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[bookmark: _rdd8xju2rlso]Introduction 
I have received the opportunity to observe a supervisor within the department of front office/reception during my placement at a hotel. The front office is one of the crucial departments within a hotel as it helps to develop relationships with the guests while managing all the operations and enhancing the overall experience of the guest (Narendratama and Wijoyo, 2025). Therefore, it is one of the vital parts of the administration of a hotel. For this placement, my learning objectives were:
· To increase my technical knowledge about the front office procedure and hotel management system.
· To gain in-depth knowledge regarding the daily responsibilities of a front office supervisor.
· To ensure a good balance between the guest satisfaction and operational efficiency within the administration of a hotel.
· To enhance my administrative skills and competencies such as communication, Task Management and guest service.
[bookmark: _8am18xcxtkw3]

[bookmark: _5s23yuyskk7d]Section 1: Reflection on Experience and Personal Development 
Observing a front office supervisor perform their roles and responsibilities has offered me valuable insights regarding the hotel operation's intricacies. One of the beneficial aspects of this whole experience was observing the ways important work based skills like adaptability, communication and time management are crucial in terms of performing the operations seamlessly (Moşteanu, 2024). This experience has allowed me to witness the ability of the supervisor in terms of managing different tasks at a time, such as managing check out and check in, navigating the complaints of the guest effectively, supervising staff and handling the enquiry of the guest. The experience has also emphasized the significance of ensuring effective communication. A supervisor is required to put forward their thoughts and opinions while ensuring active listening with the team members as well as the guest (Younger, 2023). For instance, I have observed that the professionalism of the supervisor in terms of managing the complaints of the guest was commendable. This allowed me to know about the significance of ensuring a calm demeanor and active listening even while performing in stressful scenarios.
Overall, combining my learning from level 4 to level 6 with my past industry experience has massively influenced my overall understanding regarding Task Management and guest service (Koohang et al., 2023). I have gained knowledge about various crucial topics like operational efficiency and team dynamics during my academic journey, which has allowed me to gain a better understanding of the activities according to my placement. Having a better understanding of this theory has allowed me to easily analyse the practical aspect of guest service and team coordination in the front office. 
[bookmark: _1eik1fgh39y]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
During my placement, I have got the opportunity to observe a supervisor performing within the front office, which allowed me to gain knowledge regarding the crucial technical knowledge and work based skills. The main skills like conflict resolution time management and problem solving ability are frequently utilised by the supervisor for managing late check in, dealing with the issues of the customers and making Rapid decisions (Omene, 2021). All these decisions influence the overall experience of the guest directly, making it crucial to have proper technical knowledge about hotel policies, the booking system, and room availability. Even the utilisation of a Hotel Management System such as PMS is a crucial part of the day to day operation of the hotel (Shniekat et al., 2021). I have also gained knowledge about the ways to utilise the hotel management system for tracking reservations, processing the payments and performing the check in and check out of the guests. Having proper knowledge about all the technical aspects of PMS is highly beneficial in terms of offering high quality service to the guest while meeting their evolving demands and resolving their concerns promptly (Khan, 2024).
[bookmark: _q6r4hd8cxgvg]Section 3: Reflection on Organisational Issues 
During this placement, I have also increased my overall technical knowledge by participating in various administrative tasks like maintaining the departments, managing the allocation of the available rooms and coordinating with the housekeeping service. The role of a supervisor is very important as they need to focus on overseeing all the departments to ensure the diverse Expectations of the guests are successfully met while ensuring harmony (Gupta, et al., 2022). This particular ability of ensuring a good coordination between different departments is highly valuable and it is utilised within the Hotel Administration. However, one of the major challenges which I have experienced while working in my placement was associated with the coordination of the staff. However, a gap between the housekeeping team and the front office team was observed in terms of communication, as there was a lack of information flow. For example, there were scenarios when the rooms were not well organised for check in which resulted in potential delays and contributed towards the dissatisfaction of the guest. This particular issue has emphasised on the significance of inter-departmental scheduling and communication within the Hotel Administration. Overall, this issue has two sides where in one of the sides the office team experienced a significant amount of pressure in terms of managing the complaints of the guests, and on the other side, the guests were dissatisfied due to excessive delays. As a result, it has contributed towards disrupting the overall operational flow while impacting the experience of the guest.
In order to navigate this issue successfully in the future, I would suggest that utilising a more detailed and structured approach within their communication system across all the departments will allow them to ensure a continuous flow of information among them. Utilizing a shared digital platform will allow the housekeeping team to remain updated regarding the status of the room in the real time while the front office team can easily assess the available information (Horst and Sinanan, 2021). Even conducting inter departmental meetings on a regular basis will allow to discuss any challenges related to the operation and enhance the overall communication system. In accordance with the Tuckman model for team development, it is important to set clear and strategic roles and responsibilities for all the members in order to ensure effective collaboration and resolve the potential challenges swiftly (Zirar et al., 2023).


[bookmark: _y8ug9glnof85]Conclusion and Action Plan
Overall, it can be concluded that observing a supervisor performing within the front office has offered me valuable insights and experience. It has improved my overall understanding regarding the necessary work based skills and technical knowledge for ensuring effective administration of the hotel. The experience has also emphasised the significance of task management communication and teamwork for offering high quality service to the guest. I have even gained knowledge regarding the complexities of hotel operations. In order to ensure my continuous development, I will focus on developing my skills and competencies, which are necessary for my future professional practice. I will even focus on increasing my technical knowledge regarding the systems of Hotel Management while enhancing my communication ability. Furthermore, I will enhance my task management ability even after excessive pressure with the emphasis on a leadership role for contributing towards the long term success of a hotel within the highly competitive Hospitality industry.
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