




Introduction
Hotel administration plays an important role in delivering pristine operations, satisfied customers, and effective cooperation across departments. The Front Office department is the hotel's first point of entry for guests, handling bookings, check-ins, check-outs, and responding to queries from clients, according to Michalis (2024). Furthermore, Catala Consulting (2025) underlines that 80% of guests evaluate the duration of their stay upon their check-in experience, highlighting the importance of reception efficiency to a hotel's reputation.
 This learning log focusses on what I learnt from shadowing an office manager at the Front Office department of a Marriott hotel. It covers the significance of workplace abilities and technical knowledge in the hotel industry, outlining essential lessons gained.
 Placement objectives:
· to acquire hands-on knowledge in front desk procedures and management.
· learn the duties of a front desk manager.
· to enhance job-related skills such as communication, teamwork, and task management.
· to carefully evaluate and suggest alternatives to business challenges.

Reflection on Experience and Personal Development
This reflection is based on Gibbs' Reflective Cycle (1988), which falls into six stages: description, feelings, evaluation, analysis, conclusion, and action plan.
Description
During my placement, I observed the front desk operations, and I learnt strategies to keep guests satisfied yet adhere to brand standards. I helped with check-in and check-out operations, dealt with queries from guests, and attended daily team meetings. Additionally, I saw the front office manager's duties of organising staff communication and maintaining operational efficiency.
Feelings
When I first started my placement week at reception, I became stressed by the fast-paced atmosphere of the front desk setting. But as time passed, I began to recognise the organised strategy and collaborative effort that allowed operations to run smoothly, and that the manager's guidance and encouragement helped me feel more motivated and involved.
Evaluation
Over my placement at the reception desk, I learnt the value of efficient communication and customer service in maintaining brand image. Nevertheless, dealing with complaints from guests smoothly necessitates patience and a quick ability to solve problems, which coincides with Zehr and Korte (2020) conclusions that placements improve students' self-confidence and career opportunities.
Analysis
According to Lavi (2023), customer satisfaction represents the cornerstone of a prosperous tourism organisation, and receptionist duties serve a fundamental role of developing impressions. Friendly welcomes, prompt check-in/out, great issue management, and fulfilling client demands represent all essential factors. My experience highlighted the importance of professionalism, open interaction, and work delegating duties. My experience highlighted the importance of professionalism, open interaction, and work delegating duties. In accordance with QAA (2018), work-based learning improves the advancement of workers' competencies, skills, and professional habits while matching with business requirements. By taking this strategy, I could deal with guest conversations more confidently.

Critical Analysis of Work-Based Skills and Technical Knowledge
Work-related skills and technical knowledge are required in the hospitality sector for the best customer service. Stangl et al. (2024) emphasise the value of integrating technical knowledge with soft skills like communication, management, and emotional intelligence. Business collaborations boost learning by offering important hands-on experience, which equips students to succeed in an unpredictable employment market.
Efficient communication across departments increases coordination, productivity, and strategic alignment (Zerfass and Volk, 2018). It improves the exchange of data, minimises mistakes, and promotes business success. Attending team discussions, I observed how organised handovers improved collaboration. According to Johnston et al. (2021), efficient service operations management is dependent on smooth communication to manage resources, expenses, and innovation. Furthermore, efficient communication boosts the visitor experience, staff productivity, and business performance while helping society and our planet. I can state that this was a significant learning experience from my placement in the front office department because without communication, nothing operates well.
Front office service involves multitasking from check-ins to solving guest concerns. A hotel management system is necessary in a hotel nowadays, boosting productivity by streamlining bookings, pre-authorisation, and 3rd party payments, thereby improving guest satisfaction by 24% and revenue by 80% (Statista, 2021). Technology improves decision-making, simplifies procedures, and enables hotels to adjust to evolving market shifts, enabling development and success, according to SiteMinder (2024). Throughout my placement, I noticed that authenticating payments via websites such as Trip.com prevented financial errors and facilitated simple transactions.
My experience interacting with unsatisfied guests validated LinkedIn's (2024) idea that attentive listening is crucial for solving conflicts. Listening carefully, showing empathy, and apologising honestly all help with conflict resolution and improve guest connection. Monitoring how concerns were addressed appropriately has shown the importance of guest-centred service



Reflection on Organisational Issues
One big challenge that happened while I was there was the reception desk slowness throughout busy times, which led to lengthy queues and customer unhappiness. This occurred mostly due to the lack of organisational and work delegation.
The lack of efficiency had a negative effect on the whole experience for guests, creating unhappy clients and increasing staff stress. The lack of efficiency had a negative effect on the whole experience for guests, creating unhappy clients and increasing staff stress. According to Salama et al. (2022), operational issues in the tourism industry may lead to work stress and burnout, decreasing employee satisfaction and quality of service. For better productivity and achievement, it is important to cope with these challenges and enhance happiness among employees.
[bookmark: _Hlk192175570]To overcome this challenge, the hotel can improve staff scheduling to offer coverage at rush hours, align staffing with demand, enhance productivity, and adhere to regulations. This approach also improves staff satisfaction and eventually leads to better business outcomes (Element Suite, 2025).
Self-registration kiosks are another option that minimises front desk overcrowding and simplifies operations. In the view of Hollander (2024), these types of kiosks provide self-check-ins and key creation that enhance customer satisfaction.
Another way of dealing with the problem could be effective time management, which increases performance by setting priorities, planning, and setting objectives (Mindtools, 2024). Also, another strategy is to strengthen pre-arrival communications to simplify check-ins, minimise delays, and improve the overall satisfaction of guests.

Conclusion and Action Plan
This experience offered me outstanding knowledge of front desk leadership, highlighting the benefits of communicating, collaborating, and solving issues. My knowledge of guest service and technical skills has greatly improved.
Moving ahead, I plan to strengthen my conflict negotiation capacities through more training, permitting me to cope with client issues more easily and professionally. In addition, I want to sharpen my capacity for multitasking so that I can manage multiple tasks at the same time effectively. I also intend to search for apprenticeship chances in the hospitality sector so I can gain insight from highly qualified professionals and develop my practical knowledge as well as management skills. Upon consolidating all my skills and knowledge from my placement, I intend to submit an application for a job in the hospitality industry, ideally in a position where I have the opportunity to develop while contributing to high-quality client service.
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