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Sheraton Skyline is a delightful Hotel where I had the privilege of completing my University Placement.
With 350 rooms, 3 renowned restaurants and the front office (Marriott) serving as the initial guest touchpoint, the administrative responsibilities within this department play a fundamental role in ensuring guest satisfaction and operation efficiency. 
As I could observe during my work experience in the Hotel, some common tasks include managing reservations, checking guests in and out procedures, handling payments, coordinating with other hotel departments, addressing guest inquiries and concerns via emails and of course maintaining guests’ and employees’ records.
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One of the first things that came to my attention during my work experience at the front office is how important is to be organised in a work environment with diverse tasks.
As very well explained by Rutherford and O’Fallon (2007, p.79), organisational skills are paramount for individuals operating at the front desk, particularly when confronted with a myriad of tasks and high-pressure scenarios.
Being well-structured and methodical can significantly enhance productivity and effectiveness in such settings.
At the Sheraton Skyline, I had the opportunity to observe front office associates starting their day.
It is routine for them to adhere to a checklist to ensure that all administrative duties are diligently fulfilled before concluding their workday.
From what I could see, adhering to the checklist from A to Z was occasionally challenging due to all sorts of interruptions along the way, however, I have found that utilising a checklist helps to prioritise tasks, manage time effectively and ensure that all responsibilities are fulfilled on time.
Through observation and experience it’s evident that these duties require excellent communication, organisational skills and meticulous attention to detail.
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During my placement at Sheraton Skyline, I had the privilege of engaging with Kate (Budzik, 2024), the Room Division Manager.
She graciously shared valuable insights with me about the various administrative responsibilities and tasks that managers undertake within the organisation.
Managers at Sheraton Skyline are responsible for overseeing job performance, providing guidance, setting goals, evaluating progress, and ensuring tasks are completed efficiently and effectively. They play a vital role in leading and motivating their teams towards achieving organisational objectives.
As explained to me reports constitute the essence of their responsibilities, necessitating managers to meticulously monitor all facets of operations.
At Sheraton Skyline, the Fourth Hospitality App (Fourth, 2023), is utilised for tracking and monitoring employees’ working hours, absences, holidays, and payslips.
Complementing this, manual tracking by managers guarantees accurate remuneration processes.
Another important task that managers have is to track points that have been earned by Elite Members during their stay, making sure that the points are correctly added to guests’ accounts 
The report Top 50, for instance, must be completed by managers to verify that the correct nights have been calculated and that guests’ personal information is genuine and correct (DeSouza, 2024).
Once the report is approved by the General Manager, points and rewards can be credited to the guest’s account.
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Also very interesting was to observe how the front office and housekeeping department go hand in hand when it comes to room management.
As it was explained to me by the fantastic team leader at the housekeeping department in Sheraton Skyline, Nancy (Ferreira, 2024) both departments work together to ensure accurate room availability.
I observed front office Manager Ritesh (Manaktala, 2024) communicating room status to housekeeping for timely cleaning, while housekeeping informs the front desk when rooms are ready through Opera System or by calling them directly.
This collaboration not only ensures efficient management of up-to-date room availability for guests but in my personal opinion it impacts guest satisfaction, operational efficiency, revenue generation and the overall reputation because by creating good communication between hotel departments we can ensure personalised service for guests, making sure that every team member across the Hotel is on the same page about specific guests’ requests, concerns, or even complains.
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When I worked at the front office of Marriott Maida Vale in London, one of my biggest fears was handling money which involved processing payments, managing cash floats, reconciling accounts, and ensuring accuracy in financial transactions.
It was crucial to follow proper procedures to maintain security and provide 
excellent customer service while handling money at the front desk.
Thanks to the training and shadowing as well as the million notes I have taken, after a few months I was able to deliver accurate billing, by coordinating with other hotel departments, as well as securely maintain guest records.
Efficient front office administration contributes to guest satisfaction, operational efficiency and the overall success of the hotel.

In this report, I will critically analyse an incident that happened during my placement at Sheraton Skyline Heathrow.
Gibb’s reflection model (EPM, 2019) will be used.
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All happened during one of my early shifts at the front desk where I was assisting and observing the front office Manager Ritesh.
A couple arrived at the front desk for checkout, as usual, Ritesh politely greeted the couple, inquiring about their stay experience before professionally notifying them of the outstanding balance to settle before their departure.
The gentleman expressed frustration, claiming the payment had already been deducted from his bank account.
However, our records in the Opera billing system indicated that the payment was declined.
When the guest was informed, he expressed profound dissatisfaction.
He mentioned that Marriott had his card details on file, suggesting they could charge it if needed, yet he firmly refused to authorise another swipe of the card, citing time constraints and promptly left the hotel.
Ritesh managed the situation professionally, recognizing the need for a further investigation into payment records to address any discrepancies.
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I noticed escalating tension among the front desk staff as the guest’s voice grew louder.
The atmosphere became strained, with the guest showing signs of unwillingness to engage in understanding.
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However, Ritesh patiently allowed the guest to express his frustration before explaining that based on Opera data, the initial payment did not process, indicating that the hotel had not received the funds.

[bookmark: _Toc167462279]Analysis

I found that it was very professional of Ritesh to listen to what the guest had to say before providing any answers.
By doing so Ritesh demonstrated respect and at the same time, he allowed himself to get some time to assess the situation.
Active listening is an important skill in professional settings as it shows not only respect but also helps in understanding the other person’s perspective.
I observed Ritesh’s composed demeanour as he meticulously reviewed his end to ascertain the situation, followed by reaching out to the finance team for further clarification.
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I must admit that it has been a valuable learning experience for me to understand the complexities of administrative tasks and how to address them with professionalism and efficiency.
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Demonstrating proficiency and expertise in such situations is crucial because otherwise, individuals may exploit someone who lacks a comprehensive understanding of specific administrative processes.
Also, by maintaining composure, we allow ourselves the opportunity to effectively analyse and respond to the unfolding events in our surroundings.
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As already mentioned, the front-office associate’s workload is substantial and in my personal opinion, it deserves greater recognition and rewards.
According to Jackson (2010), technology plays a vital role when it comes to administrative processes in businesses, as it can reduce staff workload, leading to both tangible and intangible benefits.
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The implementation of automated check-in systems at Sheraton Skyline could effectively streamline the check-in process, reducing wait times for guests. Meantime, front desk operators could focus on enhancing the guest experience by providing a warm and welcoming environment as well as contributing to overall customer satisfaction.

The integration of technology has in my opinion the potential to revolutionise administrative processes, streamlining tasks for managers who are still struggling with extensive paperwork at the front office department.
Embracing these advancements is crucial for hotels to stay competitive and meet the evolving needs of modern travellers.
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