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[bookmark: _Toc197562530]INTRODUCTION 

   A hotel front desk is the reception area that is located close to the entrance of the hotel. It is the place where guests can enter and exit the hotel, obtain information, and make requests for a variety of services.It significantly impacts the guest experience by providing excellent customer service, efficiently handling reservations, and ensuring that check-in and check-out processes run smoothly. This assignment examines the primary duties, skills, and learning objectives that should be achieved during a placement at the hotel's front desk.
   As a reflection of the establishment's quality and reputation, the reception staff at the Morgan Hotel Swansea maintains high standards of professionalism and hospitality at all times. It is the responsibility of the reception desk, which serves as a primary point of communication, to coordinate with numerous departments, including housekeeping, food and beverage, and maintenance, in order to guarantee that the visitor experience is always smooth.
   The  Morgan Collection is divided into three buildings: the Morgan Hotel, The Georgian, and Townhouse. There are a total of 54 rooms, which come in different types, including superior, deluxe, classic and suite. 
   According to Gov. UK the receptionist is the person who visitors come into contact with for the first time.
   To be a good receptionist,  must have a positive attitude, smile, and assist customers with their needs. The reception department at the Morgan Hotel Swansea provides an excellent opportunity to develop essential hospitality and customer service skills, and this placement could be described as an excellent opportunity. A solid foundation for a successful career in the hospitality industry, whether it be in front office management, guest relations, or hotel administration, will be provided by the practical experience that is gained.I intend to make a good contribution to the hotel's reputation and guarantee that high service standards are maintained by gaining knowledge from seasoned professionals and taking part in direct interactions with visitors.
   My confidence in my ability to handle real-life challenges, such as resolving issues with guests or adapting quickly during times of high demand, increased as a result of my participation in this job placement. The importance of maintaining a calm and professional attitude at all times, as well as clear communication and attention to detail, was emphasised here. In addition to preparing me for the responsibilities that come with working in the front office, these experiences have also motivated me to continue my pursuit of personal development within the hospitality industry. When it comes to taking on new responsibilities and working cooperatively as a member of a professional hotel team, I now feel more prepared than I did before.
   I got the opportunity to witness and participate in the daily operations of the front desk during the course of the placement, which allowed me to gain significant insights into the interactions that guests have with the hotel as well as the protocols that are followed.In a hospitality context, the experience has helped me to comprehend the significance of teamwork, paying close attention to details, and being able to adapt to changing circumstances. During  the placement, ive  made the observation that it is of utmost significance to encourage clients to provide feedback, regardless of whether it is positive or negative, in order to determine whether or not changes are required and what changes are required.
   The objectives of this reception placement are to develop communication skills and understand the importance of hospitality etiquette, professionalism, and problem-solving in guest interactions. 
   I will use the Gibbs model to describe my experience working on the reception.
   Gibbs' reflective model consists of several steps, and at each one, you must answer numerous questions to delve as deeply as possible into your thoughts. Gibbs suggests these steps: describing, feeling, judging, analysing, concluding, and planning for what to do next. 
   The goal of this model is to organise thoughts and feelings into separate categories. Most of the time, the different stages help us think more slowly so that we don't make hasty decisions.



1. [bookmark: _Toc197562531]Description 

   During my placement at the reception department of Morgan Hotel, I encountered a challenging situation involving vulnerable men.
   That day was a little busy at the reception. Amy and I took care of each customer until it was the lady's turn to check in. However, a man came in front of us and started to become frustrated, saying he'd been waiting for a long time and should have been checked in before the lady. The lady was kind, and she just took a step back to let him make the check-in.
   I was a little shocked by his attitude towards a woman, and I didn’t know how to respond. Amy was there to manage the situation; she did the check-in for the men, and after, she apologised to the lady for his attitude and offered her an upgrade to a room.
2. [bookmark: _Toc197562532]Feelings 

   Emotions can play an important role in how you think and behave. The emotions you feel each day can compel you to take action and influence the decisions you make about your life, both large and small. (Cheery,Kendra 2022)
   When we finished the check-in, I realised not all people are friendly and show respect for others. I was unable to say anything to the lady at that time, and I began to feel sorry for her and for the embarrassing situation.
   I was lucky because my colleague was there, and she knew exactly what to do to make the lady feel special.
3. [bookmark: _Toc197562533]Evaluation 

   Positive aspect :
   In this situation, I remain calm and kind.I asked my colleague to help me to fix this problem of guests because I didn’t expect something like that.

