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During my placement at Maldron Hotel Newcastle, I learned a lot about hotel operations and how different departments work together to provide a seamless experience for guests. I had the opportunity to work in various departments, including front desk, housekeeping, and food and beverage, which gave me a broad understanding of hotel operations.
I also learned about the importance of customer service and how it can make or break a guest's experience. The hotel staff went above and beyond to ensure that guests were satisfied with their stay, which made me realise the significance of delivering exceptional customer service.
Moreover, I learned about the importance of teamwork in a hotel environment. The different departments in the hotel work closely together, and each team member plays a crucial role in ensuring that everything runs smoothly. I also learned about the importance of communication and how it can affect the success of a team. Clear communication between different departments and team members is essential for the smooth running of hotel operations.
Whilst on placement in the Front Office department, I have had the opportunity to gain valuable vocational, self, and academic development. The overall objective of the placement was to provide me with hands-on experience in the hospitality industry and to develop key skills required for future career development. I will reflect on my overall experience, including my achievements, missed opportunities, and areas for future development.
Throughout my placement, I have had the opportunity to learn about the daily operations of the Front Office department, including the check-in and check-out procedures, handling guest inquiries and complaints, and managing reservations. I have been able to apply my academic knowledge to real-life situations, and this has linked some of my previous studies such the effort put into employee engagement such as through employee of the month – which I did not previously think was important.
One of my primary objectives was to develop my communication skills, and I have been able to do so through interacting with guests, colleagues, and management. I have also developed my self-management skills by taking responsibility for my tasks, and I have been able to apply my knowledge by using various software and technology to perform my duties efficiently.

Management Issue
During my placement at Maldron Hotel Newcastle, I observed a management issue related to hotel administration. Specifically, I noticed that there was a lack of clear communication between the front desk and the housekeeping department. This caused several problems, including delayed room cleanings, incomplete room cleaning, and guest complaints.
To address this issue, I believe that Maldron Hotel Newcastle could implement a more effective communication system between the front desk and housekeeping department. This could involve regular meetings between the department heads, or the use of a digital system to update housekeeping staff on room statuses and guest requests in real-time. Additionally, training programs could be implemented to ensure that front desk staff understand the importance of clear communication with the housekeeping department and how to effectively communicate guest requests and room statuses.
By implementing these solutions, Maldron Hotel Newcastle could improve the efficiency of their hotel administration and provide a better guest experience. Additionally, it would create a more collaborative and cohesive work environment for both the front desk and housekeeping staff.
Moreover, I have observed an issue with the management of reservations. There have been instances where guests have arrived, and their reservation was not recorded in the system, causing confusion and frustration. To address this issue, I suggest that the Front Office department implements a double-check system, where a second team member verifies the reservations before the guest arrives. This will reduce errors and improve guest satisfaction.

Reflection
To further reflect on my experience, I have decided to use Gibbs' Reflective Cycle:
· Description: During my placement, I was involved in managing hotel administration, which included overseeing reservations, checking guests in and out, managing front desk operations, and ensuring that guest needs were met.
· Feelings: Initially, I felt overwhelmed and anxious about my responsibilities as I had no prior experience in hotel management. However, as I familiarised myself with the tasks and responsibilities, I gained confidence and felt more comfortable in my role. Although I have achieved my objectives, there were missed opportunities for me to develop further. I could have taken on more responsibilities and tasks to challenge myself further and gain more experience. Additionally, I could have taken advantage of opportunities to shadow other departments within the hotel to gain a broader understanding of the hospitality industry.
· Evaluation: Overall, I believe that I performed well in my role, but there were areas where I could have improved. I was able to handle guest complaints and issues effectively, but I struggled with time management and prioritizing tasks during busy periods.
· Analysis: Upon reflection, I realize that my struggles with time management were due to a lack of organizational skills and experience. I also noticed that I could have communicated more effectively with my team members, especially when delegating tasks and providing feedback.
· Conclusion: I learned a lot during my placement and developed important skills in managing hotel administration, such as problem-solving, decision-making, and customer service. However, I recognise that I need to work on my time management and communication skills to become more effective in my role.
· Action Plan: I plan to develop a system for prioritizing tasks and using time more efficiently during busy periods. To improve my communication skills, I will practice active listening and seek feedback from my team members on how I can improve. Additionally, I plan to continue learning about hotel administration and stay up-to-date with industry trends and best practices. Moving forward, I will continue to develop my key skills and take on more challenging tasks to improve my vocational, self, and academic development. I will also seek out opportunities to shadow other departments and gain a broader understanding of the hospitality industry. Finally, I shall reflect thoroughly and act on feedback I receive and supervisors to continue improving and developing my skills.

In conclusion, my placement in the Front Office department has been a valuable experience that has allowed me to gain vocational, self, and academic development. Through my reflections, I have identified areas for improvement, missed opportunities, and future development goals. I believe that this experience has prepared me for my future career in the hospitality industry, and I am excited to learn further in the future.

