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I was employed in the Front Office While on my placement at the Novotel Sheffield Centre. This part of the hotel is the first point of contact for guests and has a significant impact on their overall experience. It handles all check-ins and check-outs, books guests' rooms, accepts payments, and responds to guest requests. The hotel makes it easy to book breakfast and dinner, organise parking, and request additional pillows (ASET, 2017). The Front Office frequently connects with personnel from housekeeping to ensure that guests receive top service promptly.
This department has caught my attention since I had the opportunity to interact with guests and observe how services are managed in their vicinity. Before I began the placement, I identified three learning objectives for myself. My priority was to enhance my skills in helping guests and communicating with them. I also wanted to determine how to handle reservations and manage payments. To conclude, I aimed to enhance the team's ability to cooperate and work effectively with other parts of the organisation.
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AI-generated content may be incorrect.]In this reflection, I followed Kolb's Experiential Learning Cycle. The model developed by Kolb consists of concrete experience, reflective observation, forming abstract conceptualisation, and active experimentation. It enables me to understand and use what I learn by doing actual tasks.Figure 1 Kolb's Experiential Learning Cycle (Kurt, 2020)


Role Description
I worked in the Front Office department At Novotel Sheffield Centre. Some of my daily responsibilities included handling guest arrivals and departures, issuing room keys, managing reservations, collecting payments, and assisting guests with enquiries. I also arranged breakfast and parking spaces throughout the site (Bardi, 2010). Whenever needed, I addressed guests and assisted with housekeeping tasks.
Key Supervisory Skills Observed
Reception supervisors benefit from having strong leadership and holding authority. They should ensure that tasks are distributed equally and appropriately. Effective communication is crucial for teams to function efficiently. Managers should be able to address problems and determine the appropriate course of action when conditions are challenging (Whalen, 1917). They guarantee that guests enjoy their stay in the hotel.
Real Experiences and Observations
A good example was at the busiest part of check-in. The supervisor organised the group's roles in an orderly manner. I gave out keys to the rooms, and others welcomed the guests. Because everyone worked as a team, we did not experience delays. At another point, a guest was given more pillows to use. The supervisor immediately told the housekeeping team to address the issue (Haag, 2013). Due to this rapid response, there were no complaints. I was skilled at communicating with guests clearly and show patience with them. I was able to stay relaxed when places were crowded. I was not very fast with using the booking system.
Action Plan for Development
Initially, I will become familiar with the booking software by practising every day. I will also pay attention to the way experienced therapists cope with pressure. Additionally, I intend to receive regular feedback on how I can improve. This will make me feel more prepared for the challenges I will face in my future career.
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Management Styles
During this placement, I observed that the leaders employed a democratic leadership approach. Allowing the team to participate in decisions was an aspect of the manager's job. People were free to share their thoughts about the tasks. The friendly discussion also became an integral part of the planning process (Bassett, 2020). As a consequence, there was more motivation and teamwork among us. According to the materials in Management & Organisational Behaviour, being a democratic leader helps form a sense of trust and loyalty among others. It was very easy to understand your position. The team was appreciated and performed better.
Health & Safety Compliance
Everyone followed the health and safety rules at every step. I was taught how to use chemicals properly during my housekeeping course. Members of staff alerted people to wet floors with warning notices. All of the chemicals had labels that identified their contents (Salguero-Caparrós et al., 2020). All actions were taken to comply with industry guidelines. Implementing health and safety rules helped reduce risks for all visitors to the premises. They were in line with UK law and the learning I did during my placement.
Culture & Teamwork
Novotel's work environment was built on inclusiveness and mutual respect. All types of workers were able to cooperate and function as a team. Personnel Resourcing & Development made it clear that culture has a significant influence on employee engagement (Garmston, 2019). I noticed the staff assisting one another, especially when the crowds were strongest. Because everyone worked together well, the restaurant's operations were easy, and guests were satisfied. The place became full of good vibes.
Marketing & Guest Experience
The messages used in marketing clearly showed what the service was about. The reception advertised discounted breakfasts and easy parking for its guests. My classroom experience was well reflected in these marketing offers. Staff managed to achieve what our guests wanted and promised (Torres, 2022). Greater satisfaction arose from promotions. The agreed-upon standards were met in the service, which increased visitors' trust in the destination.
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Identified Issue
One important point I observed while working in the Front Office was that service slowed during the busiest moments. When many people arrived at the same time, the area where the guests met got crowded. There were not enough staff available to meet all the demands (Vallen, 2014). Due to these difficulties, guests and staff became annoyed, which reduced the hotel’s initial effect.
Issue Justification
This is an important matter as a guest's very first impression of the hotel comes from check-in. Slow or unorganised progress usually results in people being dissatisfied. It became apparent to me that the guests did not appreciate delays. Many people complained about having to wait too much for service after being seated. In addition, delays made staff feel more stressed and increased their risk of slip-ups and low spirits (Wood, 2013). It is important for the hotel to have effective check-in to maintain a positive guest experience and make things run smoothly.
Three-Step Improvement Plan
First, it is important that the hotel adds an extra member of staff to the Front Office during those periods to address peaks in activity. This will make the waiting process shorter. Second, pre-arrival check-in can allow guests to confirm their arrival information through the hotel’s website. Due to this, customer check-in is rapid and reduces the waiting time. Third, the workforce ought to be given training on how to handle packed days and remain calm during situations of high stress (Carter, 2016). These steps reflect the best practices in logistics and can be put into practice. They will increase both how satisfied guests are and the good performance of employees. When there are fewer delays, a hotel can get a better reputation, get kinder guest comments, and make guests loyal to the hotel.
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Working at Novotel Sheffield Centre allowed me to learn about operations in the hospitality industry. I understood how to be an effective team member and deal with different challenges. Leadership blends and culture help to motivate employees and ensure quality services. I realised that both marketing and operations are necessary to fulfil guests' needs.
I completed most of the learning goals I set for myself. I expanded my abilities to communicate with guests and provide better service to them. I learned to deal with guest booking requests, handle their payments, and fulfil their requests during their stay. I improved at working with others by coordinating with them every day. Even so, I want to gain more strength in using booking platforms promptly. In total, this placement was proper and contributed to my progress in hotel guest service operations.
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