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[bookmark: _Toc167741717]Introduction
Front office, housekeeping, sales and marketing, human resources and finance form the organisational structure of the hotel’s administration that coordinates various activities to meet guests’ expectations. The following are the intended learning outcomes for the placement within this area: To gain a supervisory perspective on a work setting, to appreciate organisational bureaucracy, to acquire work-related skills, and to update technical proficiency (ASET, 2017). The placement is designed to incorporate actual work experience and academic knowledge to provide specific technical skills and attributes required for managing a hotel’s administration and guest relations services.

[bookmark: _Toc167741718]Section 1: Reflection on Experience and Personal Development
In my work experience, I followed the duties of a supervisory role at the Front Office department. This was again an excellent opportunity to learn and get practical experience in various workplace skills like customer relations, conflict solving and time management skills among others (Bardi, 2010). For instance, I had an opportunity to watch the kind of manner the supervisor had to deal with a complaint by a guest who had been booked in the wrong apartment, where I noticed the significance of communication and conflict-solving skills.
My education in hospitality management was more theoretical and on the job, the placement filled the gap. One of the important aspects of my preparation for a future job was my summers when I worked in the hotel reception, where I developed good skills in multitasking in a stressful environment (Casado, 2012). This position highlighted the significance of collaboration because whenever a guest had a concern, communicating with housekeeping and maintenance departments was critical to addressing their concerns effectively.
[bookmark: _Toc167741719]In addition, the placement also brought into the limelight the importance of personal attributes such as punctuality and how to handle guests. All the vocational development I underwent, including the customer service training as well as the conflict management training, was useful at some point as I sometimes had to help control the situation as clients became annoyed or frustrated (Dafillin & Wijoyo, 2024). In conclusion, this intern experience helped me grasp the operation environment of the hotel industry and how good communication, cooperation, and individual skills are important in serving guests.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
In other words, work-based skills and technical know-how are important to achieve efficiency in the administration of the hotel. It is therefore clear that knowledge of various software such as Opera that is used to handle bookings, check-in and guest accounts is essential in the Front Office (Das, 2023). These aspects provide technical knowledge on how to handle the guests’ information and transactions most efficiently.
Furthermore, the presence and significance of interpersonal skills such as communication and problem-solving were evident to me. For instance, the manager had to address an issue involving a guest who had been assigned a room which was already occupied by another guest (Fallon & Rutherford, 2010). The guest is satisfied and all the members in the different departments also get a positive message after the issue is dealt with and solved through the hotel’s software.
Routine work also involves compliance with certain practices and regulations that prevail within the hotel. Understanding the practices of revenue management including the price management and availability of rooms was important for setting the right prices (Hagg, 2013). An understanding of the booking patterns and the demand in the market, which is obtained after the vocational education and gaining the necessary experience, was the crucial factor in the decision-making process of revenue optimisation of the hotel.
[bookmark: _Toc167741720]Therefore, my shadowing experience revealed that one should gel theoretical and practical competence when it comes to managing hotel administration since it allows the supervisors to address the operational issues improve the standard and quality of services to guests and propel the financial performance of the hotel.

Section 3: Reflection on Organisational Issues
While on my placement I was privileged to observe how intricate it is to administer the running of a hotel. An example of such a situation occurred when there were misunderstandings between the members of the Front Office and Housekeeping departments about cleaning rooms and the extended time it took to clean a room and check-in guests (Johnston et al., 2012). This had a knock-on effect on both the performance of the department and the levels of guest service and satisfaction that were being experienced within the establishment.
Initially, on the service delivery aspect, delays in room cleaning also affected the response time of the hotel, provoking frustrations among the guests. This directly affected customer care delivery and could mean guest complaints or poor ratings on reviewing sites (QAA, 2018). Moreover, the irregularities that are imposed on the check-in process hampered the normal operations of the hotel and impacted the efficiency of staff together with the different departments of the organisation.
To solve this problem, it is possible to implement a stable connection between the Front Office and Housekeeping departments. One of the theories that can be employed here to enable the gap between departments to be closed is the Communication Accommodation Theory which focuses on the use of communication practices that fit the needs of a particular stakeholder (Rughubalan, 2009).
Possible operational strategies could be to hold daily briefings or meetings between heads of departments to review information and the status of rooms and, also, prioritise cleaning schedules to correspond with the arrival of guests (Tavitiyaman et al., 2024). There is also a possibility of formulating a digital room status tracking system that may allow for an update of room status and push notifications for increased efficiency of communication.
Effectively addressing interdepartmental relations will reduce these problems and ultimately improve guests’ satisfaction and the hotel’s organisational effectiveness. This experience showed me that the importance of proper communication in managing the hotel’s affairs and providing guests with the best services cannot be overemphasised (ASET, 2017).
[bookmark: _Toc167741721]Section 4: Future Action Plan
	Area for Improvement
	Specific Steps/Strategies

	Work-Based Skills
	1. Enrol in additional training courses or workshops to enhance proficiency in hotel management software and revenue management principles (Bardi, 2010).

	
	2. To acquire practical experience, cross-train different departments to discover how the entire hotel works from behind the scenes.

	Technical Knowledge
	1. Stay updated on industry trends and advancements through regular reading, attending seminars, and participating in online forums.

	
	2. Engage in self-directed learning by exploring online resources and tutorials related to hotel administration and technological innovations (Casado, 2012).

	Communication
	1. Practice active listening and clarity in communication during daily interactions with colleagues and guests.

	
	2. Encourage group activities or seminars to improve staff interactions and overall social relations so that members of the team collaborate well.

	Teamwork
	1. Collaborate on projects or initiatives with colleagues from different departments to promote cross-functional teamwork and synergy (Dafillin & Wijoyo, 2024).

	
	2. Volunteer to lead team-based activities or initiatives to develop leadership skills and foster a sense of camaraderie among team members.

	Task Management
	1. Adopt time management strategies such as scheduling and prioritising the tasks, setting achievable targets, and subdividing the jobs into segments. (Das, 2023).

	
	2. Utilise digital tools and apps for task organisation and scheduling to improve efficiency and productivity in daily work routines.

	Personal Skills
	1. Sustain log writing or self-evaluation to determine possible avenues in individual learning and development.

	
	2. Seek feedback from supervisors and peers to gain insights into areas of strength and areas for improvement, and actively work on self-improvement goals (Fallon & Rutherford, 2010).

	Guest Services
	1. Attend workshops or seminars focused on enhancing guest service skills, such as conflict resolution, empathy, and problem-solving.

	
	2. Take initiative in seeking feedback from guests and implementing suggestions to continuously improve the guest experience.





[bookmark: _Toc167741722]Conclusion
In conclusion, the learning log indeed brought useful information on the importance of the shadowing exercise in hotel administration. It also underscored the importance of practicum skills, vocational know-how and understanding of customer service in managing operations effectively (Hagg, 2013). Furthermore, the focus was on individual and career growth as key to the establishment of future career ambitions in the hospitality context. All in all, the exercise entailed realisation in learning and practising the best and other essential aspects needed to make the hotel deliver excellent guest services and enhance career development in the hotel guest service industry.
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