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1.Introduction
During my Level 6 placement at Hockley House, I worked across multiple areas of the business, but a significant part of my role took place at the hotel reception, where administrative accuracy, communication and guest interaction were all essential. The front desk acted as the link between departments, especially housekeeping and management, so I often found myself juggling several responsibilities at once. My daily tasks included checking guests in and out, allocating rooms, inspecting them before arrivals, coordinating cleaning schedules with housekeepers and handling guest requests or small complaints. These experiences helped me see how the reception is at the heart of the hotel’s operations, keeping everything running smoothly while shaping the first and last impression guests take away.
This learning log reflects on my development in the hotel’s administrative and front-office operations using Gibbs’ Reflective Cycle (1988) to explore how specific experiences supported my professional growth. It builds on what I learned during Level 4, particularly through the Hotel Administration and Front Office Operations (HAFO), Hospitality and Guest Services, and Operating Hotel Facilities (OHF) modules. Those earlier studies gave me the base knowledge of service standards and coordination that I was able to put into real practice during this placement.
2. Main Body
Description
One of the key areas of my placement at Hockley House was managing the link between reception and housekeeping, particularly in the mornings when rooms needed to be prepared for new arrivals. My responsibility included listing rooms to be cleaned, assigning them fairly to the housekeepers and then inspecting the rooms once they were reported ready. During one busy weekend, two large checkouts and an early group arrival overlapped, and not all rooms were ready in time. This meant I had to work closely with the housekeeping team to prioritise which rooms should be cleaned first and ensure they met the hotel’s standards before guests arrived.
Another situation that stood out occurred later during my placement when a guest came to the front desk to report that their double room only had one set of towels. I immediately apologised, arranged for the extra towels to be delivered and followed up to ensure the issue was resolved. While it was a small mistake, it made me think more critically about how communication lapses between departments can affect guest satisfaction and the hotel’s reputation.
Feelings
At first, I found these moments stressful because I wanted everything to run smoothly and for guests to see the hotel as organised and professional. When the rooms were delayed, I felt responsible, even though part of the issue was due to the limited number of housekeepers available that morning. Similarly, with the towel complaint, I felt embarrassed that something so basic had been missed. However, I also felt motivated to act quickly and make things right. As the weeks went by, I became more confident in speaking with guests and coordinating with colleagues. I started to view these challenges as learning opportunities rather than personal failures.
Evaluation
Looking back, both experiences had positive and negative aspects. On the positive side, they helped me develop better time management and communication skills. I learned to think ahead about check-in times, to communicate clearly with the housekeeping team and to prioritise tasks based on guest needs. The towel complaint also reminded me how important it is to maintain a calm and polite attitude, even in small moments of service failure. Guests often respond to how a problem is handled rather than the issue itself.
However, I also realised that some of the problems could have been avoided with clearer coordination. There was no formal system for tracking which rooms had been fully checked, which sometimes led to confusion. Similarly, communication between departments mostly happened verbally, meaning that small details could easily be missed if someone was busy or distracted.
These challenges reminded me of what I learned in Hotel Administration and Front Office Operations (HAFO) about the importance of procedural accuracy and consistent record-keeping. The Property Management System (PMS) was designed to streamline communication between departments, but in practice, not everyone updated it promptly. This gap between system use and daily routine contributed to small but recurring issues such as missing towels or delayed room readiness.

Analysis
Theoretically, both scenarios highlight the significance of service recovery and collaboration between departments in the hotel industry. According to Lashley (2018), guest satisfaction relies heavily on how well back-of-house operations support front-of-house service. In the first scenario, the coordination between reception and housekeeping represented a “service chain” where each link affected the final outcome. The Operating Hotel Facilities (OHF) module taught me that efficiency and cleanliness are not just about maintenance but about planning, scheduling and feedback loops that prevent small problems from escalating.
In the second scenario, the missing towels presented a minor service failure that tested my ability to apply service recovery techniques. The Hospitality and Guest Services module emphasised that genuine apology, quick resolution and follow-up are key steps in restoring guest trust. This aligns with the SERVQUAL model (Parasuraman, Zeithaml & Berry, 1988), which suggests that service quality is judged not only by outcomes but by responsiveness and empathy. By responding calmly and ensuring the towels were delivered quickly, I helped protect the guest’s perception of the hotel.
Reflecting on my personal development, I could see how much I had progressed since my Level 4 placement. Back then, my primary concentration was on correctly completing activities like check-ins and paperwork. I now understand how leadership, coordination, and emotional intelligence play a role in producing pleasant guest experiences. Using Gibbs’ model helped me think about not just what happened, but why it happened and what I could do differently next time.
These experiences also demonstrated the importance of organisational culture. Hockley House has a small, family-like team where everyone supports one another, which made it easier to learn through informal communication. However, as Armstrong and Taylor (2020) note, supportive cultures still need structure to avoid confusion. Implementing short daily briefings between reception and housekeeping could have improved coordination and prevented mistakes.
Conclusion 
These two experiences helped me recognise that professional development comes from managing real challenges and reflecting on them honestly. I realised that maintaining composure, clear communication and consistent procedures is what separates average service from excellent service. I also learned that efficiency depends not only on technology like the PMS but also on how people use it and communicate around it. My ability to prioritise, communicate and stay calm under pressure has improved greatly since my first placement.
Action Plan
If faced with similar situations again, I would start each shift with a short coordination meeting with the housekeeping team to confirm room priorities and special requests. I would also ensure the PMS is updated immediately after room checks so that information remains accurate in real time. To prevent small oversights like missing towels, I would introduce a simple checklist for inspections before check-in. Finally, I plan to continue developing my confidence in guest communication by observing how experienced managers handle similar situations.
These changes would not only help avoid service errors but also strengthen teamwork and consistency. Overall, the experience taught me that effective hotel administration relies equally on good systems, teamwork and emotional awareness—skills I will continue to develop as I move forward in my hospitality career.
3.Conclusion
Overall, my placement at Hockley House allowed me to apply and expand the knowledge I developed during Level 4, transforming theoretical understanding into real professional skills. Through situations such as coordinating room allocations and handling guest complaints, I learned how administrative accuracy, teamwork and communication shape both guest satisfaction and operational efficiency. The experience also showed me how small service gaps, like miscommunication or unclear roles, can affect wider guest perceptions, and how proactive organisation prevents such issues.
Using Gibbs’ Reflective Cycle helped me understand how feelings, actions and outcomes connect, while frameworks such as SERVQUAL and the service-profit chain reinforced the importance of service quality and staff coordination. The lessons from modules like Hotel Administration and Front Office Operations, Hospitality and Guest Services and Operating Hotel Facilities became practical tools for problem-solving and decision-making. Most importantly, this placement helped me grow in confidence, self-awareness and professional judgement, preparing me to approach future hospitality challenges with a more structured, reflective and proactive mindset.
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