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Introduction 


This report serves as a record of my time spent on placement at the Front Office and an opportunity to reflect on and evaluate my growth in that setting (Bowen, 2019). The purpose of this report is threefold: to examine how well my placement goals and my experiences mesh, to address a particular management problem in the areas of guest services as well as communication, and to showcase my progress in developing a set of abilities that are both personally and professionally valuable. The goals of my internship were to get practical experience and a deeper understanding of the hospitality industry so that I could fill the position of shadow manager in the hotel's back office and administrative operations. This report will allow me to reflect on my growth and accomplishments during the internship, highlighting the significance of integrating real-world experience with classroom instruction.








Placement Overview


The first part of this log is a high-level summary of my time spent at my placement. This reflection will examine the compatibility of my lessons learned with my placement goals and my particular educational objectives, as set forth in my strategy for action and educational agreement. It is vital to analyze not just the successes but also the lost chances during this deployment. To better prepare myself for a supervisory job in the hotel's back office as well as administrative operations, I shadowed the front desk. My goal was to improve my knowledge and understanding of the most useful talents for my profession. Throughout my internship, I worked hard to rigorously evaluate managerial effectiveness in the workplace as well as broaden my understanding of Hotel Management challenges. These concerns spanned the realms of budgeting, promotion, management, company culture, security, education, and development, and the ever-changing demands of consumers.


Consistency of Experiences with Objectives


Throughout my internship, I looked for ways to learn as much as possible about how the Front Desk operates. I saw how management roles operated, gained experience with administrative duties, and picked up useful tips along the way. I actively sought to learn the significance of important abilities like communication, collaboration, and flexibility, and I did so by participating in group discussions and debates. The goals of the placement and the work I did were very congruent. I learned a lot about the hotel business by taking on managerial responsibilities. I worked hard to hone other crucial workplace abilities as well, such as resolving issues dealing with clients, and time organization.


Achievements and Excluded Chances


Looking back on my time here, I am pleased to report that I was able to assume a shadow supervising position and learn a great deal about the administrative and back-of-the-house workings of a hotel. I learned early on the value of soft skills in the workplace, especially in terms of communication and flexibility. By taking part in everyday activities, paying careful attention to management choices, and engaging in a wide range of administrative tasks, I was able to effectively connect my knowledge with these goals.


Management Issue and Proposed Solutions


While working at the Front Desk, I saw a serious management flaw in how they handled inquiries from guests and general correspondence. The problem stemmed from the difficulty in handling inquiries and complaints from customers. There were times when the Front Desk was unable to fully satisfy guests, which resulted in negative feedback and decreased satisfaction ratings all around. 


Solution Suggestions and Related Discussion


I suggest an all-encompassing guest relationship handling solution to solve the administration problem of poor guest service as well as interaction. The goal of the system in question is to continuously monitor and enhance the quality of the visitor experience over the whole course of their stay. Among the potential fixes are:


Guest Pre-Stay Contact: According to Brown (2019), establishing a guest communication approach that communicates to visitors before they even arrive. This plan would contain a personalised welcome greeting, a comprehensive schedule, as well as details on the hotel's services. This forewarning establishes norms and generates excited anticipation for their stay.


In-Stay Guest Interaction: Making use of analytics as well as technology to foresee and fulfill the desires of one's guests. Guests' choices may be used to personalize offers of upgraded accommodations or other amenities. In addition, visitors might use a smartphone app as a direct line of contact for making requests and filing complaints.


Effective Issue Resolution:  Providing timely and efficient problem resolution (Cheung, 2019). This includes teaching workers how to react sympathetically to customer concerns, reporting problems to the right places, and keeping tabs on progress as they are fixed.


After Your Stay:  Sending a visitor a thank-you note and an inquiry for comments after they have left is standard practice. This data may be utilized to spot patterns in service delivery and address them moving forward (Heath, 2020).


Using Appropriate Management Theories


Multiple frameworks of management may be used to provide credence to these recommendations.


ERVQUAL Model: Reliability, timeliness, assurance, understanding, and tangible elements are the five pillars around which the SERVQUAL model is built. Hotel guests will have a more pleasant stay if their needs are consistently met along these parameters (Green, 2022).


Theories of Communication: The "Sender-Message-Channel-Receiver" paradigm, among others, highlights the significance of communicating clearly, empathetically, and responsively (Kessler, 2020). Putting these ideas into practice may make a big difference in how problems are handled and how well guests are treated.


Relationship management with clients: The ideas of customer relationship management stress the value of gathering, analyzing, and acting on information about customers. The hotel may better anticipate and address the demands of its guests by using customer relationship management concepts.


The TQM Approach to Quality Control: TQM emphasizes the importance of always striving to do better and making the client happy (Galvin, 2020). TQM is consistent with the recommended solutions since it seeks to steadily improve the quality of services provided to customers.


Development of Key Skills 


During my time at the Front Desk, I worked hard to improve a number of talents that would be invaluable to me in the future. In the parts that follow, we'll go over how these crucial abilities grow and flourish, with plenty of examples and real-world context.


Self-Management: I learned a lot about how to manage my own time throughout my placement. I planned out certain achievements and am always ready to take on more responsibility. For example, when my workload rose owing to a lack of personnel, I was able to get everything done on schedule and in an efficient manner by setting priorities, focusing on the most important tasks, and being flexible. 


Task Administration: During my internship, I learned how to effectively manage my time and tasks. In order to get everything done on time, I honed my skills at prioritizing tasks and shifting my attention as needed. As an instructive case, there was once when I had to check guests in, answer phones, and help resolve a guest problem all at once. I was able to juggle all of these different roles without sacrificing quality of service because of my time management skills.


Project Proposal: I made an effort to find and fix issues whenever they arose at work. I remember one time in particular when I saw some inefficiency in the check-in procedure. I recommended a more simplified check-in process that would cut down on visitor wait times and boost productivity. The new method, which I initiated, has been met with praise from both visitors and employees.


Communication: During my time in the field, I saw a marked improvement in my ability to express myself. I made an effort to communicate effectively and professionally with coworkers and visitors. My everyday contacts with customers are a good illustration of this, as I am able to explain the hotel's check-in process, explain the hotel's facilities, and propose area activities. The visitor experience was improved by my encounters since they were not just educational but also had a warm and friendly tone.


Knowledge Application: During my internship, I was able to put my classroom learning to immediate use. For example, I have used my understanding of accounting concepts to efficiently look into and rectify a guest complaint involving a billing difference. This experience proved the usefulness and applicability of academic information in real-world settings.





Conclusion 


In this report, I analyze my time spent in the Front Office, concentrating on how well I met my placement goals, what I learned about management, how well my suggested remedies were grounded in theory, as well as the skills I picked up along the way. This internship has been crucial to my career and personal growth. I effectively connected what I had learned with the intended placement goals, obtaining a greater grasp of Hotel Administration as well as work-based core competencies. The offered remedies to the management problem emphasize the use of management theories in practice as well as their capacity to enhance service quality and customer experience. 
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