   Negative aspects :
   I was unprepared to deal with guests who had unpleasant attitudes due to my limited experience in hotel service.Because I didn’t know how to manage the situation, this had an impact on the guest's first impression.
4. [bookmark: _Toc197562534]Analysis
   Problems with guests can occur frequently in hotel service because some people may have a bad day, and others may be irritated by waiting times. Regardless of the reason, I must learn how to handle unhappy guests.My inexperience in dealing with guests with unpleasant attitudes was one of the challenges of this placement in the reception department. It is very important to have a good connection with colleagues, as they can offer help in difficult situations. 
5. [bookmark: _Toc197562535]Conclusion 

   From this experience, I learned that not knowing how to manage a situation can have a negative impact on the service. I also realise that it is essential to look for alternative solutions to fix the problem with the guest as soon as possible.
6. [bookmark: _Toc197562536]Action plan
 
   According to Hanna,Katie Terrel,2022 the document known as an action plan is a list of the actions that need to be taken in order to accomplish a particular objective. It simplifies the process of achieving the goal by breaking it down into a series of steps that can be easily followed and monitored.
   Developing the appropriate skills, maintaining a professional appearance, becoming an effective communicator, being aware of what is going on in the workplace, and maintaining a positive attitude at all times are all necessary components of being a good receptionist. (indeed,2024).
   To be able to do this job very well, I did an action plan.
A) Improve communication skills: practice during my shift and participate in hospitality communication training.
B) Improve my customer service skills: learn how to handle guest complaints, learn from my colleagues, take notes, and ask for feedback from my supervisor.
C) Develop multitasking abilities: Learn how to handle multiple tasks (such as answering the phone, checking in guests, and processing payments) without becoming overly stressed.
D) Improve language skills : learn from my colleagues the basic greetings and key phrase spoken by guest and practice every day on the language learning app.
E) Improve my ability to solve problems: Learn from my colleagues how to think and make decisions quickly so I can handle guest problems well.
F) Be professional and have a positive attitude :always wear the uniform ,have a good attitude and be kind with guest .
G) Learn about the hotel and local area: memorise all details about the hotel service ,local restaurants ,local attraction .
H) Learn how to handle a conflict: When dealing with unhappy guests, learn how to calm down a tough situation professionally by watching managers 
   If I following this action plan in few months I will be an excellent receptionist .
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[bookmark: _Toc197562542]Reflection on hotel and academic tutuor feedback 
[bookmark: _Toc197562543]Introduction 

   In this reflection, I will examine the comments that I received from my academic tutor and my hotel mentor when I was working in the Reception department. My contacts with guests, my communication skills, my ability to work well with others, and my general professionalism were the primary areas of attention for this feedback.Because I'm being honest, polite, and able to work well with others, this reflection will help me understand my skills better. It will also show me what I need to work on, like having more confidence when dealing with tough scenarios and being more proactive when things are busy. Thanks for the feedback It helps me understand how other people see my work and how I can make it better. I can learn from my mistakes and take clear steps to grow as a person and as a worker by thinking about this feedback. I'll feel better about my skills and get ready for future jobs in the hospitality business thanks to this process.

[bookmark: _Toc197562544]1.1 Understanding the feedback 

   Both my hotel mentor and my academic tutor gave me feedback on how I was doing during my placement in the reception area. Getting this feedback gave me a balanced picture of my skills and weaknesses in a front-of-house setting.Based on the comments, it was clear that I was friendly, approachable, and professional when talking to guests. I was able to do important tasks at the front desk, like meeting guests, answering questions and helping people check in and out. As expected, I did what I was supposed to do and paid close attention to every detail. People also said nice things about how I looked and how on time I was, which showed how professional and reliable I was.I was praised for being able to communicate clearly and politely with both guests and coworkers, both orally and in writing. I knew how to use the phone properly and was able to transfer calls and take texts correctly. But there was also feedback that made me feel more comfortable taking care of guests' requests on my own, especially when there were problems, or the welcome area was busy. To become more fluent and confident in English, it was suggested that I keep working on my speaking skills, especially when I'm under a lot of stress.It was also said that I worked well with others and was ready to change with the fast-paced front desk environment. I got praise for being helpful and aware of what my coworkers needed. But I now know that being good at greeting also means being able to take the lead, especially when things are busy, and I need to improve in this area to fully help the team.

