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Introduction
Introducing a transformative expedition, this student log captures my deep dive into the field of hotel administration during my placement, specifically within the dynamic realm of the Front Office Department Premier Inn Leeds City Centre (Leeds Arena), Hepworth Point, Clay Pit Ln, Leeds LS2 8BQ. Serving as the initial face of hospitality, the Front Office or Reception plays a pivotal role in shaping guests’ impressions. This log aims to chronicle my multifaceted responsibilities, from managing guest check-ins and reservations to adeptly addressing inquiries. The Front Office, functioning as the central hub, requires proficient interpersonal skills, organizational insight, and meticulous attention to detail. This log becomes a testament to my evolution, conquered challenges, and lessons assimilated in the quest for excellence in the hospitality sector. 

Learning Objectives
Learning objectives for the placement within the Front Office Department in hotel administration include the following: 
· Understand the front office department’s role and functions within a hotel
· Acquire proficiency in utilizing hotel reservation systems and procedures
· Develop customer service skills including problem-solving techniques
· Obtain knowledge of check-in and check-out processes, guest requests and payments
· Familiarize myself with room allocation and inventory management
· Understand concierge services including providing information
· Learn hotel billing procedures
· Develop skills in handling guest inquiries, complaints, and conflict resolution
· Reflect on personal growth and improve flawed areas

Reflection on Experience and Personal Development
Throughout my placement in the Front Office Department, I had the opportunity to acquire hands-on experience in hotel administration. This log details my reflection on the encountered experiences and my personal development employing Gibbs’ Reflection Model (Schoch, 2021). This model comprises six phases to reflect learning experiences including description, feeling, evaluation, analysis, conclusion, and action plan.
Description
I was tasked with various responsibilities in the front office department, such as assisting in check-ins and check-outs, addressing guest queries, and overseeing reservations. Collaborating closely with the front desk team, I observed the supervisory role, learning about the department’s daily functions and recognizing the importance of providing exceptional guest service.
Feelings
At the onset, stepping into the front office stirred a blend of anticipation and unease. Despite the eagerness to apply academic knowledge, there was also a sense of potential challenges. Throughout the placement, my emotions varied, from satisfaction in addressing guest concerns to frustration with technical glitches. Overall, I experienced a growing sense of accomplishment, marked by increased confidence and proficiency in handling hotel administration. 
Evaluation
The placement proved to be invaluable for my personal and professional growth, I observed and absorbed insights from seasoned professionals, witnessing the direct influence of effective communication, teamwork, and meticulous attention to detail on guest contentment. Moreover, I acquired technical knowledge in utilizing hotel management systems and handling financial transactions accurately.
Analysis
Through the placement, I recognized the vital role of effective communication in a fast-paced setting, emphasizing clear and concise interactions with both guests and colleagues for accurate information and operational smoothness. Teamwork emerged as a key element, with collaboration proving essential for delivering seamless guest experiences. The experience emphasized adept task management, requiring the simultaneous handling of multiple responsibilities while prioritizing guest service. Furthermore, it highlighted the significance of personal skills like problem-solving and adaptability in addressing unforeseen contingencies and providing timely solutions.
Conclusion
The front office placement marked a pivotal moment in my personal and professional growth, reaffirming my passion for hospitality. It offered hands-on experience in administrative operations, emphasizing the vital roles of communications, teamwork, and technical proficiency. This experience heightened my awareness of the significance of these elements in maintaining administrative functions better.
Action Plan
· Develop problem-solving skills: I intend to proactively improve my problem-solving skills by seeking advice from seasoned colleagues and participating in exercises that require critical thinking
· Time management: I will implement strategies such as prioritizing tasks, setting realistic deadlines, and utilizing productivity tools to improve my time management skills
·  Technical Knowledge: I plan to expand my learning of reservation systems, check-in/check-out procedures, and other aspects of front-office operations by engaging in self-directed learning and seeking advice from superiors and teammates.
· Seek feedback: I aim to actively solicit reviews from both superiors and colleagues to pinpoint flawed areas leading to my enhanced capacity to convey information effectively and attentively listen to the concerns of guests (Prentice, Ma, and Wong, 2019). 

