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[bookmark: _Toc182173858]Overview of Hotel’s Administrative Operation 
The front office department has a significant role in ensuring the business success. As the front office department is the first and main contact point for the customers. For all the queries and problems the customer interacts with the front office department. And the front office department is also assigned with the job of allotting the rooms to the customer and keeping the room status as well. The administrative role of the front office department includes Manager of Front Office, Manager of Guest Service, Reception Manager, Housekeeping Manager and Night Audit Manager. Several qualities are expected by the hotel management from the front desk employees (USHAKOV et al., 2020).
[bookmark: _Toc182173859]Learning Objectives
· To improve communication skills for interacting effectively with the guests.
· To learn how to prioritize tasks, and handle multiple responsibilities at a time.
· To enhance problem solving skills for handling the guest complaints and address them professionally.
· To learn the guest service standards for improving guest satisfaction.
· To gain organizational skills for managing time of check-ins, check-outs and all front office tasks.
· To improve cooperation with co-workers and departments for increasing the work efficiency.
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A. [bookmark: _Toc182173861]Shadowing Experience
During my time when I was working in the front office department, I got to shadow the work of a supervisor, from which I understood the roles and responsibilities of a supervisor. The front office supervisor plays a crucial role in supervising the front desk team members to ensure the operations efficiency. And he acts as a role model, sharing his expertise and knowledge while continue to inspire all the front desk associates. The key responsibilities of the front office supervisor includes the supervision of daily operations like check-ins, check-outs, ensuring excellent customer service, resolving guests issues promptly, managing the front desk staff, ensuring room reservations efficiency, monitoring billing and payment, and providing training to the front desk staff (Muhamad Ekhsan et al., 2020).
The front Office supervisor is also responsible for maintaining the compliance with the hotel policies, keeping safety and security measures for the guests and handling the communication with other departments such as maintenance and housekeeping (Wu et al., 2021).
B. [bookmark: _Toc182173862]Skills and knowledge
Through the help of this experience, I have developed both the technical and working skills that are important for effective hotel administration. I have learned to interact professionally with the guests and to resolve their queries promptly. This practice improved my communication and problem solving skills. Also my management abilities get improved by learning how to prioritize tasks to meet the customer needs. Furthermore, now I am familiar with the reservation and billing processes which strengthen my technical knowledge and understanding about the tasks (Riva et al., 2021).
C. [bookmark: _Toc182173863]Impact of Previous Experience and Academic learning
My academic learning has a significant impact on my experience working with the front office department. Academic learning provided me the theoretical knowledge of hospitality, communication skills and effective customer service. My previous experience increased my understanding about the teamwork and collaboration, which is essential for effective work.
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A. [bookmark: _Toc182173865]Importance of Work-Based Skills and Technical Knowledge
The combination of work-based skills and technical knowledge is crucial for delivering effective customer service experience, and to execute operations smoothly. The front office operations require a set of skills such as problem solving, time management, and multitasking. These skills ensure guest satisfaction, fluency in operations, and effective management. It is important to work diligently, especially while fulfilling the duties of reservation and billing, a slight mistake can be fatal. Both the work-based skills and technical knowledge is vital for effective hotel administration (Huang, 2021).
B. [bookmark: _Toc182173866]Examples
During my work in the front office department, I have observed the use of a reservation and booking system that manages the check-ins of the guest. For example, when there’s a situation of multiple booking, I helped to reallocate guests rooms while keeping them informed. Furthermore, I have learned how the management staffs resolve the customer’s queries in a critical situation. These experiences improved my understanding of effective hotel administration (Sun et al., 2020).
C. [bookmark: _Toc182173867]Reflection with Theory
By analysing my experience, I found it relates with the Kolb’s Learning Cycle, which focuses on learning through experience, reflection, and experimentation. By facing the real life situations in the front office, now I can combine my theoretical knowledge with the practical one. It will improve my critical skills understanding and enhance my communication. I have also learned the importance of soft skills in hotel administration which highlights the soft skills theories (Boon et al., 2024).
[bookmark: _Toc182173868]Section 3: Reflection on Organisational Issues
A. [bookmark: _Toc182173869]Identifying an Organisational Issue
I have identified an organisational issue while working in the front office department. The communication between the front office and other department was weak. For example, the miscommunication between the front office and the housekeeping always leads to delay in room service which provides bad customer experience. I have noticed most of the time, the guest was complaining about the delay in check-ins because of room unavailability. This was an issue that I have identified in the organisation (Chen, 2022).
B. [bookmark: _Toc182173870]Impact of Issue on Department
The impact of this issue was very serious on department, as it affected the performance of the front office and provided delays that decreased the department’s service level. Customer always expects quick service with the good quality and in this case the guests were getting delayed services. This issue creates more difficulties for the front office staff as they had to also manage the dissatisfaction of the guest while coordinating with other departments like housekeeping to resolve their issue (Khan et al., 2020).
C. [bookmark: _Toc182173871]Suggested Solutions
Based on my analysis and understanding of the issue, a practical solution would be helpful to resolve it. The solution would involve administrating communication integration system that connects the front office with the other departments like housekeeping. For example, utilizing a digital dashboard can help both departments to track the room status, which will reduce the waiting time for the guests. And if we connect this with the Tuckman’s Theory of Team Dynamics, to foster teamwork it is important to first improve the communication. Furthermore, daily team meeting can enhance the communication and the departments can effectively coordinate with each other’s (Sermsook et al., 2021)
[bookmark: _Toc182173872]Conclusion and Action Plan
A. [bookmark: _Toc182173873]Key Insights
My working experience of the front office department provided me useful insights about the work-based skills and technical knowledge to understand the techniques of effective hotel administration. I also learned that my observation skills are good and it helps me to learn from others. My observation of the front office department shows the need for a stable communication system and time management skills. This experience also deepens my understanding of how these skills affects customer satisfaction.
B. [bookmark: _Toc182173874]Future Development Goals
My future development goals include preparing myself for the supervisory roles, and I believe in order to achieve that I need to improve my task prioritisation and leadership skills. I plan to achieve my future development goals by working on improving these skills that can prepare me for handling high pressure situation more efficiently to contribute significantly.
C. [bookmark: _Toc182173875]Action Steps to improve skill set
In order to achieve my development goals, I plan to work under the supervision of experienced front office managers to increase my knowledge about the tasks. And I am also planning to attend advance training to learn more about the hospitality, guest relations and leadership qualities. I believe by following these steps I will be well equipped with the skills needed for a successful career in the hotel industry. 
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