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Introduction
During my internship at Maldron Hotel Newcastle, I had the opportunity to shadow a supervisor in the Front Office department. Administrative responsibilities in a hotel's front office are critical to ensuring smooth operations, efficient guest service, and good coordination with other departments. This position entailed processing visitor reservations, coordinating check-ins and check-outs, managing financial transactions, and responding to guest enquiries and complaints. Observing the front office supervisor gave me a better understanding of how administrative skills and technological expertise contribute to operational efficiency and client pleasure.
To structure my reflection, I've used Gibbs' Reflective Cycle (1988), which has six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This paradigm enables a thorough and critical evaluation on my learning experience, ensuring that I evaluate both the positive elements and opportunities for growth (Gibbs, 1988).
Learning Objectives for the Placement
· Gain a thorough understanding of hotel front desk operations and administrative functions.
· Gain hands-on experience managing guest interactions, reservations, and financial transactions.
· Observe and practise leadership, teamwork, and communication skills in an administrative setting.
· Improve problem-solving skills by responding to guest issues and handling service challenges.
· Identify and analyse an administrative issue in the front office department, and offer possible remedies.

Section 1: Reflection on Experience and Personal Development
1. Description
Throughout my employment, I shadowed the Front Office Supervisor, obtaining direct knowledge in managing administrative activities such as guest registration, room allocation, and complaint resolution. I also saw how the supervisor worked with other departments to ensure effective communication between housekeeping, reservations, and food and beverage services.
One of my primary responsibilities included operating the property management system (PMS), which managed reservations, guest billing, and real-time room availability (Jones, 2021). In addition, I helped prepare reports for the revenue management team that gave information on occupancy rates and booking trends.
2. Feelings
Initially, I was both excited and nervous about working in a supervisory administrative position. While I was eager to improve my skills, I was also aware of the complexity of effectively managing front-office operations. My confidence increased as I became more active in regular duties. I learnt how to effectively address visitor complaints, manage many administrative obligations, and work with other departments to resolve operational concerns.
By the end of my placement, I felt successful and motivated because I had not only improved my technical knowledge but also learnt important soft skills like problem-solving, time management, and adaptability (Baum, 2020).
3. Evaluation
One of the most important components of my experience was learning how to effectively manage visitor expectations. The front office has a significant impact on a guest's first and last impressions of their stay, therefore providing seamless service is essential.
A key learning experience came when I witnessed how the Front Office Supervisor addressed a visitor complaint about a booking discrepancy. Instead of quickly paying compensation, the supervisor thoroughly investigated the problem, found a solution, and communicated openly with the guest. This event highlighted the necessity of problem-solving, active listening, and professionalism while dealing with administrative issues (Kotler et al., 2017).
However, I did observe certain areas that needed to be improved, such as communication gaps between the front office and cleaning, which occasionally caused delays in room ready. This underlined the need for improved interdepartmental collaboration to increase operational efficiency (Jones & Lockwood, 2020).

4. Analysis
My experience reaffirmed numerous crucial work-based abilities and technical competencies required for administrative roles in hospitality:
· Communication: Clear and professional communication enables departmental collaboration and improves visitor encounters (Dale, 2016).
· Teamwork: Effective cooperation enables the front office to collaborate easily with other departments such as housekeeping and finance (Hayes & Ninemeier, 2017).
· Task Management: Balancing different administrative jobs is critical for preserving efficiency.
· Problem-Solving: Addressing guest issues in a timely and professional manner reduces service disruptions (Walker, 2019).
· Technical Knowledge: Understanding property management systems (PMS), financial reporting, and booking trends is critical for effective front-office management.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The success of hotel administration depends primarily on work-based abilities and technical expertise, both of which have a direct impact on operational efficiency and visitor pleasure (Lashley & Morrison, 2018).
1. Work-Based Skills
· Leadership and Decision-Making: Supervisors must be able to make quick judgements, such as dealing with overbooking issues or modifying room assignments (Baum, 2020).
· Guest Relations: Providing outstanding service takes expertise, patience, and the ability to anticipate the needs of the guests (Kotler et al., 2017).
· Crisis Management: Front office administrators must deal with unexpected situations such as system malfunctions or last-minute cancellations. Developing resilience in these situations is critical (Baum, 2020).

2. Technical Knowledge
· Property Management Systems (PMS): Efficiently managing reservations, guest records, and billing information is key to smooth front office operations (Walker, 2019).
· Revenue Management Reports: Understanding occupancy rates and forecasting demand helps improve decision-making (Jones & Lockwood, 2020).
· Financial Transactions and Billing: It is critical to accurately handle payments and adhere to accounting regulations.
One important takeaway from my internship was that, while technical knowledge guarantees efficiency, work-related skills improve service quality. For example, excellent communication with guests and coworkers is just as vital as expertise with administrative systems (Lashley & Morrison, 2018).

Section 3: Reflection on Organisational Issues
Identified Issue: Communication Gaps Between Departments
One of the main issues I noticed was communication breakdowns between the front office and housekeeping. Guests have occasionally arrived for check-in only to discover that their rooms had not yet been ready due to delays in cleaning updates. This resulted in guest unhappiness and increased pressure on front-desk workers (Jones, 2021).
Impact on Operations
· Guest Experience: Guests had to wait longer for room assignments, which influenced their assessment of service quality (Dale 2016).
· Interdepartmental Coordination: Due to delays in housekeeping updates, front office workers failed to offer accurate room availability information.
· Employee Productivity: Miscommunication caused unnecessary rework and inefficiency (Hayes & Ninemeier, 2017).



Proposed Solutions
1. Implementation of a Real-Time Update System: Integrating automated communication capabilities into the property management system would enable housekeeping to immediately update room statuses (Walker, 2019).
2. Daily Briefings Between Departments: Short pre-shift discussions between the front office and housekeeping workers can help enhance collaboration.
3. Cross-Training Employees: Front office staff could benefit from basic cross-training on housekeeping processes to better grasp realistic room readiness timelines.

Conclusion and Action Plan
Key Insights Gained
· Administrative efficiency has a direct impact on guest pleasure.
· Communication and teamwork are key in hotel management.
· Professionalism in dealing with visitor problems requires strong problem-solving abilities.
· Technical knowledge enhances soft skills.
Future Professional Development Plan
To further develop my administrative and managerial skills, I plan to:
1. Continued revenue management training will help me improve my financial and operational decision-making skills.
2. Seek out supervisory jobs in future placements or internships to strengthen your leadership skills.
3. Improve my problem-solving skills through customer service workshops.
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