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[bookmark: _Toc160018231]Introduction
Industry placements provide invaluable opportunities to apply classroom knowledge in real-world professional settings. As part of my hospitality management degree, I undertook a 2-week placement at the Marriott Hotel shadowing the Front Office Manager to gain firsthand experience of supervising operations and delivering exceptional guest service. This introduction will summaries my key reflections and insights from shadowing in the dynamic front office department and how the practical learning has contributed to my skills development and career aspirations. By utilizing Gibbs’ reflective model (Gibbs, 1988), I will analyze my experiences and challenges encountered through the lens of skills utilization, communication, and operational excellence. References to academic theories and models will support my analysis of how this placement has equipped me with crucial capabilities and shaped my understanding of guest service standards within the hospitality industry. 














[bookmark: _Toc160018232]Thoughts on my observation of a supervisory role in the front office division 
Having the front office manager shadow you allowed you to get significant insight into the complex job of managing this busy department. I saw how crucial it is to have excellent organizational, problem-solving, and communication skills to balance the demands of guests, employees, and operations. The event made clear how important collaboration and interdepartmental coordination are to providing flawless guest services. The fact that my supervisor maintained her calm and compassion in the face of extreme stress highlighted how important emotional intelligence is to effective leadership. My prior experience as a front desk agent gave me a solid technical foundation, but I did not fully grasp my supervisory responsibilities. 
However, course modules on hospitality management and work placements in housekeeping and events have developed skills like communication, resilience, and task prioritization that proved useful in this placement. Though I have gained experience of shift work and customer service, shadowing a senior leader exposed me to new pressures of workflow optimization, conflict resolution, and coaching employees. I realized these managerial skills require further nurturing.
Moving forward, I will undertake training on property management systems to strengthen technical capabilities. I will also request opportunities to shadow other department heads, attend management meetings and support with staff training. Additionally, I will enroll in available modules on leadership, hospitality finance and strategy to expand knowledge for supervisory roles. This placement has aligned my personal development goals to build the expertise needed for front office management.
[bookmark: _Toc160018233]Critical analysis of the work-based skills and technical knowledge required in the front office department to deliver exceptional guest service
Managing front office operations requires strong work-based competencies in communication, collaboration, problem-solving and self-management. Technical competency with the property management system (PMS) is necessary for smooth guest profiles, check-ins, room management, and billing. It requires extensive training, but I observed the front desk workers using the Opera PMS proficiently. To answer consumer inquiries, issue discounts or upgrades, and handle reservation systems, it is also critical to understand pricing schemes.
Furthermore, knowledge of company policies, standard operating procedures, and service procedures enables prompt, dependable service delivery. Additionally, guest recognition techniques and focused discussions need interpersonal skills. My own experience showed how to combine technology and operational expertise with work-based skills to deliver outstanding guest experiences. Front desk staff members must use their service skills while being calm, patient, and sympathetic in high-stress circumstances. I came to see the value of both concrete and abstract abilities.
[bookmark: _Toc160018234]Thoughts on an organizational problem I ran into while working in the front office and possible fixes
Delays in communication between the cleaning and front desk departments were a major problem I saw, which led to guests being unhappy since their rooms were not ready when they checked in. This happened while check-out traffic was at its highest and new visitors were not yet ready to check in. Front desk staff misinformed customers and mismanaged expectations because of housekeeping's delayed updates. This lowered the quality of the hotel's services and negatively impacted the visitor experience.
Operations-wise, the absence of departmental cooperation resulted in lengthy lines at the front desk, overbooking issues, and service delays. Also, it made staff members more anxious while handling visitor concerns. This identifies the primary causes as being problems with antiquated legacy systems and interdepartmental communication.
Using connected property management systems to offer real-time information on room status might be one possible approach. The alignment between department heads might be enhanced via daily briefing sessions. Along with monitoring turnaround times, front desk supervisors should coordinate with housekeeping to reallocate resources in response to check-in trends. In terms of guest service, free upgrades or extras might be offered to placate displeased visitors. Regaining the confidence of customers after service failures is crucial, according to theories on service recovery and customer relationship management. To maximize efficiency and elevate the visitor experience, front office and housekeeping must improve data openness and communication.
[bookmark: _Toc160018235]Using the information and abilities I have gained from my internship; I have created an action plan to improve my guest service operations
This experience highlighted areas that needed to be improved, such as managing challenging conversations, coordinating amongst departments, and using technology to enhance visitor experiences.
To further develop communication skills, I will request shadowing opportunities with the guest relations team to observe complaint management strategies firsthand. I will also research best practices on de-escalation techniques and empathy statements. Roleplaying exercises to practice negotiating challenging conversations will help prepare me for frontline interactions.
I aim to improve interdepartmental coordination skills by initiating daily check-ins with housekeeping and maintenance to facilitate room status updates as a front desk agent. I will also propose cross-training initiatives to senior management to build empathy across departments.
To leverage technology effectively, I plan to undertake online courses on Opera PMS configuration and seek opportunities to spearhead the testing and implementation of new modules. I will stay abreast of emerging hospitality tech trends and evaluate tools that can enhance guest personalization and operational efficiency.
My objective is to enhance my leadership abilities, strategic thinking, and problem-solving abilities to advance into a supervisory position. My goal is to enhance my skills by enrolling in elective courses related to corporate strategy, people management, and hospitality finance. I will be able to find possibilities for professional improvement and network with other professionals by going to industry conferences and networking events. By means of consistent skill enhancement and exposure to the business, I am optimistic about acquiring the necessary knowledge and abilities to advance into front office management and spearhead service innovations. 





[bookmark: _Toc160018236]Conclusion
This invaluable industrial placement helped me gain a thorough grasp of front office operations and illustrated the need of excellent customer service for corporate success. Resilience, composure, empathy, and communication are all necessary while handling complaints and dealing with consumers. Technical knowledge of company SOPs and IT systems enables consistency and flawless operations. My experience has demonstrated the need of both abstract and real skills in delivering first-rate client service.  With this internship, my academic goals and practical experience have aligned. While my previous front-line experience helped me develop fundamental abilities, learning nuanced leadership tactics has opened my eyes to new ideas. My knowledge of organizational challenges and solutions will inform how I approach my prospective supervisory duties. I can now recognize my areas of weakness in communication, technological utilization, and strategic thinking. Developing these skills is the main goal of my action plan, which will pave the road for front office management. I am determined to keep developing the skills required to advance in this fast-paced field. The priceless knowledge I have learned will influence my professional development and aspirations. I appreciate the chance to put my skills to use and grow while deciding on the next steps I should take to pursue a career in management.
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