Critical Analysis of Work-based Skills and Technical Knowledge
Some key work-based skills encountered during my placement include:
· Communication skills: Effective communication is pivotal in hotel administration, facilitating precise information exchange. During my placement, I witnessed its importance in guest inquiries, room coordination, and updates to management, enhancing the check-in process and guest satisfaction. 
· Customer skills: Exceptional customer service is essential including resolving guest concerns (Wang et al., 2017). Witnessing its significance, I learned to handle complaints, and special requests, and maintain a positive front desk atmosphere. 
· Time management skills: These are crucial in efficiently handling hotel administration tasks including check-in, check-outs, reservations, and shift transitions. 


Some specific technical knowledge areas encountered during my placement include:
· Property Management System (PMS): Proficiency in PMS is important for hotel administration, including reservation management, guest profiles, reporting, and inter-departmental coordination. 
· Reservation System: This placement enhanced my reservation system skills- navigating, processing bookings, and updating details based on guest demands (Saura et al., 2022). 
· Administrative tools: Proficiency in administrative tools, including spreadsheets, word processors, and email systems, is crucial for organizing records.

Reflection on Organizational Issues
During my placement in the front office department, I encountered some situations where there was a miscommunication between the front office staff and the housekeeping department regarding the readiness of guest rooms and a system outage that occurred during a busy check-in period. This led to extended wait times for guests, causing frustration among both guests and staff and a deterioration in the service quality (Martin and Gibson, 2023). The hotel’s overall operations were disrupted, resulting in reduced efficiency and the possibility of revenue loss due to missed booking opportunities. 
To address these issues, practical solutions include establishing a well-defined communication system and protocols for room status updates encompassing specific guidelines for housekeeping to notify the front office. Applying Service Quality Theories like the SERVQUAL model or RATER model can help identify gaps in service delivery (Ali et al., 2021). 

Future Action Plan
Areas for Improvement:
1. Work-based skills:
a. Communication skills: Enhance clarity and timeliness in verbal and written communication.
b. Problem-solving skills: Develop critical thinking abilities and proactive approaches to resolving challenges
c. Time management skills: Improve the ability to prioritize, organize tasks, and meet deadlines efficiently within a high-paced setting (Kaushik and Guleria, 2020).
2. Technical Knowledge:
a. Property management system: Attain competence in utilizing PMS features, including reservations, generating records, and analyzing guest data.
b. Reservation system: Develop proficiency in efficiently managing room bookings and updates.
c. Administrative tools: Enhance skills in using spreadsheets, word processors, and email systems for efficient record keeping (Talón et al., 2018). 

Specific Steps and Strategies:
1. Improve communication skills through workshops, seek feedback for improvement, and practice role-playing exercises (Zemke et al., 2015)
2. Promote teamwork by cross-training with colleagues, engaging in team-building activities, and volunteering for collaborative projects
3. Implement time management techniques like prioritization and digital tools to identify and enhance task management efficiency. 
4. Boost personal skills through workshops on emotional intelligence, adaptability, and resilience. 
5. Enhance guest services by shadowing experienced professionals, industry trends, and seeking guest feedback to improve service delivery (Das, 2023)

Conclusion
To conclude, this placement in the Front Office department has been an enriching experience. I have gained valuable insights into guest services, reservation management, and effective communication. I was able to witness the transferring of systems from the old PMS system to the new OPERA system and how they dealt with the situation and the pressure whilst being able to maintain control during the change over. The hands-on exposure has intensified my understanding of the hospitality industry, honed my organizational skills, and enhanced my problem-solving skills. I appreciate the supportive team and the practical knowledge achieved during this placement. This journey undoubtedly contributed to my professional growth in hotel management. 
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