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Hotel Placement-Administration and Front Office Department

Introduction
During my hotel work placement at Morgan’ hotel (Anon, n.d.), I spent a short time in the Front Office and the hotel Administration department, which are the central hub of the hotel (Linkedin.com, 2025). These areas help keep the hotel running smoothly. I learned how the reception works and how important it is, as it is the first thing guests see when they arrive and the last thing before they leave. I did a few shifts and spent most of the time watching the receptionists do their jobs. I saw how they checked guests in and out, answered phone calls, handled bookings, and worked with other departments to ensure guests' needs are met (Scribd, n.d.). This helped me understand how important effective communication (Brown, 2024) and organisation are at the front desk. 
Main Body/ Gibbs’ Reflective Cycle
Description of the experience
The main job I helped with was getting ready for guest arrivals. The receptionists used a system called a Property Management System (Oracle, 2020) to see the list of the guests who were coming. They showed me how they scan registration cards, which have the guest’s name, booking details, and stay dates (McDowell, 2025). I helped scan these cards ready for when the guests arrived at the hotel.
I also watched how the team checked guests in, answered questions, and helped with any problems. I saw how they talked to other departments, like housekeeping and maintenance, to make sure everything went well. The receptionists also spoke with guests in person and on the phone. This experience showed me how important the front desk is for helping guests and making the guests feel looked after during their stay. However, I was not given the opportunity to manage any calls or deal with complaints myself, but I watched carefully to see how the staff handled phone calls and complaints. I noticed the steps they took, how they spoke, and how professional they were. This helped me understand how important first impressions are and how receptionists play a big role in making guests feel welcome and comfortable. 
Feeling
During my placement, I felt a bit disappointed because I was not given many tasks to do within the front office and administration department of the hotel. I had previous experience working in a hair salon, where I regularly booked appointments and dealt with customer complaints both on the phone and face to face. Because of this, I felt confident that I could handle more responsibility. I was looking forward to answering phone calls at the hotel, as I had done similar tasks before. However, I reminded myself that this placement was mainly for learning, not just working. I understood that even just watching and asking questions I could still be learning a lot, so I chose to stay positive and make the most of the experience. As the placement continued, I started to feel more comfortable in the hotel. I learnt more about how the front office works and how it helps the hotel run smoothly. By watching the receptionists, I understood better what is expected in a professional hotel job.   
Evaluation: 
Even though I did not get to do many tasks myself, the placement was still very useful. Watching how the staff used the property management system (Oracle, 2020) helped me understand how hotels keep track of bookings and guest information. I learnt how important it is to stay organised and pay attention, especially when it is busy during check-in time. The system helped the staff find guest details quickly, which made check-in faster and easier.
One good part of the placement was getting the chance to watch how the experienced staff handled guest complaints (Elphick, 2022). I saw how they stayed calm and polite, even when a guest was unhappy. They listened carefully, showed understanding, and tried to solve the problem as quickly as possible. This taught me how important it is to be patient, kind, and a good communicator when working in customer service.
However, I think the placement could have been even better if I had been more involved. I would have liked to try answering phone calls and speaking to guests directly. Since I had done similar tasks before in a salon, I felt ready to take on more responsibility. Sometimes I felt that I could do more. But I also understand that every workplace has different rules, and some hotels may not allow students to handle certain tasks. Even though I did not do everything I hoped for, I still learnt a lot just by watching and listening. Observation gave me a better idea of what it is like to work at the front desk and what skills I need to improve in the future. 
Analysis
This experience showed me how important the front office is as it is the face of the hotel. Receptionists are often the first and last people guests meet, so their behaviour and attitude can have a big impact on how guests feel. I learnt that it is really important for receptionists to stay calm and helpful, even when dealing with difficult or unhappy customers. Keeping a positive attitude and being ready to help, no matter the situation, can make a big difference in the guest’s experience. It became clear to me that how a receptionist handles problems or complaints can change how guests view the hotel and its service. I observed how the staff listened to guests, understood their problems, and showed care. When needed, they apologised to make the guests feel better. Then, they found ways to fix the problem or provide something extra, like a discount or complimentary breakfast or even changing the room to keep the guest happy. 
It was also interesting to see how well the front desk worked with other departments, like housekeeping and maintenance. If a guest had a problem, the front desk told the right department quickly, so the issue could be solved fast. This teamwork helped make sure problems were fixed quickly, and the guest’s experience stayed good. It showed me how important it is for everyone to communicate and work together to maintain happy and satisfied guests.
Furthermore, if I was given the opportunity to manage complaints, I would use what I have learnt from my experience at the salon. There, I often dealt with customers who were unhappy with service or had issues with scheduling. I learnt to stay calm, listen without interrupting, and offer realistic solutions. I believe those skills are transferable to the hospitality industry. 
Conclusion
