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I. [bookmark: _Toc192267226]Introduction
During the hotel placement at the Premier Inn London Stansted Airport hotel, one has realised that the Reception/Front Office department plays a crucial role in ensuring guest satisfaction and smooth hotel operations (Bardi, 2010). As per Sayın and Karaman (2018), when it comes to hotel administration, the front office department is where the reservation process begins. This is then followed by the protocols for checking in guests, the accommodations, and finally the check out and post check out procedures. Sayın and Karaman (2018) also explain that the process of communicating with customers is a lengthy one that begins before the clients visit the premises and continues even after the customers have checked out of the establishment. As a result of this, the ability of the front office workers to communicate effectively is the key to ensuring that customers are satisfied (Oppong and Boasiako, 2017) and that productivity levels are increased. For the purpose of maximising the efficiency of the facility, communication is of the utmost importance in the front office. In hotels, the front office department is of utmost significance for the reasons stated above.
The learning objectives for the placement within this department include:
· Understanding the booking system and handling guest complaints. ​
· Developing communication and customer service skills. ​
· Gaining insights into the daily operations of the front office. ​
· Enhancing problem-solving abilities in real-time scenarios. ​


II. [bookmark: _Toc192267227]Experience and Personal Development ​– Reflection

The following section of the report aims to reflect on the experience during the placement and on  one’s  personal development , using Gibbs reflective cycle (Gibbs, 1988). This represents a famous cycle model of reflection encompassing six stages to explore an experience: description, feelings, assessment, analysis, conclusion, and action plan (Gibbs, 1988).

[image: Gibbs Reflective Cycle]
Figure 1. Gibbs Reflective Cycle
Source: Gibbs, 1988
Description: 
I shadowed the supervisory post in the Reception/Front Office department of the Premier Inn London Stansted Airport during my placement there. Among my responsibilities were familiarising myself with the booking system, attending to guest complaints, and helping with check-ins and check-outs.

Emotions: 
At first I was both excited and anxious. Dealing with visitor contacts and addressing issues seems overwhelming. But as I developed more expertise, my confidence improved, and I started to enjoy the active character of the position. My first fears were also lessened by the encouraging environment created by my superiors and colleagues.

Evaluation: 
The experience really helped one to appreciate the value of technical knowledge and work-based abilities. Dealing with visitor concerns about room allocation and service delays brought attention to the need for excellent communication and problem-solving ability (Gazi et al., 2024). One felt accomplished from the positive encounters with guests and from being able to solve their problems. Seeing the front office run also helped me to appreciate the difficulties of running a hotel.

Analysis: 
My development, both personally and professionally, benefitted much from the placement experience. My academic path and past work experience in the sector taught me to appreciate guest services, task management, and teamwork. Maintaining excellent service standards and ensuring seamless operations depend critically on one’s capacity to interact with colleagues and visitors (Kandampully, Zhang, and Jaakkola, 2018). When a guest complained about the room being chilly and the heating system being noisy, for example, I had to act fast to evaluate the matter and make sure the guest was comfortable by contacting the maintenance crew.

Conclusion: 
Ultimately, the experience in this placement underscored the need to be flexible and direct in a busy environment (Anning-Dorson and Nyamekye, 2020). I recognise the need for lifelong learning and development in sharpening my knowledge and abilities (Alheit, 2018). One important lesson from this experience was the capacity to manage several chores concurrently.

Action Plan: 
Future plans call for me to concentrate on improving my communication and problem-solving techniques. To widen my knowledge of hotel operations, I will look for chances to increase experience in other hotel departments. To improve my academic knowledge and practical abilities, I intend to enrol in advanced courses in customer service.

III. [bookmark: _Toc192267228]Analysis 
Work-based skills and technical knowledge are indispensable for the effective management of hotel administration (Anuar et al., 2024). During my placement, I encountered several key skills and knowledge areas that were crucial for the role, including communication, teamwork, task management, personal skills, and customer services skills
Effective communication was vital in handling guest complaints and ensuring their satisfaction (Sayın and Karaman, 2018). For example, when a guest complained about receiving an ordinary room instead of an accessible one, I had to communicate clearly and empathetically to resolve the issue. 
Working closely with colleagues in the front office and other departments was essential for smooth operations (Kandampully, Zhang, and Jaakkola, 2018). The ability to collaborate and support each other helped in managing high occupancy and busy schedules. 
Managing multiple tasks, such as check-ins, check-outs, and handling guest inquiries, required strong organisational skills (Bardi, 2010). Prioritising tasks and managing time effectively were crucial in ensuring efficient operations.
Developing personal skills, such as patience and empathy, was important in providing excellent guest service. Understanding and addressing guests' needs and concerns helped in building positive relationships and enhancing their experience (Kandampully, Zhang, and Jaakkola, 2018). For example, handling a complaint about the heating system being noisy and the room being cold required quick problem-solving and effective communication to ensure the guest's comfort.
Providing high-quality guest services was a key aspect of the role (Nilashi et al., 2022).  Ensuring that guests had a pleasant stay and addressing any issues promptly contributed to their overall satisfaction.

IV. [bookmark: _Toc192267229]Organisational Issues ​
One​ significant issue encountered was the errors in the booking system, which led to guest complaints about the duration and exact days of their stays. ​This issue impacted the department's performance and guest service, as it caused confusion and dissatisfaction among guests (Tewan, 2009).​​ It can be asserted that the​ booking system errors disrupted the smooth functioning of the front office (Vallen and Vallen, 2014), leading to delays and additional workload for the staff.​ Moreover, it also affected the guests' experience, as they had to spend time resolving the discrepancies.​​
Possible solutions include the following:​
· Implementing regular checks and updates to the booking system to ensure accuracy and prevent errors.​
· Providing additional training to staff on using the booking system effectively and identifying potential issues early.
· Establishing a protocol for quickly addressing and resolving booking discrepancies to minimise guest inconvenience.
The​ importance of accurate information systems in hotel administration is supported by theories on operations management and service quality (Wood, 2013). Ensuring reliable and efficient systems can enhance overall performance and guest satisfaction.
 

V. [bookmark: _Toc192267230]Conclusion and Action Plan ​
Important lessons from the shadowing experience included the need for work-based abilities, technical understanding, and excellent communication skills. Personal and occupational growth, involving academic learning and past sector experience, significantly enhanced my knowledge and understanding of hotel operations. To succeed in future positions in the hotel sector, I will keep honing my communication, teamwork, and task management skills; I will also look for prospects for additional training and experience in other hotel departments to have a complete knowledge of hotel administration. The action plan includes enrolling in advanced courses on customer service in hospitality; attending seminars and workshops on the newest trends and technologies in the hotel sector; and networking with business leaders to get ideas and learn from their expertise.
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