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Section 1: Reflection on Experience and Personal Development
Description:
My placement at The  Mercure hotel Birmingham West involved shadowing a Front Office supervisor and helping with guest check-ins, complaints, and room allocations. I remember managing a large volume of check-ins around the holidays, which needed good coordination with housekeeping and concierge services to prepare rooms on schedule.
Feelings:
For I knew that there were links and contortions embedded within me waiting to be let free. There was a conflict of excitement and pressure in me at first. The return of the Front Office always greeted welcomed any likely frustrations at some guests’ first point of contact (Hayes et al., 2009). I liked it when I was studying materials, however, it was hard to cope with the speed of things, especially during rush hours, which usually happen during peak times when guests are checking in. With the trust I built from my supervisor and as I understood the hotel’s systems, it was no longer hard for me to deal with the visitors’ contentious issues.
Evaluation:
It was an uncomfortable experience but at the same time a satisfying one. Fortunately, I understood that certain actions, due to their nature, require more precise coordination, intra and inter-departmental cooperation in order not to fail or slow down operations. Room Division’s smooth communication with the Housekeeping and other Division departments ensured the availability of rooms for guests and the timely completion of the overall processes during the busy celebrations of Christmas. This was particularly challenging, managing a number of tasks concurrently whereby guest requests were processed while data entries were being done into the hotel’s software system (Lashley and Morrison, 2013).
Analysis:
This event highlights the importance of multitasking and the capacity to prioritize during the Front Office operation. There were a lot of extreme coordination and teamwork in order to maintain a good level of guests’ satisfaction, especially with regards to room-consolidation-associated delays. It is most essential for an Administrator to have technical comprehension, primarily the use of the Opera PMS system (Kotler et al., 2016). Well-managed operational methods allowed me to manage room occupancy as well as notify other sections of the hotel on changes instantaneously. I would have struggled with Front Office duties without this technological knowledge.
Conclusion:
In conclusion, the practice underscored the value of critical skills such as communication, teamwork and technical competence within the context of work as a hotel administrator (Montargot et al., 2018). Furthermore, I was more confident with that particular function, however task management could still be much improved, especially during peak periods. I wish to work effectively in high-stress situations, perhaps by ways of delegation and using modern civilization.
Action Plan:
Action plan like that is aimed at the development of multitasking capabilities, by applying instruments and techniques that would be helpful in the organization of activities under stress. It is also my intent to advance my operability skills in use of stowaway PMS and other Computer organizations – office efficiency systems. It is also important to note that similar practice will help my career development in the future as I will get more opportunities to practice communication and leadership, especially for supervisory positions.


Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Skills and Knowledge:
Communication, cooperation, and technical skills are the basic components required for the effective running of the Front Office as well as for good customer care. It is imperative that there is effective Departmental communication and that visitors are attended to on time. I witnessed Front office managers interacting with housekeeping, engineering, and concierge staff in order to set guest expectations particularly at peak check in and check outs during my attachment internship (Bardi, 2011). Also, common goal incorporation assisted the department to harvest fruits. Rooms and guest’s requests had to be organized by housekeeping and concierge services. This teamwork effectively curtailed waiting times and therefore customer contentment (Walker, 2020).
Examples from Experience:
A huge group booking for a corporate function tested these skills. I checked in over 50 guests, ensured that their accommodation needs and special requests were catered for. To ensure that the work did not come to a standstill, communication had to be made between the housekeeping and concierge staff. Room assignment and fulfilling guests’ instructions required command of the Opera PMS. For someone handling a large number of guests and data, proper training of the system and the employees would have made them worse (Lashley and Morrison, 2013).
Relevance to Administrative Tasks:
Technical skills in the Front Office is important to the operations. The Opera PMS is a tool that I valued very much in my work where I was able to use it in checking in and out of guests, room availability, and payments. Technical issues or miscommunication could cause overbookings or delayed room preparedness, which would hurt guests (Lagiewski et al., 2023). I improved my skill in this technology to help the Front Office work smoothly and meet client demands quickly.


Section 3: Reflection on Organisational Issues
Description:
I've also encountered challenges caused by poor communication and cooperation between the Front Office and Housekeeping when working in mercure hotel Birmingham West Front Office. This was enhanced by high occupancy, such as during hotel events. One visitor checked in early, disrupting cleaning while the room was cleaned. The Front Office visitor was frustrated while the crew worked to fix it.
Feelings:
A sense of frustration and helplessness. Despite not causing housekeeping delays, I handled guest concerns. I was disappointed because external reasons hindered me from offering great service.The supervisor helped clients and offered complimentary beverages while they waited.
Evaluation: 
The event showed both positive and negative interdepartmental communication traits. Front Office staff comforted the guest while finishing the room. This miscommunication between Front Office and Housekeeping management about visitor expectations caused stress and dissatisfaction (Yang et al., 2020). Working outside the department was necessary in the bustling Front Office.
Analysis: 
Housekeeping delayed room updates, causing problems. Housekeeping delays or doesn't update Opera PMS rooms, but front office does. The Front Office promised an early check-in with incorrect information, causing a service gap. It showed me that human mistake and communication might hinder Opera PMS (Kotler et al., 2016). Other departments' timely updates are crucial to front office efficiency. This event also stressed the need of promptly addressing visitors' grievances and using emotional intelligence to soothe them.
Conclusion:
In conclusion, the situation was resolved, but better communication and stronger room status requirements could have prevented it. The episode taught me the need of cross-departmental cooperation and proactive communication to minimize misunderstandings. This issue highlighted how hotel departments interact and how one delay can effect guest service (Lashley and Morrison, 2013).
Action Plan: 
Implement regular communication checks between Front Office and Housekeeping, such as hourly room availability updates, to maintain alignment during peak periods. Allowing Housekeeping mobile devices to update room status in real time could reduce system delays (Chai et al., 2018). I'll practice problem-solving and emotional intelligence to manage guest issues more effectively. Hotel supervisors need cross-departmental communication training, therefore I'll hunt for it (Hinkin et al., 2010).
Conclusion and Action Plan
Summary of Key Insights:
I learned about hotel management during my 10-week Front Office job at The  Mercure hotel Birmingham West Shadowing taught me communication, teamwork, and technical abilities needed for hotel front office management. I also learnt to multitask and prioritize during high seasons. The location underlined the importance of cross-departmental communication for efficiency and visitor satisfaction.
Plan for Future Development:
I'll practice prioritizing and time management for stressful situations. Opera PMS is another solution I wish to learn more about to improve Front Office operations. I want to develop my cross-departmental communication by working with diverse teams in future employment to improve coordination and guest experience.
I will improve my emotional intelligence and problem-solving skills to better address visitor complaints and operational issues. I believe focusing on these aspects will qualify me for hospitality managerial responsibilities.
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