Although I did not do many practical tasks during the placement, it still gave me a good understanding of how the Front Office works in a hotel. I learnt how important it is to be professional, organised, and able to multitask in this role. Even small tasks, like preparing registration cards, answering guest questions, dealing with complaints, or helping with issues from other departments, are important for making sure the guest experience is smooth and enjoyable.
The placement also reminded me that confidence and being ready to help are important, but they need to be balanced with patience and respect for the training process. It is important to take the time to learn and observe before jumping in.
Overall, I now understand more about the different tasks in front office roles, like answering queries, handling complaints, and working with other departments. This experience has made me feel more ready to take on these tasks in the future and excited to build on these skills.
Action Plan
In my next work placement, I plan to be more active in showing my interest in tasks like answering phone calls and helping with guest questions. I will mention my previous customer service experience early on, so my supervisors know what I have done before and may feel more comfortable giving me more responsibilities.
I will also keep learning about property management systems and front office procedures by researching hotel software and watching training videos online. I will practice my communication skills and make sure to stay calm and professional in all situations. 
I will also think about the techniques I saw during this placement, especially how complaints were handled, and try to use them in real situations when I get the chance. By doing this, I want to build my confidence, get better at customer service, and grow into a professional who can contribute to hotel operations.
In summary, even though my role during this placement was mostly to observe, it gave me a good understanding of how the front office works. I will take these lessons with me and look for chances to use them in my next work placement, making sure I keep improving as I continue my journey in the hospitality industry.
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Part 4: Reflection on Hotel and Academic Tutor Feedback
During my placement in the hotel’s front office department, I spent most of my time watching and learning how the team worked. I helped with small but important tasks, like checking guest information and scanning their details into the system and onto their key cards. Even though I did not do many big tasks myself, I still learnt a lot by watching the staff and seeing how they handled different situations with guests. The feedback I got from both the hotel mentor and my tutor was very helpful. It showed me what I did well and what I need to improve. This experience gave me a better understanding of how the front office runs and what skills I need to work on in the future.
Understanding of the Feedback
The feedback from both the hotel and my academic tutor highlighted my strong communication skills, positive attitude, and professional behaviour as key strengths. I was praised for communicating clearly and confidently with staff, colleagues, and my tutor. I also maintained a professional approach in person and in writing, which helped create a supportive and respectful working environment.
In terms of time management, I always attended meetings and shifts on time. I was also reliable in letting the right people know when personal commitments affected my availability, showing responsibility and dedication to my learning.
However, the feedback also mentioned areas where I could improve. One issue was my limited availability during busy hours, which meant I did not get enough hands-on experience with important front office tasks like check-ins, check-outs, handling guest queries, and managing bookings. This made it harder to fully understand the day-to-day operations. Also, while I showed potential in problem-solving, I often relied on guidance rather than taking initiative when facing challenges. 
Impact of the feedback
This feedback has helped me better understand the front office and hotel administration roles. I now see that front office staff need to do more than just basic admin tasks. They must be available during busy times, adapt quickly to changes, and take charge when problems arise. The feedback showed me that being professional, present, and engaged is key in this fast-paced job.
I also learnt how important reservation and billing systems are for the front office. Even though I did not use these systems during my placement, I now know they are crucial for managing guest details, processing payments, and making check-ins and check-outs run smoothly.
Action Steps for Growth
To improve my skills in hotel administration and the front office, I plan to be more active in future placements. I want to get more involved with the reservation and billing systems to understand how front office operations work. I will also try to be available more, especially during busy times, so I can get more hands-on experience with guest check-ins, check-outs, and other important tasks. I will take a more proactive approach by volunteering for jobs like helping with guest questions or supporting admin tasks, which will help me learn more about the front office.
Another area I want to work on is problem-solving. I will try to be more independent when facing challenges by watching how experienced staff handle problems and trying to solve them on my own. I will also keep improving my professional communication skills, so I can always communicate well in any situation. By doing these things, I hope to get a better understanding of hotel management and the front office, while also improving my skills for future jobs in hospitality. Although I did not have much direct contact with customers during my time in the front office department, my past job in a hair and beauty salon gave me confidence in speaking on the phone and dealing with customer complaints in a professional way. I am excited to use and improve these skills in the hospitality industry. 
Conclusion
This feedback has helped me understand more about the front office and hotel management. While I showed good communication and professionalism, there is still room for improvement in areas like being more available, more engaged, and learning the systems better. In the future, I am committed to using this feedback to take on more responsibilities, gain more administrative experience, and build a stronger foundation for a career in hospitality management. 
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Tutor Feedback

