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Introduction:
In this reflective journal, I will be applying the Gibbs Reflective Cycle (Gibbs, 1988) to analyse my experiences and learning outcomes during my work experience in the front office department of a hotel in Cardiff (www.marriott.com.). The primary objectives of this placement were to provide me with the knowledge and insights necessary to effectively manage administrative systems within various departments, including Finance, Front Office administration and social media/communications, within Hotel Marriott Cardiff. Additionally, the placement aimed to develop my administrative and supervisory skills, focusing on enhancing core competencies required for a future career in Hotel Management.
Description:
Throughout the work experience, I undertook shadow supervisory positions within the front office department at Marriott Cardiff, and it allowed me to critically appreciate the importance of work-based key skills such as the use of Technology and cash management, those skills are required for administrations duty (Rutherford, O’fallon and Ebook Library, 2007, pp.372–478). 
Orderly analysed management performance within the workplace environment and gained knowledge to discuss issues related to Hotel Administration effectively, such as policy consistence, and training on problem solving.
The placement provided me with the opportunity to examine and understand various issues such as:
· administration, 
· marketing strategies, 
· management styles, 
· workplace culture, 
· health and safety protocols, 
· software systems, 
· training procedures, and the changing nature of consumer needs within the hospitality industry. 
These issues can be varied, such as new room allocations, upselling for guest, usage of software such as opera system, email, guest feedback observation, or compensation, handling guest complaints.
The content covering my placement work experience, within administration department, includes personal and professional development understanding and feelings about the hotel industry. Key skills such as communication, teamwork, task management, and operational competency were emphasised. 
Additionally, I gained practical experience in operational tasks related to Sales, cash handling and social media, along with exposure to departmental software systems and duties of a Duty Manager, supervising staff and managing shifts, making sure guests needs are accommodated. According to studies, the advancement of information technology has led to extensive computer usage in hotel revenue management and without knowledge the job would be harder to learn (Schwartz and Cohen, 2004).
Feelings:
Throughout the placement, I engaged in reflection, self-appraisal, and reacted to feedback to continuously improve my performance. I also explored organisational issues such as policies and procedures, organisational aims and objectives, staffing, competition, quality issues, management structures, working practices, marketing strategies, and guest service strategies (Singh and Munjal, 2012). 
In the front office, I sometimes felt like I was getting bombarded with a ton of information all at once. It made me feel really stressed out and like I had to learn everything super-fast, the allocated time to learn might need to be tailored according to learning abilities, and confidence.
The best part of all were the guests, some of them are so understanding and nice, made me feel content and happy. In the busy environment, I could not help much but I could engage with guests, asking about they stay and experience, and with sincerity and nice words I feel I could make them feel good, and having an enjoyable conversation. Also, when a guest asked me about a restaurant recommendation, I did not know what to recommend which made me realise the need of research about culinary services near the hotel and places.
Also looking professional it gives me a sense of accomplishment, because the front desk of a hotel is the first impression of a guests when arriving, representing a spirited welcome (Michelli, 2008, pp.35–36). 

Section 1: Reflection on Experience and Personal Development
My experience of shadowing a supervisory position in the front office department provided invaluable insights into the intricacies of managing guest service expectations. Through observing and participating in daily operations such as refunding guest, handling complaints, and monitoring guests' comments, I gained a deeper understanding of the importance of work-based skills and technical knowledge in meeting and managing guest service expectations, according to Gauthier (2020) this could offer me learning environment and practical experiences. 
This experience highlighted the critical role of effective communication, teamwork, task management, and personal skills in ensuring seamless guest experiences, according to research in any organisation these skills could help managing unseen situations (Davis et al., 2014).  
Furthermore, my previous industry experience, placement, and academic journey significantly contributed to my understanding of these skills and their application in real-world scenarios, the communication with guests and using computer.
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge are essential in effectively managing hotel administration, particularly in the front office department, but soft skills are essential for any kind of job to effectively contribute into an organisation (Dogara, Saud and Kamin, 2020). 
During my shadowing experience, I encountered various work-based skills such as effective communication with guests and colleagues, efficient task management in handling check-ins/check-outs, and technical knowledge of hotel management software for reservation and billing processes. These skills and knowledge were essential in executing administrative tasks and ensuring guest satisfaction. For example, my ability to effectively communicate with guests during check-in contributed to positive guest experiences and enhanced my guest service standards while influenced my behaviour (Veríssimo and Costa, 2019).
According to  Siguaw and Enz (1999) to improve check-in for guests, the Marriott U.S, Hilton and Ritz-Carlton developed a system for guest to faster check in or bypass traditional check in to reduce time and eliminate traditional check in, guest can use mobile check-in but they still need to stop by front office to receive room key or update payment method.
Section 3: organisational issues.
I observed the duties of front office staff applying effective strategies for managing hotel no-shows and overbooking. Requiring credit card guarantees and penalties for early departures significantly reduce the no-show rate, improving room occupancy. Considering factors like early departures alongside expected arrivals when setting overbooking levels is crucial. 
These insights provide practical guidance for addressing common challenges in the hospitality industry according to Toh (2002).
Reflecting on my overall experience, I encountered a situation where the front office department faced challenges in managing guest complaints effectively. Therefore, managers should have quality traits such as responsibility, accountability, keep cool, empathy and self-confidence (Rutherford, O’fallon and Ebook Library, 2007, pp.372–478). 
This issue impacted the department's performance, guest service, and overall operations, leading to dissatisfaction among guests and decreased efficiency in handling complaints. To address this issue, practical solutions such as implementing a comprehensive guest feedback system and providing staff training on conflict resolution techniques can be considered. Service recovery strategy could be implemented in such circumstances or quality training for supervisors on handling guest complains, understanding hotel policies and applicable solutions (Saurabh Kumar Dixit, 2020, pp.351–360).
Section 4: Future Action Plan
Based on the experience gained in hotel administration department, I have identified areas for improvement in work-based skills and technical knowledge. 
I should improve my communication level, with teamwork I do not have problem, I am adaptable, and a fast learner, I plan to engage in further training and development opportunities, to have excellent guest service, administrative skills and probably asking for advice from experienced staff member. This action plan should improve my personal and professional development goals. 
Conclusion:
In summary, the shadowing experience in the front office department has been instrumental in developing my work-based skills, technical knowledge, and understanding of guest service standards. 
This reflection proves the knowledge I have gained and experienced, the administrative work is difficult and requires a lot of practice to not make mistakes, it comes with great responsibility and practical knowledge. 
In the future, I plan to be better and improve myself, to be more confident and ready to work as a manager. I learned a lot and it opened my eyes about the hotel administration, and there are many things I don't know, and I need more practice in the hotel department.
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