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[bookmark: _Toc188456290]Introduction
The reception or front office department is often regarded as the face of a hotel, responsible for creating positive first and last impressions for guests. This department integrates administrative operations with customer service, ensuring seamless communication and coordination between guests and other departments. During my placement at Innside by Melia Liverpool, I shadowed a supervisory role in the reception department, providing me with practical exposure to the operational and managerial aspects of the role.
Learning Objectives
· Develop a deeper understanding of communication, teamwork, and technical knowledge for managing reception operations.
· Apply technical skills such as managing reservations, handling guest records, and using the property management system (PMS).
· Enhance problem-solving and leadership abilities by observing task delegation and decision-making.
· Reflect on challenges encountered and propose solutions to improve operations.
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Utilising Gibbs' Reflective Cycle (1988), I shall reflect in six stages: description, feelings, evaluation, analysis, conclusion, and action plan (Adeani, Febriani, and Syafryadin, 2020).
1. Description
In the process of my placement, I accompanied a reception supervisor whose role involved managing guest interaction, complaints handling, delegating, and maintaining operational efficiency. An instance would be the check-in period where a lot of guests arrived within a short period while coordinating with housekeeping on readiness. I had to help during check-in processes, update PMS, and coordinate with housekeeping for fast turnaround.
2. Emotions
Initially, I felt overwhelmed by the fast-paced environment and the volume of tasks that needed to be managed simultaneously. However, as I observed the supervisor’s composure and systematic approach, I began to feel more confident. Their ability to remain calm under pressure and communicate clearly with both guests and staff was inspiring. By the end of the shift, I felt a sense of accomplishment, having contributed to a successful check-in process.
3. Evaluation
This experience was highly positive in terms of learning. I gained practical insights into how communication, teamwork, and technical skills come together in a supervisory role. However, I noticed areas where I needed improvement, particularly in multitasking and adapting quickly to unforeseen situations, such as last-minute guest requests. On the downside, I observed a lack of clear communication between the reception and housekeeping teams, which caused minor delays in room readiness (Amat et al., 2021).
4. Analysis
The deployment emphasised the relevance of key work-related skills in the reception operation as follows:
Communication: Proper communication was a tool used to resolve guests' issues and ensure seamless coordination between departments.
Teamwork: The supervisor ensured the effective allocation of tasks by the team so that there could be proper functionality in operations.
Task Management: The need to balance administrative work like updating the PMS with guest-facing functions revealed a high level of organisational ability (Giousmpasoglou and Marinakou, 2024).
The experience also showed that technical knowledge, such as how to operate the PMS, directly impacts the satisfaction of the guest. I realised that it is these skills, combined with emotional intelligence, that create a positive guest experience.
5. Conclusion
This experience has taught me that success in the role of supervision based on a reception position is a result of three aspects: technical knowledge, social abilities, and effective leadership. Through all these situations, I realised, especially when managing time during peak hours, some personal growth is needed. Better interdepartmental communication is also required to sustain effective operational management.
6. Action Plan
To improve my skills and address the challenges I observed, I plan to:
· Enhance Communication Skills: Participate in workshops or role-playing exercises to practice managing guest interactions under pressure.
· Improve Technical Knowledge: Gain advanced training in property management systems and reservation software.
· Develop Leadership Skills: Seek opportunities to lead small tasks or projects during future placements to build confidence in delegating and decision-making (Renzulli, 2021).
· Suggest Solutions: Implement clearer communication procedures between reception and housekeeping to prevent delays in preparing rooms.
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Importance of Work-Based Skills
Work-based skills are foundational to managing hotel administration effectively. Communication ensures that guests' needs are met promptly, while teamwork enables seamless coordination with other departments (Papageorgiou, Marneros, and Efstathiades, 2024). During my placement, I observed how the supervisor leveraged these skills to handle guest inquiries, manage team workflows, and resolve complaints efficiently.
Technical Knowledge
Technical knowledge, particularly proficiency in PMS software, was critical in managing guest records, processing payments, and monitoring room availability. For example, during a busy check-in period, the supervisor used the PMS to reallocate rooms based on guest preferences, minimising delays and enhancing guest satisfaction. These skills directly contribute to operational efficiency and guest experience (Hervas-Oliver, Sempere-Ripoll, and Boronat-Moll, 2021).
Insights from Placement Experience
The placement experience consolidated the theoretical concepts that I learned throughout my academic life. For example, Maslow's hierarchy of needs explains that before a guest can be satisfied, the guest's basic needs (for example, comfort and service) need to be fulfilled first. I came to realise that technical and interpersonal skills complemented each other when fulfilling such needs through observation of the supervisor.
Such effective hotel administration can be achieved through skills such as work-based communication and teamwork, allowing for prompt service to guests and coordination between departments (Buselic and Banko, 2021). In my placement, the supervisor effectively managed inquiries, workflows, and complaints that demonstrated the use of these skills. Technical knowledge, especially concerning the use of PMS software, was an important aspect of managing guest records, payments, and room availability. For example, reallocation of rooms during a busy check-in improved guest satisfaction and operational efficiency. The experience reinforced theoretical concepts like Maslow’s hierarchy of needs, highlighting how technical and interpersonal skills together fulfil guests' basic needs, ultimately contributing to a positive guest experience (Shi and Lin, 2021).
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Issue Identified
A significant issue I observed was the lack of effective communication between the reception and housekeeping departments. This miscommunication often delayed room readiness during peak hours, leading to guest dissatisfaction (Resort, 2023). For example, during a group check-in, a delay in housekeeping updates confused reception and led to extended waiting times for guests.
Impact on Department Performance
This problem resulted in a lack of efficiency at reception since staff needed to keep consulting housekeeping multiple times to understand the status. It also hindered guest satisfaction since guests were affected by delays in readiness for their arrival.
Proposed Solutions
· Utilise Real-Time Communication Tools: The introduction of shared apps or walkie-talkies will eliminate the delay since communication between reception and housekeeping will be on a real-time basis regarding room readiness.
· Develop SOPs: Proper communication between departments about how to work can reduce the possibilities of miscommunication and mistakes.
· Training: Co-training for reception and housekeeping staff will ensure proper coordination and improve overall productivity.
These solutions are under Herzberg's two-factor theory, which emphasises the idea that the formation of dissatisfaction factors (delays) should be removed to enhance operational performance.
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Summary of Key Insights
The experience allowed me to learn the importance of communication, teamwork, and technical knowledge in managing reception operations. The ability to observe how a supervisory role impacts communication, teamwork, and technical knowledge will be beneficial in reaching operational efficiency and client satisfaction.
Future Career Aspirations
This has shaped my career objectives by fostering awareness of the constant necessity to develop my skills in the hospitality industry. To enhance my professional development, I would like to receive further placement so that my technical and people skills can be developed further. In future jobs, I will encourage innovative ideas for better collaboration among departments. By implementing these strategies, I aim to build a strong foundation for a successful career in hotel administration.
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