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My placement at Mercure Daventry Court Hotel allowed me to experience shadowing the administrative operations, more  specifically reception and front office management. There I gained practical knowledge about the integral functions that facilitate  seamless hotel operations, including guest check-ins and check-outs, booking management and communication with other departments. My overall goal was to gain a better  sense of how administrative work contributes to the guest experience and operational mastery. I also looked  to build on my communication, teamwork and problem-solving experience through observing how my supervisors tackle challenges and the decision-making process. Moreover, this placement enabled me to relate academia to practice and enhanced my understanding  of management theories through practical knowledge. Utilizing critical reflection, I hope to recognize vital work-based skills and technical knowledge whilst assessing organisational challenges and suggesting enhancements for  better hotel management (Bisui, Uniyal and Sharma, 2022).
[bookmark: _Toc192172303]Reflection on Experience and Personal Development
As part of my placement at Mercure Daventry Court Hotel with the shadowing of the front office and reception operations, I developed a better understanding of how essential it is for administration to ensure the smooth delivery  of guest experience. Watching Sean ,the front office manager, his team highlighted the need for multitasking, efficient communication and taking a proactive approach to resolve problems whilst ensuring it has no impact on the guests. One of the skills I was able to cultivate was that of professional communication and I had many opportunities to watch how front office staff interacted with  guests, resolved complaints, and provided needed information. I also gained  knowledge and experience in taking reservations, check-in and check-out processes, and best practices and procedures for customer service in the hotel industry including payment processing using hotel management systems. This exposure bridged the gap between theoretical learning and practical application and reinforced my  understanding of hospitality management principles (Murillo Oviedo et al., 2021).
The  front office team often worked with housekeeping, food and beverage and maintenance teams to deliver on guest expectations. I learned how supervisors liaised between departments to ensure rooms were allocated, requests were  handled and mishaps were redirected. I  highlighted the need for adaptability and responsive decision-making, key traits in hotel management retaining clients. My phrase also really improved in my time management as I learned how front desk staff prioritized tasks to make sure everything was running on time during busy check-in and check-out hours (Otamiri and Ordu, 2022).
I also reflected on how my  previous academic induces and work experiences shaped me. While my hospitality management course prepared me with a general understanding of guest service operations, this posting equipped me with practical experience regarding the day-to-day realities of running  a hotel. I  am well-prepared to work in the high-paced hospitality industry owing to this experience and I have identified opportunities for improvement in skills including complex conflict resolution and advanced hotel management systems expertise (Yacoub and ElHajjar, 2021).
[bookmark: _Toc192172304]Critical Analysis of Work-Based Skills and Technical Knowledge
Hotel management is a fusion of skills across both work-based  and technical together to drive the smooth running of the hotel and ultimately the experience of guests. During my placement at Mercure Daventry Court Hotel, I noted that the front  office staff utilized both soft and technical skills to complete daily challenges efficiently (Abdelhalim, 2024). Communication was one of the key  work-based skills I found as receptionists and supervisors needed to communicate clearly and professionally with guests, colleagues, and managers. Effectively communication  is the key to guest satisfaction and operational efficiency whether it is handling reservations, answering complaints or interacting with other departments. Active listening and problem-solving were also key, particularly  when we were untired guests or making last-minute changes to a booking (Mbugi and Lutego, 2022).
Management of front office operations required technical  know-how. Hotel booking software was used to process reservations, update guest  profiles and track room availability. Knowledge  of these systems was key to avoiding overbooking, accurate billing and smooth check-in and check-out. Other major hard skills included data entry and record keeping, as keeping track of guests and their needs allowed the hotel to personalize services to their needs and keep track of their preferences. Learning financial transactions, for instance, processing payments and  refunds, proved that in administrative jobs precision and attention to detail are vital as well (Pereira et al., 2022).
In hotel management, teamwork and coordination were critical as different departments had to collaborate  in providing seamless service. For instance, front desk staff  coordinated with housekeeping to make sure rooms were prepared for incoming guests while working alongside the food and beverage team to manage special requests. Also important  were time management and adaptability, especially during peak check-in periods. This experience strengthened my knowledge of the foundational skills to develop and the technical aptitude necessary for success in hotel  administration which the learning has prepared me for future career opportunities in hospitality (Goh et al., 2022). 
[bookmark: _Toc192172305]Reflection on Organizational Issues
Based on my current experience at Mercure Daventry Court Hotel, I have observed a lot of organisational  shortcomings including staff planning, coordination and sickness management. The only main issue was the slight shortage of housekeeping staff at some of the busiest check-in/check-out  times. With maids only able to take 20 minutes per room to clean the rooms as they were vacated,  those delays or staff shortages would create inconvenience, leading incoming guests to have rooms available late. 
A significant challenge arose at one point when  an off-site catering team utilized the hotel's kitchen. Because  they brought their equipment and ingredients, the hotel's kitchen staff needed to clear out most of their equipment and reorganize the space. Unfortunately, it wasn't until the manager got there and he realized how much he was relying on things being where they should have been, after all, they were unpacking all the boxes at that point and the appropriate storage areas weren't prepared, consequently, lots of essential kitchen tools were misplaced temporarily. This led to the normal food  and beverage operations being disrupted and staff frustration (Martin-Rios, Demen Meier and Pasamar, 2022). 
It might consider using flexible  staff models, improving cross-departmental communication using technology, and establishing stronger event planning protocols to address these issues. In addition, the theory of operational  management which is Lean Management can be applied to increase efficiency and minimize disruptions in routine work (Mercan et al., 2021).
[bookmark: _Toc192172306]Conclusion and Action Plan
Through my placement at Mercure Daventry Court Hotel, I was able to gain vital experience  in hotel management which led me to realize how work-place related and technical knowledge, as well as management, have a significant importance. These experiences shaped my understanding of the teamwork,  communication, and operational efficiency essential to delivering exceptional service. Additionally, I learned the nuances of problem-solving firsthand, especially  about staffing complications and interdepartmental cooperation.
Looking ahead, I want to be a more decisive leader, so I will work to gain further  training in hotel management software and operational planning techniques. I will also prioritize building stronger communication strategies to ensure seamless  cross-departmental collaboration. I also  intend to learn about management approaches like Lean and Six Sigma to streamline labour-intensive processes in the hospitality sector. Such experience I learnt will influence my chosen  career path in hotel administration, and I will make sure that I apply these findings to make a more guest-oriented and well-planned hotel operation.
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