[bookmark: _Toc197562545]1.2 Impact of the feedback

   The feedback I got has made a big difference in my personal and career growth. It made me feel good about the basic skills I already have, like politeness, clear communication, and paying attention to details. It also pushed me to take the next steps in my growth. Seeing that I'm doing well in customer service jobs makes me feel like I've picked a work path that fits my skills. I like working with others, finding solutions to issues, and making sure guests have a good time. Knowing that my politeness and good mood are appreciated makes me want to keep taking these traits to work.at the same time , the feedback made me more aware of how important it is to take the lead and be sure of myself when things get tough. I know that to be good at reception, I need to be able to anticipate problems, think on my own, and sometimes make choices on the spot. I can follow the rules and help guests with their needs. I still need to work on this. The words about language and self-assurance also made me think about how I talk to people. I now see speaking as more than just a skill; it's a key part of being a leader and being present in hospitality.

[bookmark: _Toc197562546]1.3 Action steps to grow

   Based on the feedback, I will take action to grow and develop my skills.
1. Build confidence in guest interaction 
   I plan to find additional opportunities for real-time practice so that I may become more confident in my ability to handle the demands of guests on my own. 

2. Improve spoken English fluency 
   My goal is to improve my communication skills by engaging in daily English practice, with an online course language that is specific to the hotel industry. To improve my fluency, I intend to make use of several methods, including conversation groups, a variety of English language study apps, and movies with hospitality speech. I will be able to become more self-assured and natural in both informal and professional interactions if I consistently engage in conversation with native speakers.

3. Learn the front desk system 
   I would like to become more familiar with the Property Management System as well as the other software tools that are utilised at the reception desk so that I can feel more in charge of my responsibilities. As I get greater familiarity with the system, I will be able to help both the staff and the visitors in a more timely and effective manner.

4. Request feedback 

   To help me track my progress, I will ask my colleagues and manager for feedback after the shift.  

[bookmark: _Toc197562547]1.4 Conclusion 

   Reflecting on the reception department feedback has helped me identify my strengths and weaknesses. I pride myself on my polite communication, professionalism, and guest satisfaction. I need to improve my language, decision-making, and initiative to be more confident, proactive, and effective in receiving roles. I know I can improve with focused action, practice, and stepping outside my comfort zone. I want to use this reflection to become a more confident and professional.
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Time to complete

Student Name and Number *

Adriana Ghiocel-loaniciu

Placement Hotel *

Morgans Hotels

Did the Student complete the required hours of 16h per week? *

Yes

Food and Beverage Operations

Please provide detailed feedback based on the student's Food and Beverage experience at the Hotel.

Knowledge of menu and service standards: Did the student demonstrate an understanding of menu items, allergies, and

service etiquette? *
Yes | agree.
Speed and efficiency in service: Was the student able to deliver food and drinks promptly and correctly? *

Yes | agree.

Ability to upsell and engage with guests: Did the student actively promote menu items and create a positive guest experience?

Yes | agree.




image3.jpeg
lease provide specific feedback on the student's performance in the Food and Beverage

Food and Beverage Feedback:
department. *

Adriana did very well Listened and engaged with the team and customers and followed process

Operating Hotel Facilities : Including Housekeeping, Maintenance, Events, Leisure Club.

Please provide detailed feedback based on the student's Housekeeping, Maintenance, Events, Leisure Club experience at the Hotel. include one or

more department as relevant)

Did the student follow cleaning protocols and/or maintain high attention to detail

Cleanliness and/or attention to detail
standards? *

Yes | agree.

Time management and efficiency: Was the student able to complete Housekeeping, Maintenance, Events or Leisure Club tasks

within the allocated time? *

Yes | agree.

Interaction with guests and handling special requests: Did the student show professionalism when dealing with guest requests

or complaints? *

Yes | agree.

Overall Feedback: Please provide specific feedback on the student's performance in the Housekeeping, Maintenance,

Meeting/Events or Leisure club departments as relevant. *

Adriana did very well Listened and engaged well and followed process.

Hotel Administration and Front Office

Please provide detailed feedback based on the student's Front office (reception) experience at the Hotel

Check-in and check-out procedures: Did the student handle check-ins and check-outs efficiently and professionally? *

Excellent.

Handling guest inquiries and complaints: Was the student able to provide accurate information and resolve issues effectively? *

Excellent.
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Check-in and check-out procedures: Did the student handle check-ins and check-outs efficiently and professionally? *

Excellent.

Handling guest inquiries and complaints: Was the student able to provide accurate information and resolve issues effectively? *

Excellent.

Use of hotel systems and technology: Did the student demonstrate proficiency in understanding/using reservation and billing
systems? *

Yes | agree.

