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[bookmark: _Toc167927278]Introduction
The Front Office department at Rossington Hall Hotel is the first point of contact for guests, encompassing responsibilities such as check-in, check-out, reservations, and guest services. During my placement, I utilized Kolb's Experiential Learning Cycle to reflect on my experiences and development. This model includes four stages: Concrete Experience, Reflective Observation, Abstract Conceptualization, and Active Experimentation, providing a comprehensive framework for reflection and learning (Kolb, 1984).
[bookmark: _Toc167927279]Learning Objectives
During my placement in the Front Office at Rossington Hall Hotel, I aimed to achieve several learning goals. These goals focused on improving my communication skills, enhancing teamwork, and bettering my task management abilities. Specifically, I wanted to get better at handling guest inquiries and complaints quickly and efficiently, work well with other departments to provide smooth service, and manage daily administrative tasks effectively. By concentrating on these areas, I aimed to build a strong foundation for a successful career in hotel administration (Hayes & Ninemeier, 2009).
[bookmark: _Toc167927280]Experience Reflection Using Kolb’s Model
Concrete Experience
During my placement, I shadowed the Front Office supervisor at Rossington Hall Hotel. This role involved observing and assisting in various tasks, such as guest check-in and check-out, handling reservations, and addressing guest concerns. One notable experience was dealing with a guest complaint about a booking error. I observed how the supervisor calmly listened to the guest, apologized for the inconvenience, and swiftly provided a solution by upgrading the guest's room. This experience highlighted the importance of maintaining composure and effective communication in resolving issues (Walker, 2016).
Reflective Observation
Reflecting on my experience shadowing the Front Office supervisor, I noticed several important points. Effective and empathetic communication with guests was crucial for keeping them satisfied. The supervisor's way of handling complaints showed the importance of listening carefully and solving problems quickly. Also, teamwork was key, as the supervisor often worked with other departments, like housekeeping and maintenance, to resolve guest issues promptly. These observations highlighted the importance of good interpersonal skills and teamwork in the Front Office role (Bardi, 2011).
Abstract Conceptualization
Analysing the issues encountered during my placement, I realized that effective communication and teamwork are fundamental in hotel administration. For instance, the incident involving the booking error illustrated how critical it is to address guest concerns promptly and professionally.
Theories such as Herzberg's Two-Factor Theory, which distinguishes between hygiene factors and motivators, can be applied here. Providing prompt solutions to guest problems addresses the hygiene factors, which prevent dissatisfaction. Meanwhile, exceptional service and upgrades serve as motivators that enhance guest satisfaction and loyalty (Herzberg, Mausner, & Snyderman, 1959). This theoretical understanding emphasizes that both resolving issues and exceeding expectations are vital for successful guest management.
Active Experimentation
Based on my reflections and analysis, I developed several practical solutions to improve performance in the Front Office. First, holding regular training sessions for staff on communication and problem-solving skills can enhance how they interact with guests (Lucas, 2004). Second, setting up a better system for communication between departments can help address guest issues more quickly. For example, using an integrated software system to log and track guest requests and complaints can ensure all departments are informed and can act promptly. Finally, taking a proactive approach by regularly seeking guest feedback can help identify potential issues before they become bigger problems, creating a culture of continuous improvement (Kandampully, Zhang, & Jaakkola, 2018).
[bookmark: _Toc167927281]Identified Issue
During my placement, one significant issue I encountered was a breakdown in communication between the Front Office and Housekeeping departments. This led to delays in room readiness, which in turn resulted in guest dissatisfaction. The root cause of this problem was a lack of real-time updates on room status, which often left the Front Office staff uninformed about which rooms were clean and available for check-in. This situation not only frustrated guests but also added stress to the Front Office team as they tried to manage expectations without accurate information (Brotherton, 2012).
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The communication breakdown between the Front Office and Housekeeping departments can be analysed using the principles of organizational communication theories. According to Shannon and Weaver's Model of Communication, effective communication requires a clear sender, message, channel, and receiver. In this case, the channel of communication between the Front Office and Housekeeping was flawed, leading to a disruption in the message flow regarding room status. Implementing a digital communication system, such as a property management system (PMS) that allows real-time updates, can streamline the process. This system would enable Housekeeping to update room statuses immediately, ensuring the Front Office has accurate information at all times (Shannon & Weaver, 1949).
[bookmark: _Toc167927283]Proposed Solutions and Recommendations
To address the communication issue between the Front Office and Housekeeping, I propose implementing several solutions. First, adopting an integrated Property Management System (PMS) that allows real-time updates on room status can significantly improve communication. 
This system will enable Housekeeping to update the status of rooms as they are cleaned, providing the Front Office with accurate and up-to-date information (Gabbott & Hogg, 1998). Second, conducting regular training sessions on the use of the PMS and emphasizing the importance of timely communication can ensure that all staff members are proficient with the system and understand its benefits. Lastly, establishing a protocol for regular check-ins between the Front Office and Housekeeping teams can help identify and resolve any communication issues promptly, fostering a collaborative work environment (Bowie & Buttle, 2016).
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Reflecting on my placement experience at Rossington Hall Hotel, I have learned how important effective communication, teamwork, and problem-solving are in hotel administration. Using Kolb’s Experiential Learning Cycle helped me critically analyse my experiences and come up with practical solutions to improve Front Office operations. Fixing communication breakdowns and improving collaboration between departments are key to keeping guests happy and running smoothly. This experience has greatly contributed to my professional and personal growth, getting me ready for future roles in the hospitality industry.
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