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[bookmark: _Toc190001326]Introduction
The “Hilton Garden Inn Doncaster Racecourse” is a hotel which offers a blend of leisure and business services (Hilton, 2025). The organisation is involved in multiple administrative operations which involves resource management as well as inter-departmental coordination. The front office is an important part of hotel administration which plays a significant part in providing positive guest interactions. The learning objectives of the placement are listed below. 
· To undertake a supervisory position and value work-based skills in hotel operations. 
· To evaluate and observe management strategies, styles and performance systematically. 
· To explore resource allocation, workplace culture and marketing. 
· To learn about health and safety, staff training as well as adapting to changing customer needs. 
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[bookmark: _Toc190001327]Section 1: Reflection on Experience and Personal Development
The reflection of shadowing a supervisory position in the front office at “Hilton Garden Inn Doncaster Racecourse” is analysed via Kolb's reflective model. It is defined as a framework which allows an individual to learn from their experience (Nurunnabi et al., 2022). It is also known as the experiential learning cycle. 
[image: ]
Figure 1: Kolb’s reflective cycle
(Source: Nurunnabi et al., 2022)
Concrete experience
I observed and participated in multiple key tasks like handling guest check-ins as well as resolving guest complaints, while I was shadowing a supervisory role in the front office. I feel that this exposure actively offered me insights into the operational complexities a front office supervisory role needs to handle. One specific incident, which I remember is regarding resolving a guest complaint about an overbooked room. I witnessed that the supervisor empathised with the guest and found an alternative solution. The supervisor also provided compensation like complimentary dinner which I feel can help him to improve brand loyalty. From this scenario, I understood the significance of technical proficiency and emotional intelligence in guest services. 
Reflective observation
From the above observations, I actively recognised the varied responsibilities of a front office supervisor. I have actively observed the supervisor's ability to balance guest expectations with operation constraints. I also observed the ability of the supervisor to delegate tasks effectively while staying composed. The incident with the overbooked room actively revealed how complaints from the guests could transform into opportunities to improve brand reputation if it is managed well. It became clear to me that relevant technical knowledge, like proficiency in property management systems, should be paired with interpersonal skills to achieve high service standards. OPERA is a cloud-based Property Management System which helps hotels manage their operations (Adapt It, 2025). 
Abstract conceptualization
I recognised the significance of work-based skills in the hospitality industry from the experience. Effective verbal and nonverbal communication skills are important to promote guest satisfaction (Tusell-Rey et al., 2021). Teamwork is important as the front office executives need to collaborate closely with food and beverage teams as well as housekeeping to satisfy the needs of the guests. The experience also developed my understanding of the importance of technical knowledge. A front office executive needs to be proficient and familiar with handling payment systems and reservation systems (Uğurlu, 2024). I feel that these competencies ensure the smooth functioning of the department while delivering a positive customer experience. 
Active experimentation
In future, I want to apply the learnings from my experience, to ensure professional and personal development. I need to improve my problem-solving and communication skills with the help of online workshops and role-playing scenarios. I need to receive additional training on guest service software. I want to incorporate reflective practices regularly. It can help an individual to regularly update their performance and identify the areas for improvement (Thompson and Thompson, 2023). Maintaining a record of challenging guest interactions can help me refine my approach to handling similar situations well in future. 
Speaking about the impact on personal and vocational development, the experience helped me to understand the importance of empathetic communication. I observed that tone, active listening and body language contribute to positive visitor satisfaction in high-pressure situations. While I shadowed the supervisor, I understood how interconnected the front office is with other departments. I understood the importance of teamwork for excellent operations during peak hours. I also understood the importance of task management and technical knowledge. A front office executive needs to manage time efficiently and be proficient with multiple technical systems like OPERA. 
[bookmark: _Toc190001328]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Speaking about the importance of work-based skills in managing hotel administration, clear communication is important for actively addressing guest inquiries and complaints. For instance, I observed how the supervisor effectively handled a guest complaint about overbooking which revealed the significance of practical resolution and active listening. Teamwork is important as it allows coordination with departments like housekeeping for efficient operations (Bardi, 2010). During my experience, I witnessed effective collaboration with housekeeping for preparing a room quickly for an unexpected early check-in. Problem-solving skills are important as they help an individual make decisions during unexpected situations. I found that the supervisor offered compensations like complimentary dinner and reallocating rooms to resolve overbooking issues. 
Speaking about the importance of technical knowledge in managing hotel administration, an individual needs to be proficient in property management systems (PMS). Tools like OPERA actively help to ensure room allocations and bookings (Adapt It, 2025). I observed the supervisor manage reservations and process payments using OPERA. It helps to improve efficiency and reduce human errors. A front office executive needs to actively follow standard operating procedures (SOPs) to ensure consistency in service delivery (Wood, 2013). I found the supervisor to follow SOPs for the complaint resolution process as well as VIP Guest check-ins. It actively maintains the standards of the brand and ensures a uniform guest experience. 
[bookmark: _Toc190001329]Section 3: Reflection on Organisational Issues
While shadowing the front office supervisor, I found a prominent organisation issue, which was inefficient communication between the housekeeping departments and the front office. The lack of coordination resulted in delays in room readiness, particularly during peak occupancy (Johnston et al., 2012). For example, the guests who used to arrive for early check-ins had to wait for long times due to a lack of real-time updates on room status. Speaking about the impact of the issue, the presence of inefficient communication was responsible for disrupting the workflow as well as increasing the stress on front office staff. 
The housekeeping staff also felt rushed which negatively impacted their ability to maintain quality standards in room preparations (Casado, 2012). The guest experienced delays and inconvenience. The complaints about waiting times negatively impacted the guest satisfaction scores. Due to miscommunication, inter-departmental friction was caused due to blame-shifting, which negatively affected overall team morale. Speaking about possible solutions, conducting training programs can allow front office and housekeeping staff to understand each other's workflow which can lead to better collaboration. It can reduce friction and improve problem-solving during high-pressure situations. Belbin's Team Role theory can be used, which focuses on the value of understanding diverse roles in a team which promotes productive and cohesive interactions (Belbin and Brown, 2022). 
[bookmark: _Toc190001330]Conclusion and Action Plan
The shadowing experience provided first-hand exposure to the complexities of hotel operations which included conflict resolution and task delegation. Skills like problem-solving and time management were improved during the experience. The experience also reflected how effective decision-making and operation strategies are important for managing guest satisfaction as well as departmental performance. The presence of issues like inefficient communication reflected the importance of proactive planning and the use of technology for improving the administrative process. 
The exposure actively reinforced my interest in pursuing a leadership role within the hotel industry particularly in front-office operations. My academic knowledge provided a strong foundation to understand the practical challenges during the shadowing experience. Speaking about the action plans, I need to enrol myself in workshops on effective communication and guest interaction strategies. I need to gain advanced knowledge of multiple property management systems like Amadeus and OPERA. 
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