Overall Feedback: Please provide specific feedback on the student's performance i the Reception department. *

Adriana s a pleasure to work with. | would reccomend her to any employer.

Summary of Observa

This section aims to consolidate feedback from operational departments provided in previous sections, focusing on the student's skill development
over the 12-week placement.
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Skills Matrix
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Unsatisfactory Satisfactory Good Very Good Excellent

Employability
Would you
consider
employing
them within
one of your
hotel
departments

Professional Mentor Statement *

How has the student contributed to your team and organisational goals? Please refer to the feedback provided above to offer the student a
comprehensive and constructive evaluation that supports their reflection and personal development.

Excellent standard of work and behaviour

The feedback was completed to the best of my knowledge providing a true and reflective overview of the student's
placement at the Hotel. *

I Agree

Full name *

Kate Bowen

Position in the Hotel *

Manager

Date *

11/04/2025
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Tutor Feedback

Student Name: Adriana Ghiocel-loaniciu

Student ID: 2127376

Time Management

Adriana demonstrated a responsible approach to time management during the
placement. They attended all scheduled shifts as agreed, and when personal
circumstances required them to cancel a shift, they took the initiative to inform both
the hotel and the tutor promptly. Furthermore, Adriana proactively rescheduled shifts
when necessary, showing responsibility and commitment to their placement.

Adriana also consistently attended all one-to-one meetings with the tutor, arriving on
time, which reflected their dedication to their personal development and the learning
process. Adriana came well-prepared to these meetings, bringing along assignment
drafts and questions to discuss.

There is an opportunity for growth in terms of overall commitment, particularly when it
comes to availability during key operational hours. While personal commitments are
understandably a factor, a bit more flexibility in availability would have provided
valuable exposure to the daily operations, enriching the overall learning experience. In
future professional settings, finding a better balance between personal obligations and
work demands will be essential, especially in dynamic environments like hospitality,
where adaptability and being present during peak times are crucial for success.

Adopting a more proactive approach to managing their schedule and seeking out
additional opportunities to engage more deeply with the placement would enable
Adriana to fully benefit from the experience.

Communication

Adriana’s communication throughout the placement was effective and demonstrated
a solid foundation, with room for further refinement in professionalism and clarity. They
made a clear effort to engage with both hotel staff and the tutor, and their written
communication, particularly via email, was generally clear and direct.

Verbal communication was consistently respectful and appropriately toned, which
contributed to maintaining positive and productive interactions with staff, peers and
the tutor. Adriana was polite, approachable and receptive in conversations, fostering a
cooperative environment.

As Adriana continues to develop professionally, building confidence in both written
(email etiquette) and verbal communication will be key. Strengthening these skills
further will enhance their ability to interact effectively and professionally in future
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settings, while also helping to build stronger working relationships and convey a more
polished and confident presence overall.

Behaviour

Adriana maintained a consistently respectful and professional attitude throughout the
placement, interacting courteously with staff, peers and the tutor. Their conduct was
exemplary, and they adhered to workplace expectations, which helped them establish
a solid foundation within the team and placement environment.

Throughout the placement, Adriana’s attitude was positive and respectful, and the
hotel commended Adriana’s proactive approach. They demonstrated a healthy level of
enthusiasm, particularly when engaging with tasks or responsibilities, and were always
polite and approachable in interactions with staff, peers and the tutor. Adriana's ability
to collaborate effectively with others was evident, as they were open to feedback and
worked well within the team. Their respectfulness and reliability were standout
qualities, making them a trusted and valued member of the hotel.

Looking forward, continuing to embrace these positive traits, along with taking more
initiative for more flexible shift patterns, will help Adriana thrive in future professional
settings.

Problem-Solving

Adriana has demonstrated a positive approach to problem-solving throughout the
placement. When faced with challenges or unexpected situations, they maintained a
calm and thoughtful approach, taking the time to assess the situation and seek
guidance when necessary. This reflects their strong sense of responsibility and
willingness to ensure things were handled appropriately.

In terms of securing their placement, Adriana approached the process with a positive
attitude and was proactive in communicating with the necessary parties, such as
providing their CV upon request.

For Adriana, continued development of self-confidence will support stronger
communication, more independent decision-making, and a greater ability to take
ownership of tasks. Building this confidence (e.g. guest interactions, communication
in English) through reflection, practice and positive reinforcement will be a key step in
preparing for future professional environments where initiative and presence make a
lasting impression.
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Tutor: Lisa-Marie Bassler
Signature: Lisa-Marie Bassler

Date: 24" April 2025
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