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In order to demonstrate my comprehension of my placement, I will use the Kolb reflective model here in my student log.
Concrete Experience: During my placement at Hilton London Watford, I have been given the opportunity to acquire practical experience in the Front Office department. This has been an integral element of my hospitality training and has had a profound impact on my professional, personal, and educational growth.
On the first day of my placement, the Front Office Manager gave me warm welcome. Ms Devina onboarded be with a brief introduction and a tour of the front desk area, which immediately made me feel comfortable and informed (Book, Gatling and Kim, 2019). What impressed me the most was the feeling of refinement that surrounded the entire hotel. In addition to gaining valuable work experience, I got a taste of what it's like to work in a top hotel company. It was a day filled with contrasting feelings, with excitement and a touch of worry coexisting. Nonetheless, my manager’s kind demeanor and direction instantly placed me at ease.
Reflective Observation: My placement's main objective was to familiarise myself with all aspects of front desk operations, with a focus on guest satisfaction. My responsibilities consisted of front desk operations such as checking guests in and out, handling complaints, and following standard procedures, etc.
Besides, my placement was an incredible educational adventure. I was an integral part of the Front Office, not simply an observer. I am now able to check guests in, take care of their reservations, process their payments, and answer any questions they may have. Learning the subtleties of booking allocations and assuring room readiness and cleanliness when the guests arrive was one of the most important things that I took away from this experience.
In addition, I was able to put into practise the many skills I have learned during my course of study, such as those acquired in the reception exercises, which involved, among other things, accessing the hotel's booking system and making adjustments to existing reservations, i.e., to AMEND a booking (Shin, Perdue and Kang, 2019). The tasks entailed role-playing scenarios designed to refine my skills in managing practical interactions with guests. These were particularly helpful for addressing difficult situations, such as responding to complaints or fulfilling unusual demands from customers (O’fallon and Rutherford, 2019). So, I was able to build my practical abilities on a solid foundation of the module's knowledge.
Besides, I understood that in this dynamic and unpredictable setting, it was crucial to communicate effectively (Liu, Liu and King, 2022). Every day, I relied on my ability to strike the right balance between politeness and professional demeanor. In my interactions with visitors, for instance, I was expected to have a cheerful, approachable demeanor. I have learned that whenever a visitor complains about something at the front desk, I must remain composed, listen to the problem, and offer a solution that adheres to the hotel's policies and procedures (Waqanimaravu and Arasanmi, 2020). During my placement, my academic understanding of property management software and reservation systems proved invaluable in efficiently handling bookings. It helped me handle guest reservations quickly and efficiently, with fewer mistakes and also a seamless check-in and check-out procedure for everyone. Mainly, I learned that it is not enough to simply be technically competent. Instead, I now understand that the goal is to improve the entire visitor experience (Hussein, 2017).
Abstract Conceptualisation: As I reflect on my placement, I realise that there were aspects of hospitality management that I did not have a chance to investigate because of the limitations of the role. I really wish I could have spent more time learning about hotel-specific marketing techniques (Bojanic and Reid, 2016). It would have been interesting to learn about the strategies used by the Hilton London Watford to attract diverse types of guests and stay competitive in a saturated market. Since my responsibility only lied on the front desk department, I could not learn about the marketing department.
Another area where I hoped to have learned more was how to manage cultural differences among guests. Given Hilton's multinational customer group, it would be wise to learn how to adapt services to meet the needs of guests from a variety of cultural backgrounds (Grobelna, 2015). Being at the front desk, I've had the pleasure of meeting visitors from a wide range of nations, and during our interactions I've seen that some of them enjoy a more formal check-in procedure, while others value a simpler and informal one (Huo et al., 2021). This experience taught me that the hotel may benefit from investing in educating its staff to better equip them to communicate and connect with visitors from a variety of cultural backgrounds.
Working in the front office presented new challenges and opportunities for growth at every turn. A vital component of our routine was the regular morning briefings, in which I took an active part. At these meetings, the whole team are briefed about how many guests we will have today, any special requests, and any problems that could arise. Because of the cooperative spirit that pervaded these gatherings, everyone felt that their ideas were being heard and considered (Bhardwaj and Kalia, 2021).
Since I am responsible for performing the front desk activities, it soon became second nature to greet guests, process their check-ins and check-outs, and help them with their bags. My capacity to take the initiative to find solutions to issues at work was truly displayed during these tasks. In one situation where a guest had an unanticipated problem with their bathroom shower, I used proactive problem-solving to give the guest an immediate room upgrade, which not only fixed the problem but also left the guest incredibly delighted (Umasuthan, Park and Ryu, 2017). Here, I learnt that providing guests with a satisfactory resolution to an issue can make them happier than they would have been in the absence of the issue altogether (Baum, 2019).
While I'm learning a lot from my placement experience, I also faced some challenging obstacles. Communication issues between the Front Desk and Housekeeping were one of the most noticeable challenges I faced. Some visitors had to wait longer than expected for their rooms to be cleaned because of a lapse in communication. This issue has repercussions for both guest satisfaction and the Front Desk's ability to function efficiently.
Active Experimentation: In an effort to resolve this problem, I suggested holding a daily meeting with all departments. The purpose of the conference is to allow the two departments to discuss their respective room requirements and availability. If we could improve coordination between these two departments, we could ensure that guests' rooms will be ready on time. This approach reduced delays and dramatically enhanced the customer's experience.
If I had to come up with a solution on my own, I would have used technology. It would be more efficient for everyone involved if housekeeping could promptly update the status of guest rooms using a mobile app. Guests may experience a more streamlined and expedited check-in as a result of this strategy's potential efficiency improvements (Buhalis, 2018).
Having the opportunity to work in the Front Office at the Hilton London Watford is a transformative learning experience for me. It made me more skilled in my line of work and gave me a strong sense of confidence. Here, I realised that hospitality is more than just giving people what they need; it's also about giving them experiences they'll never forget. My prior education laid a solid groundwork for my placement, and the hands-on experience I gained there has been invaluable to my professional development. My ambition to succeed in the hotel sector was further fueled by the vast opportunities and challenges I encountered throughout my placement. In fact, this placement allowed me to go above and above my objectives and gain invaluable experience and insight that will surely help me in my future professional endeavors.
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