Managing Hotel Administration (Front Office) Operation
Student Name: Masuma Yesmin 
Student ID : 2028061
Lecturer Name: Giulia Chifari



Introduction	3
Reflecting the Experience and Personal Development	4
Analysing Work-Based Skills and Technical Knowledge	5
Reflecting the Organizational Issues	6
Conclusion and Future Action Plan	7
References	8


[bookmark: _Toc158996620][bookmark: _Toc179802810][bookmark: _Toc179861511]Introduction
I was placed at the front office section under the hotel administration department at Maldron Hotel Newcastle which is located at 17 Newgate Street, Newcastle, NE1 5RE. During my placement there, I always tried to develop a professional attitude for my career in the hotel industry. The learning log is done based on the front desk section under the hotel administration department.
[bookmark: _Toc158996621]Objectives
· Developing and enhancing guest interaction skills by giving efficient service.
· Getting operational efficiency in the front desk operations.
· Developing the ability in terms of resolving guest issues.
· Enhancing the understanding of cultural differences.

[bookmark: _Toc179802811][bookmark: _Toc179861512]Reflecting the Experience and Personal Development at the Front Desk Office under Hotel Administration Department
During my placement at Maldron Hotel, I was focused on increasing both personal and professional skills that will support me to fit in any dynamic working environment. The reflection on experience and personal development are explained using Kolb’s learning model.
Concrete Experience:
My manager has informed me that I will be working at the front desk. I am going to supervise this section. Hotel management students are taken through all the features of business hospitality from reception, to selling to making sure that the visitors’ experience is out of this world. This is something I was somewhat familiar with, if at least only in the abstract. First of all, I was not quite sure that I could do the task and I think this was my major concern (JAWABREH et al., 2022). Nevertheless, it is apparent that the activities themselves were not new to me since I had read the topic before; however, there exists a big difference between theory and practice. Again, when such things as discounts and refunds were integrated into the process, I struggled to conform to the basic procedures in other to make the booking and achieve the financing proper.
Reflective Observation
I was involved in the processes that occurred during the arrival and departure processes respectively. Thus, since this task was an automatic one, there was no need to spend further thought on it. For me the decision of how to record occasions when the guests had arrived at the hotel and had left was at first confusing. I learned all I wanted by attending two days of teaching that enlightened me on the various aspects of the software system. After this, I was assigned the role of coming up with a strategy for the front desk to achieve the goal set for the organization, and that is to ensure that the customer's first impression is met or exceeded  (Teitler Regev Sharon, Oksana Goziker and Shosh Shahrabani, 2014). If they hold the winning certificate, they will be able to spend an extra two days in the hotel for free other than the meal bills. My supervisor felt that my idea was great, and when he went up to the office of the administrative head of the organization he asked him whether such could be implemented. Since I notified my supervisor of my decision to independently run the front desk, he allowed me to. Of course, as a member of the hotel staff, it was exciting to get a chance to interact with guests constructively.
[image: ]
Figure: Kolb’s Learning Model
Sources: (Anderson, Kimes and Carroll, 2009)
Abstract Conceptualization
Check-in and check-out tasks are done automatically using software and so my technological skills have to be developed to do my jobs both effectively and efficiently.
Active Experimentation
[bookmark: _Toc158996622]A placement student is expected to make some presentations at official functions and despite this, I was surprised to find that during my entire stay at this company; I was never called upon to speak to an audience (Kim, Lee, and Law, 2008).
[bookmark: _Toc179802812][bookmark: _Toc179861513]Analysing Work-Based Skills and Technical Knowledge at the Front Office Section
[bookmark: _Toc158996623]Due to placement, I have been able to gather a lot of information concerning dealing with customers. First things first, I have to know if a given guest has reserved a place to stay before or not. Then I have to scan his identification card or ID for short getting a picture of him on one of the screens after getting close to the machine. These duties should be performed in honourable manners which are expected for the position. Subsequently, I would ask the man how he would like to pay, and then take cash or his credit card from him. Subsequently, the guests will have to use the key card to get into the room. Besides this, I want to know whether or not he will be offered meal service (Sturman et al., 2011). This is something I need to confirm twice; whether the guest is checking out or checking in. If there is anything that is expected to be offered to the targets, it has to be the discount. Besides this, I am asked to complete a paper about his basic identification papers, and a key card is a must-have for him. I’m also required to give the guests information on any of the policies on returns or refunds of damaged furnishings (Shin, Perdue and Kang, 2019).
During my placement, I was opportune to learn in the aspects of communication skills, and customer relations especially in the booking, reception, and receptionist services, and solving of problems. As for myself, and my career enhancement as well as my promotion, it is really helpful to participate in such a curriculum (Salanova, Agut and Peiró, 2013). One day, I was allowed to work alone at the front desk of the hospital. Whenever I am asked to speak in front of a group of people because of verbal and nonverbal communication problems, I get anxious. Stating the fact of the result that I have passed my speech phobia means that today I am far more confident while speaking in public and a lot more relaxed while interacting with customer service representatives (Payne and Frow, 2021).
However, it’s necessary to get back to it and take time to practice it in my car several times. Having considered it for some time, I realized that I had to get some professional education on how best to use the technology.
[bookmark: _Toc179802813][bookmark: _Toc179861514]Reflecting the Organizational Issues at the Front Office Section
During my placement at Maldron Hotel, I performed my jobs without any salary. I used to get the impression that my colleagues interrogated and explained properly when I could not understand something (Muralidhar, Schmid Mast and Gatica-Perez, 2017).
There is a case that happened when I was placed at the front desk of the organization, one day a customer booked the room for three days. On the second day, when it was his third day’s turn, to become a back money boy he requested it on the second day although he completed all the work he planned to complete (Moufakkir and Alnajem, 2017). On the return side, the front desk manager could not get through the refund terms easily because he canceled the booking at the last moment impulsively. Thus, the manager did not move from his decision, although he tried to bargain with management. At the time it happened, the customer stormed out of the hotel. Indeed, I have no problem with giving the customer a decrease in additional services because demanding a refund would be an issue. At the same time, I would not get angry at him and lose my temper – as has been described above, this always leads to an escalation of conflict. The reason for this is that potential guests may cancel a reservation made with the hotel if they encounter a bad review by an undesirable former guest (Kumar Varun and Bhargava Indu, 2015).
[bookmark: _Toc179802814][bookmark: _Toc179861515]Conclusion and Future Action Plan
I hold an academic degree and have a good understanding of elements of accounting, booking and check-in, check-out, and refunds, and it has proven me fit for a hotel administration job. Being able to work at the front desk for a day on my own was important in making me more confident, hence facing challenges (Lashley and Barron, 2017). Other than that I also wanted to give some thought to the fact that probably my communication skills could be better because I do suffer from anxiety. I got precious experience working there as a placement and my interpersonal skills, problem-solving skills, and technological skills developed gradually.
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