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[bookmark: _Toc198733129]Introduction
This report aims to analyse the front of house coordinator role effectively in the Stratford Manor Hotel respectively. Moreover, the purpose of this report is to identify the weakness and strength during the placement in the hotel. However, this report highly emphasis on the future enhancement and also it includes a reflective model cycle. 
[bookmark: _Toc198733130]Section 1: Gibbs Model 
[bookmark: _Toc198733131]Description
As a placement at a Stratford Manor Hotel, I served as the front of house coordinator. My daily duties involved picking up phone calls, checking if reservations, and making sure things like meal preferences and any extra beds for families were taken care of. Moreover, I was responsible for guest check-in and check-out, and managing who was assigned to which room (Suwitra Wirya et al., 2024). I had to talk with housekeeping, reservations, and the restaurant staff continuously; all departments worked well for the smooth arrival of our guests (Sari et al., 2020).
[bookmark: _Toc198733132]Feelings
I was initially nervous because I had to deal with guests by phone and work with various teams. As time passed, I started to believe in myself more and took constructive feedback from guests and superiors. I felt great knowing that what I did before people came made a difference to them. Moreover, I had a language barrier once my client spoke Persian, which was a hurdle for me to understand. Therefore, I was furious about effectively accelerating my communication skills (Sukhu et al., 2019). 
[bookmark: _Toc198733133]Analysis
In the journey of learning, working at the Front of House taught me that effective communication leads to better guest satisfaction (Younies et al., 2020). In contrast, setting up adjoining rooms and offering allergy-free meals for a family was a rewarding part of my work, and it made check-in easier for them (Adeani et al., 2020). Furthermore, going through those experiences, I realised how helpful it is to be proactive and attentive to details (Younies et al., 2020). On the other hand, I encountered a challenge in that some guest requests were not updated on the PMS on time. Furthermore, it became clear that the company needed up-to-date information and proper follow-up from every department. Subsequently, I realised that my job significantly impacts the overall guest experience.
[bookmark: _Toc198733134]Evaluation
In this position, I gained abilities in communication, leadership, and the proper use of PMS and CRM systems. I found out a restaurant booking was missing and confirmed it in the CRM. I am working with F&B to avoid service issues. In another situation, I met a corporate guest’s room requests, leading to more loyalty from them. On the other hand, I introduced an intern to the job and supported her in getting used to reception duties, acting as a leader to aid her (Tavitiyaman et al., 2021). Furthermore, I was virtuous at interacting with guests and being detail-oriented,  I realised I could improve my time management and learn more about when to assign tasks under stressful situations (Haag, 2013).
[bookmark: _Toc198733135]Conclusion
Conclusively, in this situation, I better understood my strengths include attentiveness, communication, and initiative. Moreover, I realised I should manage my time better in stressful situations. I began to notice the issue when tasks were scheduled simultaneously or became complicated, making me miss some notes in the system.
[bookmark: _Toc198733136]Action Plan 
	Skills
	Description 
	Time frame

	Customer Communication
	I will enrol in and complete an online short course in customer service communication tailored to the hospitality industry to enhance my interaction skills with guests.
	Complete within the next 4 weeks.

	Real-Time Note-Taking
	Practice efficient note-taking during live guest interactions, focusing on quick and accurate data entry into the PMS to reduce errors and delays (Haag, 2013).
	Practice daily during placement; review weekly.

	Leadership Observation
	Arrange to shadow a senior Duty Manager during busy shifts to observe effective leadership, conflict resolution, and real-time decision-making under pressure.
	Schedule 2 sessions over the next month


Source: (Author)
[bookmark: _Toc198733137] Section 2: Development Journey
[bookmark: _Toc198733138]Chosen Issue: Software Systems, Inefficiencies Caused by Outdated Systems
The Front-of-House Coordinator placement showed me that old software caused a lot of inefficiency in the workplace (Kensbock et al., 2019). Moreover, the hotel's PMS had been updated many years ago and did not work with the restaurants and housekeeping systems. Because of this, people often experienced delays and mistakes in communication, especially when the property was busy.
[bookmark: _Toc198733139]Real-Life Placement Observation
When a guest was given the option to arrive early, the availability of the room in the PMS did not change right away, since housekeeping input had not been completed. In doing so, I told the guest their room was ready before it was, making them unhappy. Once, reservations made for the restaurant were not present in the guest's profile, causing reservations to overlap, and staff had to change things for the guest quickly. As a result of these inefficiencies, service errors increased, and it became more likely that guests would have a negative experience.
[bookmark: _Toc198733140]Critical analysis
Connected software is critical in the hospitality industry to keep all departments updated in real time. Moreover, keeping up with standards is difficult if departments like the front of house coordinator, housekeeping, and the food and beverage areas do not connect their information. However, Automation boosts internal communication, prevents human errors, and keeps everything running smoothly. In the Management Information Systems course, I understood digital systems' role in making hotels work more effectively (Nazem Shniekat, 2021). Moreover, I discovered that if the systems are not efficient or broken, it impairs the staff from addressing guest issues immediately. Furthermore, it was clear during placement that poor system communication caused many problems with our services. For example, it was common for other departments not to know what guests wanted and when restaurant bookings were made, leading to confusion and delays. The main reason for these issues is that businesses depend on an old IT system and do not upgrade their technological infrastructure. In contracts, this causes tasks to take longer and results in misunderstandings between different departments. I learned how important it is to have up-to-date information and how slow it can be when I do everything by hand. 
[bookmark: _Toc198733141]Section 3: Future Trends in Hotel Administration 
Artificial intelligence (AI) is steadily growing in hotel administration, mainly with customer service (O’Fallon and Rutherford, 2020). In contrast, handling guest questions, taking bookings, and giving answers to common questions is now often done with the help of chatbots and virtual assistants. Additionally, this technology helps users, but it raises issues about the balance between the support provided by robots and that offered by people. On the other hand, using the cloud for a PMS and biometric staff access can make operations more secure and efficient. In addition, to simplifying workflows, these tools improve information accuracy, help save trees by reducing paper use, and allow managers to work from home.
Subsequently, working in the Front of house coordinator, I noticed that problems with the system led to less comfortable service for guests. Furthermore, updating to cloud-based systems that are always up-to-date can help reduce these issues (Haag, 2013). Additionally, my studies have revealed that technology is at the heart of impressive service these days, and that using data can help companies satisfy new guest demands (Tavitiyaman et al., 2021). In addition, for the Front Office to keep up, it should incorporate technology as necessary and make sure employees are up-to-date. 
5. [bookmark: _Toc198733142] Conclusion
Conclusively, my three learning objectives were to better communicate with people, understand how to help guests, and feel more comfortable using the hotel's technology. I reached all three of these goals. I gained real hands-on experience in making decisions, noticed how departments are connected, and improved my problem-solving when working under pressure. This experience has taught me a lot about myself and what I can do at work. Therefore, this experience shows me I want to work in hotel operations one day, using technology and my leadership skills to boost the service and the team.
[bookmark: _Toc198733143]Reference
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