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[bookmark: _Toc192008919][bookmark: _Toc192022259]Introduction
The front office department is one of the central administrative functions of a hotel; it comprises many tasks that run the hotel activities on a day-to-day basis. This department is responsible for managing the arrival and departure of guests, responding to requests from guests, processing reservations and responding to any requests or concerns from the guests immediately (Bardi, 2010). It also coordinates with other hotel departments, such as housekeeping, to allocate rooms and keep communication flowing within the hotel. The Front Office Department's duties are important in maintaining high service standards and guests' overall satisfaction (Qaa, 2018).
The main learning outcomes for my placement are improving my communication skills, especially working with guests and the internal team for efficient service delivery. My goal is to elaborate on some task management strategies so I can learn to prioritize things like booking management, handling a guest complaint, and linking between departments. In addition, I want to get practical experience in the hotel's operation workflows from dynamic perspectives of front office integration to other hotel services (Tewan, 2009). I will use the reflective model of the Kolb Learning Cycle to apply hands-on learning while reflecting on my learning actions and experiences to continuously improve my skills and deepen my knowledge of the hotel industry's processes in administrative operations (Haritha and Rao, 2024).
[bookmark: _Toc192008920][bookmark: _Toc192022260]Section 1: Reflection on Experience and Personal Development
[bookmark: _Toc192008921]While at Delta Hotels by Marriott Swindon, I shadowed my supervisor in the Front Office Department. My experience shaped my understanding of the technical skills and work-based knowledge I need to do a great job in guest service. I observed how the supervisor supervised the daily operations, directed guests about concerns, and coordinated the department. Moreover, I learned that supervisors need to accomplish many tasks at once, including making the right decision under the pressure of time to make each guest's stay seamless. It allowed my appreciation of the technical expertise and soft skills, like empathy, needed to deliver a superior service to deepen.
I have also seen how much my understanding of communication, teamwork, and task management has developed regarding my personal and vocational development from Level 4 to Level 6. I had the opportunity to apply my theoretical concepts to real-world situations and gained a practical understanding of these skills through previous placements. In addition, the experience of classroom learning coupled with placement helped me develop self-management so I can do more independently and efficiently in a fast-paced hotel environment. I have gained, personally and professionally, from these experiences and will use them to prepare me for future leadership roles in the hospitality industry (van Hooft et al., 2018).
[bookmark: _Toc192022261]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Working within the Front Office Department at Delta Hotels by Marriott Swindon, I learned key work-based skills and technical knowledge required for front-line operations management. The most valuable skill I learned was guest communication, from observing the supervisor's daily interactions with the guests and ensuring their concerns were addressed swiftly and professionally. For instance, I worked on handling guest check-ins and taking control of minor problems like guest room preferences or special requests, which helped me realize the importance of attention to detail and problem-solving. Moreover, hands-on experience in the property management system (PMS) was taught to process room assignments and guest billing, a technical skill very important for hotel administration (Vallen and Valen, 2014).
These are important hotel administration skills as they directly influence the guest experience and the hotel operation efficiency. The hotel's reputation depends on strong communication and problem-solving to create a welcoming environment that satisfies guests. Moreover, proficiency in technical systems such as PMS makes booking easier and facilitates smooth coordination between departments. Ultimately, these skills allow the department to operate more efficiently, with less chance of error and more effectively with guests (Ștefan et al., 2024).
[bookmark: _Toc192008922][bookmark: _Toc192022262]Section 3: Reflection on Organizational Issues
When I did my placement in the Front Office Department at Delta Hotels by Marriott Swindon, there was a communication breakdown between the front office team and housekeeping. During busy check-in times, guests arriving early and expecting to be placed in a room immediately became an issue (Fallon and Rutherford, 2010). Because of the absence of real-time communication between the departments, the rooms were unavailable on time, leaving the guests hassled and the staff overloaded with responsibilities. Consequently, guest experience suffered, and staff morale was drained, thanks to the team having to look after guest expectations yet dealing with operational challenges (Hagg, 2013).
By reflecting on this experience using Kolb's Learning Cycle (Concrete Experience, Reflective Observation, Abstract Conceptualization, and Active Experimentation), I understood the significance of open communication between departments to ensure operational efficiency. Reflecting on the observation, it lacked well-defined communication channels, resulting in inefficiencies. The abstraction conceptualization stage included theorizing that a shared communication system would help resolve this issue. It would ensure real-time synchronization among the departments and enable the rooms to be ready on time and in coordination (Morris, 2020).
Lastly, from my active experimentation, I suggest a centralized communication system (e.g., a common digital platform) for real-time updates to the room status. It could streamline operations, simplify lend delays, and improve the overall guest experience. Furthermore, activities focused on Tuckman's stages of group development (forming, storming, norming, performing) can practice team building, increase the department's ability to work together, eliminate communication gaps, and strengthen teamwork (Sokman et al., 2023).
[bookmark: _Toc192008923][bookmark: _Toc192022263]Conclusion and Action Plan
When I was placed in Delta Hotels by Marriott Swindon, I could grasp what it is like to manage a hotel, especially in the Front Office Department. While shadowing a supervisory role, I understood all the technical knowledge and interpersonal skills needed to deliver excellent guest service, particularly good communication, problem-solving, and multitasking skills. Also, reflecting on problematic cases such as communication breakdowns between departments, I observed the necessity for coordination and adoption of contemporary communication systems as the blueprint for better efficiency. I also picked up on the importance of teamwork, leadership, and responding to an unexpected challenge and keeping the customer satisfied. It also provided this hands-on experience, deepening my knowledge of how organizational dynamics and day-to-day operations affect the individual guest experience and how well the hotel performs.
I plan to move forward by taking up leadership training and improving my communication skills. Additionally, I am willing to take some courses in hotel operations management and digital communication systems to keep abreast with current industry developments. Obtaining supervisor feedback and reflecting on myself will help determine my area for growth and continuously enhance my approach to hotel management. It will help in my professional journey, which, in the future, will help me in my managerial roles in the hospitality sector.
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