of-mouth referrals.

Reflection on a Specific Issue Encountered
One significant issue I encountered was an overbooking situation during peak check-in hours. A guest arrived with a confirmed reservation, only to find that no rooms were available due to an administrative error. This incident created immediate pressure on the reception team and required swift action to manage the guest's dissatisfaction.
The supervisor handled the situation by offering an upgraded room at a partner hotel, arranging complimentary transportation, and providing a voucher for a future stay. While this resolution alleviated the guest’s frustration, it highlighted systemic gaps in the booking process, as per Smith A. K., Bolton R. N., & Wagner J. (1999).
Impact: The incident disrupted team workflows and delayed the check-in process for other guests, demonstrating how such issues can have a cascading effect on operations.
Proposed Solutions: According to Antonio N., Almeida A. & Nunes L. (2019), to prevent future occurrences, implementing an automated overbooking alert system within the booking platform would help flag potential discrepancies in real-time. Establishing a standardized protocol for managing overbookings, including predefined compensation options, would streamline responses and minimize guest dissatisfaction. According to Sumaco & Mount (2010), equipping employees with conflict resolution skills enhances their ability to handle guest complaints effectively, underscoring the importance of proactive service management.
Integration of Academic and Industry Experiences
My academic journey, particularly coursework on service quality and organizational behaviour, provided a strong theoretical foundation for my placement. For example, according to Koc E. (2019), studying the Service Recovery Paradox deepened my understanding of how effectively resolving service failures can transform negative experiences into opportunities to enhance guest loyalty. Observing this principle applied during the overbooking incident not only reinforced its practical relevance but also demonstrated how theoretical concepts translate into impactful, real-world strategies.
Additionally, my previous industry experience proved invaluable in helping me navigate the dynamic challenges of the reception department. Having worked in guest service roles I was already familiar to managing high-pressure situations, which allowed me to adapt quickly and handle complex tasks with confidence. This combination of academic learning and practical experience enabled me to contribute meaningfully during my placement, ensuring I could balance immediate operational demands while reflecting on ways to improve processes and service delivery.



Key Insights and Future Action Plan
According to Mohanty A., & Mohanty S. (2020), key insights gained from this experience include the critical role of clear communication and effective teamwork in ensuring operational efficiency within the reception department. Observing the supervisor's ability to coordinate with other departments and manage guest interactions highlighted how collaboration and open communication are integral to maintaining smooth operations and resolving issues promptly. Additionally, the value of proactive problem-solving emerged as a cornerstone of guest satisfaction, as addressing challenges swiftly and effectively can prevent minor inconveniences from escalating into major guest complaints. The experience also underscored the significant impact of personalized service on guest loyalty, showing how attention to detail and individualized attention can create memorable guest experiences and foster long-term relationships.
Shadowing the supervisor provided a comprehensive understanding of the administrative and operational challenges faced by the reception department. From managing peak periods to handling sensitive guest concerns, the role demonstrated the necessity of balancing technical knowledge, interpersonal skills, and strategic thinking. This exposure equipped me with a range of transferable skills, such as adaptability, decision-making, and prioritization, which are essential for building a successful career in the hospitality industry.
To further enhance my professional development, my action plan includes pursuing certifications in conflict resolution and revenue management to deepen my expertise in these key areas. I also aim to gain hands-on experience in other administrative departments, such as finance or human resources, to expand my knowledge and skill set further. Additionally, I plan to explore and familiarize myself with advanced digital tools and platforms, such as automated booking systems and guest management software, to streamline operations and improve efficiency. These steps will not only broaden my capabilities but also position me as a well-rounded and effective professional in the dynamic and evolving field of hospitality management.


Conclusion
Reflecting on my placement experience in the reception department has underscored the integral role of administrative skills in the seamless operation of a hotel. Through the application of Gibbs' Reflective Cycle, I was able to systematically evaluate my experiences, gaining valuable insights into the challenges and opportunities inherent in front-office management. This process allowed me to identify key areas for personal and professional growth, such as enhancing communication, refining problem-solving strategies, and understanding the complexities of guest relations.
The reflection also emphasized the importance of adaptability, teamwork, and proactive decision-making in a dynamic and fast-paced environment. These learnings have not only deepened my understanding of front-office operations but have also provided a strong foundation for my continuous development. Moving forward, these insights will inform my approach to future roles within the hospitality industry, enabling me to contribute meaningfully to operational efficiency and guest satisfaction, while also fostering my growth as a hospitality professional.
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