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The Front Office is a pivotal component of the administrative operations of a hotel because it is responsible for the reception and management of guests. This includes organising and operating the communication between guests and the rest of the hotel. Based on these considerations, my direct experience shadowing a supervisory position within the Front office department at Stoke on Trent allowed me to learn and exercise professionalism in hotel administration. In this placement, I set some learning objectives which include:
1.To enhance work-based skills necessary in hospitality.
2. To discharge organisational responsibilities in the context of the Front Office department.
3. To develop task management and communication skills.
Section 1: Reflection on Experience and Personal Development
While shadowing the supervisory role at the Front Office, I understood the importance of work-based skills for managing the operation and satisfying the guests. I gained ideas about what kind of decision-making and problem-solving is required to address guest calls, and complaints, or handle complex situations. It emphasised the fact that there is more to what is taught in theory than meets the eye as in hospitality, interpersonal and organisational skills are as vital as technical aspects.
In analysing my experience, I have come to appreciate an important front-office management skill, which is communication. As the supervisor, I interacted with both the staff and guests showing the need to communicate well and be courteous and precise (Shen, Qian, and Chen, 2020). My interaction also raised the issue of teamwork in this environment since all the staff members involved had well-defined and interrelated tasks to perform. For example, communication skills were used when arranging with the housekeeping department on matters concerning room availability.
Furthermore, the Font office experience required good management skills because supervisors often have numerous tasks at the same time (Mistry et al., 2022). For example, checking guests in and out, assigning rooms and ensuring the level of customer satisfaction. These functions showed me how important multitasking is to the functioning of the department and encouraged me to practice my own interpersonal skills like stress coping, understanding of priorities and flexibility in managing the dynamics of guest needs. My role was influenced by my academic accomplishments and experiences in other areas as well. Skills gained from previous internships in customer service were useful in real time including the aspects of patience and empathy. As Beninghof (2020), illustrates, both the placements and class lessons can be vital in laying down structures in communication skills, group attitude, and work accomplishment plans as a means of ensuring quality service delivery for the guest in the Front Office.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Vocational experience and professional knowledge can never be overemphasised in hotel administration because it prepares a supervisor to face daily challenges. These skills include guest relations, problem-solving skills and coordinating skills among the team members (Apakah, 2021). Often the best way to get a better understanding of these skills is through actual observation and practice in the workplace, which is why I assumed the role of a supervisor in the Front Office. An example of technical knowledge I learned was the efficient use of the hotel’s Property Management System (PMS). This is a system which helps with booking guest and reservation information, check-in/check-out list, and billing among other functions (Moyeenudin et al., 2018). Compulsory knowledge of this software is imperative in achieving maximum results for guest information, and this influences the guest and hotel operations. According to Testa and Sipe, (2012), coordination skills among teams remain critical in the aspect of enhancing Front Office operations. For instance, as a supervisor, I had to organise working hours, coordinate assignments, and ascertain that employees comprehend their responsibilities. 
Section 3: Reflection on Organisational Issues
The high employee turnover rate was one of the most pressing organisational problems I faced in the Front Office department. This issue is a great worry in addressing effective hotel administration given that it affects team cohesiveness and productivity (Brandt, Bielitz, and Georgi, 2016). This was apparent in the constant change of members in the team usually caused by the high turnover that is prevalent at the Stoke on Trent. One of the impacts of high employee turnover was continuous service disruption. During my placement, new staff took time to get used to the environment and learn about the operations at Stoke on Trent, leading to prolonged response time and slow service. Besides, high turnover led to aggravation of the experienced personnel since they were to perform their routine duties as well as train the newcomers. As Parding et al. (2023), illustrate, high employee turnover, causes stress within a team as work load increases with no adequate human resources to handle it.
To solve the high turnover challenge at Stoke on Trent, there is a need for sensible solutions which can be sustained based on organisational theories. A theory like Herzberg's two-factor theory postulates that improving the level of job satisfaction and what Herzberg referred to as motivators for instance recognition and chance for growth might work to counteract turnover (Filtvedt, 2016). By applying this theory, the department can further think of undertaking addendums such as staff appreciation programs or training to make the employees feel important in their positions. Although Maslow’s hierarchy of needs neglects the notion of self-actualisation, employees at Stoke on Trent could be more satisfied with their jobs if they had positive team dynamics within the work environment (Dwesini, 2019).
Conclusion and Action Plan
Therefore, working under the supervisory role in the Front Office department has been very helpful in terms of acquiring work-based skills and various technical know-how. I got practical knowledge regarding the administration of a hotel like guest service, communications and performing actual tasks. Additionally, having gone through the process of self- and vocational growth through this placement, I have been able to appreciate the importance of embracing change and factors of teamwork in improving guests 'experience. With a goal of getting a job in the UK hotel industry in the future, I understand how helpful it will be to develop such skills and acquire such knowledge on the acquisition. One typical organisational issue, to name but one, is high employee turnover which has taught me the importance of building an effective employee turnover resistance strategy in order to retain competent employees and engage them in work. Consequent to the above, I plan to undertake an advanced course in property management software with the view of improving my computer endowment in hotel management. Also, since I am aspiring to work in a supervisory capacity I will actively look for some form of tutoring within the industry to get acquainted with the existing best practices. Tackling these areas, I hope to build personal relevant experience enabling me to pursue a successful career in hotel administration.
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