Student ID:

Time Management

Hind has shown a solid understanding of the importance of time management
throughout the placement. They attended all scheduled shifts as agreed, and when
circumstances arose that required a shift to be cancelled due to personal reasons,
they demonstrated responsibility by promptiy informing both the hotel and tutor

Hind 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.

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 Hind
tofully benefit from the experience.

Communication

Communication was one of Hind's strong suits. They maintained professionalism and
clarity when communicating with the hotel staff, peers and the tutor.

In both mestings with the tutor and interactions with hotel staff, Hind's verbal
communication was confident and articulate. They asked insightful questions and
shared relevant updates. Hind was able to express ideas and provide feedback clearly,
which contributed positively to meetings and day-to-day operations at the hotel. This
ability to communicate effectively in person was especially beneficial when dealing
with hotel staff and guests, as it facilitated smooth interactions and teamwork.

Hind’s professional demeanour has been noted by both the hotel team and the tutor,
further emphasising their ability to communicate with confidence and authority.

Emals were being responded to in timely acceptable manner. There is some minor
room for improvement in email etiquette.
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In general, Hind’s communication was of high quality, whether in person or in writing.
They exhibited strong listening skils, an ability to tailor their message to the audience,
and a respectful tone that contributed to positive interactions. As with any skill,
continued practice and attention to detail in communication will only enhance Hind's
proficiency in this area. The foundation of good communication is already well-
established, and further refinement will undoubtedly support their future success in
the industry.

Behaviour

Throughoutthe placement, Hind exhibited exemplary behaviour. Their positive attitude
stood out and they approached every aspect of their role with a genuine interest in
learning.

Hind collaborated effectively with both the hotel staff and peers, contributing to a
positive work environment. They were always respectful and reliable, ensuring that
tasks were completed efficiently and to a high standard. The hotel staff and peers have
praised their professionalism and the ability to work well with others.

Hind's commitment to being a team player and their positive attitude have made them
avalued member of the team.

Problem-Solving.

Hind demonstrated some ability to handle challenges during their placement, showing
a basic understanding of how to approach unexpected situations. When faced with
difficulties, Hind was generally open to receiving advice and guidance, which helped
them navigate through challenges more effectively. They made efforts to address
problems when prompted, which showed their willingness to learn and improve.

In summary, Hind has the foundation for effective problem-solving but would benefit
from developing a more independent, proactive approach to handling challenges. With
more practice in this area, they can continue to grow and become more self-sufficient
in managing difficulties that arise in the workplace.

Tutor: Lisa-Marie Bassler
Signature: Lisa-Marie Bassler

Date: 24" April 2025
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