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[bookmark: _Toc181700438]Introduction
My placement was at Abbots Barton Hotel in the front office, housekeeping, and maintenance areas under the supervision of the general manager John Smith. During the placement, intense networking has been developed with the necessary skills and expertise (ASET, 2017). During my placement experiences, I was placed in the front office with the administrative functions. This gave me an intense experience and helped me to understand their real-world situation in the hospitality sector. The front office of this hotel deals with customers including their check-in and check-out, handling complaints, the billing process, reservation, replying queries, and others. The learning objectives are: 
· Understanding of the front office responsibilities
· Gain practical experience in handling customers
· Improve work-based and technological skills
· Find out the areas of weakness


[bookmark: _Toc181700439]Section 1: Reflection of a Supervisory Role in Front Office
The learnings have been reflected through Kolb's experiential learning cycle which was established in 1984 through four stages. The stages of this model are concrete experience, reflective observation, abstract conceptualization, and active experimentation. My direct experiences are reflected through this model below,
Concrete experience
I was placed in Abbots Barton Hotel on September 23, 2024, in the front office of the housekeeping department. It is one of the most demanding departments and besides that, my responsibilities and learnings also progressed through the maintenance and other functions of the front office. I have learned day-to-day operations like their detailed work procedure, interconnection among different departments, managing room turnover, ensuring guest satisfaction, etc. General manager John Smith was my supervisor who helped me to go through these insights and understand the process fully within my placement period (Bardi, 2014). My last day at Abbots Barton Hotel was November 15 2024 which was a three-month journey that gave me lots of experiences and intense understanding of the hospitality sector.
Reflective observation
In the placement, I networked with the professionals of the hospitality sector in the housekeeping and front office departments. I have learned about their working process and providing services to the guests so that they remain satisfied. During communication, with the guests, everyone maintains a procedure and standard to ensure an effective understanding of their preferences. The requirements of employees in each department are different (Casado, 2015). For example, in housekeeping, the employees must provide detailed attention and time management in the documentation and requirements of every department.
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[bookmark: _Toc181700464]Figure 1: Kolb’s Reflective Cycle Model
Source: (Wijnen-Meijer et al, 2022)
Moreover, they also need to be concerned with maintaining cleanliness and quality standards. In the front office, the employees must have intense interpersonal skills to convince the customers and problem-solving skills in case of any confusion or conflicts (Hagg, 2023). This department is mostly involved in interacting with the guests so they should have proper business learning to provide all the answers asked by the consumers. The supervisor general manager John Smith was the leader of these departments who ensured a higher quality of services for the guests.
Abstract conceptualization
To work in the housekeeping and front office desk the employees are required to have work-based skills technical knowledge and cross-departmental understanding to ensure transparency and effectiveness in the operational procedure. The front office desk role is a supervisory role that requires leadership skills, task prioritization, time management, staff coordination, and an understanding of the standard or quality of services. All this impacts guest satisfaction. Moreover, the employees are also required to have problem-solving skills, customer service skills, critical thinking skills, emotional intelligence, and conflict resolution skills to work in the front office and deal with the customers (QAA, 2018). Every employee is required to have technical knowledge for the basic maintenance of the rooms, reservation check-ins, and observation of the operational and strategic aspects. To work in these roles departmental understanding is required to ensure timely communication with other departments and enhance guest satisfaction. For example, the front office needs to know the vacant rooms to ensure the cleaning and this is how a higher standard of service relies on smooth communication and teamwork (Wijnen-Meijer et al, 2022).
Active experimentation
I have several strengths and weaknesses that were understood during my placement. I need to improve my time management skills and technical knowledge related to the hospitality sector. My interpersonal skills can be upgraded by taking advice from my mentors and supervisors.






[bookmark: _Toc181700440]Section 2: Importance of work-based skills and technical knowledge in the front desk management
During my placement leadership skills, detailed attention to every aspect of conflict resolution skill, decision-making skills, time management skills, etc. were required. Leadership quality is important to maintain coordination and manage teams effectively so that the team members will remain motivated. During my project and assignment completion, my leadership style has been developed while working with the team members (Barker et al, 2016). Attention to detail is another necessary skill that is required in the front office and housekeeping sector. The front office employees need to give attention to every detail to understand the customer's complaints or requirements, processing reservations, billing, or guest information. My academic work has helped me to improve this case, especially during my case studies. 
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[bookmark: _Toc181700465]Figure 2: Collaboration of Front Office supervisor with other departments
Source: (Ustrov et al, 2016)
Conflict resolution is another necessary skill that is required to handle customer complaints and comfort them by apologising and providing a good question (Morris, 2020). During the teamwork, my conflict resolution skills have been developed that directly impact guest satisfaction and team harmony (Shin et al, 2019). Quick decision-making skills and time management skills are required in these roles to ensure proper and effective maintenance of departments in urgent issues like the necessity of electrical repairs or plumbing so that the customers do not face any disruption or negative experiences. To manage the resources effectively and control the inventory level, ensure higher customer service during peak time or hours, time management is the highest concern.
[bookmark: _Toc181700441]Section 3: Issue in the hotel and practical solutions
During my placement, I noticed that the hotel faces some issues in communication and task prioritisation among different departments, especially during peak occupancy time. This leads to inefficiencies and also impacts the guest experience (Astuti et al, 2018). Sometimes the front office does not inform housekeeping about urgent room requests so they cannot maintain the cleanliness or standard according to the guest preferences and so the waiting time of guests increases which leads to a decrease in guest satisfaction. Moreover, it also reduces efficiency and impacts the morale of the housekeeping team for which the members may feel undervalued (Ustrov et al, 2016). The problem can be solved by ensuring a real-time communication system through the online notification. The organisation can develop a culture of interdepartmental collaboration to solve this issue.


[bookmark: _Toc181700442]Conclusion
Abbots Barton Hotel is inbounded with several departments and I was placed in front of his desk and housekeeping department to complete my placement program. During my placement, I have gained several practical incidents related to the operations, maintenance of standards, and cleanliness of the hotel that are directly related to the guest experiences (Akasia et al, 2023). I have had first-hand experiences related to communication skills, leadership skills, decision-making skills, time management skills, etc. I have found the issues related to communication for which effective operations are being hampered. The organisation can solve this issue by collaborating with  technology and traditional aspects.
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