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Hotel Administration strategies from the viewpoint of a front office staff will be analysed in this report. My current placement is in Village Hotel Swindon. In addition, this hotel is also known for providing services like fitness facilities, dining outlets, and exceptional guest services. My task was to manage the Front Office Department during my placement. The front office department is the central hub for guest interactions, reservations, check-ins, and customer inquiries. My primary role involves supporting the Front Office Manager and reception team. This hotel was the foundation for me to apply theoretical concepts gained from earlier academic modules, Level 4. I will use Gibbs’ reflective learning for this study so that I can cultivate my learning and working experience. This model structured reflective approach into 6 key stages, such as feelings, evaluation, analysis, conclusion, and action plan.
[bookmark: _Toc213151693]Explanation of hotel administration experiences
1. Description of Experiences
My current placement at Village Hotel Swindon has helped me increase my working experience as a front office management executive. I have worked closely with my supervisor Ffion Cumberpatch, who guided me during my placement. I have responsibilities like guest check-ins and check-outs, managing reservations, handling guest queries, and supporting administrative operations while working in this placement. I have worked with experienced professionals such as a Front Office Manager and a Guest Relations Supervisor. I have uplifted uplifting my learning knowledge and applying theoretical knowledge in real-world cases while working in this placement. Front office assistant has the responsibilities such as conducting front desk operations, providing guest services, and staff training (Hospitality staffing, 2024). Additionally, they also need to operate activities such as reservations, revenue, guest relations, and security are also integral part of front office workers (Hospitality staffing, 2024). I have an experience of working in a small hotel set with minimum number of guests. Therefore, I did not have to handle demand, complaints, and expectations of a broad spectrum of customers. This placement was crucial for me as I have gain deep insights regarding my front office systems, communication protocols, and the necessity of welcoming service. This earlier experience assisted me in adapting to a more professional and fast-paced environment at Village Hotel Swindon. I have experienced two key scenarios to manage in this placement, such as:
· Managing an unexpected overbooking situation during a weekend rush.
· Handling a guest complaint regarding a room cleanliness issue.
2. Feelings
I felt anxious about transitioning into a larger one at the initial stage. Village Hotel Swindon seems to be a more dynamic hotel environment for me, as I was still developing confidence in dealing directly with guests. However, I got immense support and a learning culture in the hotel and from my seniors. As a result, I easily cope with this dynamic business environment. The hotel and hospitality industry is very dynamic because of the rapidly changing demand of customers. On the other hand, Current demand in sustainability practices is another influencing factor of the hotel and hospitality industry. It has been observed that 83% of customers would like to stay in hotels that ensure sustainability practices (Global Sustainable Tourism Council, 2024). Therefore, this Hotel is also going through a transformation of sustainability practices. I got immense support from my supervisor during the overbooking incident. I felt nervous and scared, which worsened the situation. In addition, I felt a bit uncomfortable while handling the guest complaint. I focused on resolving the issue without compromising the hotel’s reputation. 
3. Evaluation
I realised that my earlier training at Level 4 was crucial for me to work in this placement. This module was crucial for me in developing strong foundation associated with the maintenance of guest expectations and ensure service standards. I consulted with my supervisor so that I could contact nearby Village Hotel branches to provide an alternative stay to the affected guests. In addition, my supervisor also suggested offering complimentary transport. Based on the point of view of Grégoire and Mattila (2020), it can be stated that employees should turn service failures into opportunities to enhance customer experience. I have developed my skills, like conflict resolution and interpersonal skills, in the Level 4 module. In the second case, I applied interpersonal and conflict resolution skills. I demonstrated accountability and emotional intelligence with the help of actively listening and apologising sincerely. This incident has helped me learn the necessity of being calm and confident in challenging situations. 
4. Analysis
The Gibbs’ Reflective Cycle framework has helped me systematically evaluate these experiences in my journey of employment. My working experience will showcase my learning capacity and progress in Level 4. I have been able to apply the knowledge of Level 4 practically in those two scenarios. I have understood the significance of critical thinking capacity in solving unpredictable challenges. The overbooking incident has helped me identifying my ability to make quick decisions. I experienced that employees need to prioritise guest comfort and reassurance. Meeting emotional needs such as safety and belonging, is essential in maintaining customer satisfaction. Organisations can outperform their competitors by 85% when they develop an emotional connection with customers (Morgan, 2021). I patiently manage the complaints of customers, which helps me gain positive feedback from customers. I have observed that their recognition of my effort has motivated me to work more productively. 
5. Conclusion
I can identify significant growth in confidence, leadership, and practical competence. I felt anxious and scared to work in a more dynamic and larger set of hotels at the initial stage. I have developed my skills while working in this hotel, handling situations, and collecting feedback from supervisors. Self-reflection is allowed me to see how I have evolved my hospitality operations from theoretical learning to practical application. Employees are primarily responsible for managing tasks in organisations so that they can attain success and satisfy customers (Nurdiani and Alie, 2023). I have reflected on my task so that I can generate more depth and specify understanding. I have included detailed examples from my research such as the influence of sustainability practices on customer satisfaction. Additionally, I have analysed why emotional intelligence is essential in handling complaints. I have evaluated service recovery, which has helped me understand the process of turning failures into opportunities. I will also explain when and how I implemented communication and decision-making strategies. For example, I have learned to make quick decisions during the challenging period while analysing overbooking. This critical reflection has helped me clearly link theoretical learning to real workplace actions. 



6. Action Plan
	Objectives
	Specific
	Measurable
	Achievable
	Relevant
	 Time bound

	Improve proficiency in hotel management
	Complete in-house training on PMS operations
	Track progress through successful handling of 50 guest check-ins/outs
	Training support available from the Front Office Manager
	Enhances efficiency and accuracy in front office operations
	Within 8 weeks of placement

	Strengthen leadership and communication skills
	Lead at least two front desk team briefings and collect feedback from supervisor
	Obtain feedback from supervisor and peers
	This goal is achievable as I have opportunities available during shift handovers.
	Improves teamwork and develop supervisory roles
	Complete by the end of the placement term 


Table 1: Action plan
(Source: Self-developed)
This action plan seems to be fruitful for enhancing my operational and leadership capabilities during the hotel placement. My aim was to strengthen my proficiency in hotel management and my leadership and communication skills. Proficiency in hotel management is relevant to enhance accuracy in front office operations. In addition, uplifting leadership and communication skills will help me improving teamwork and develop supervisory roles. 
[bookmark: _Toc213151694]Conclusion
My working experiences at Village Hotel Swindon as front office management serves an instrumental part for developing my practical knowledge in hospitality management. This experience can be the foundation for me so that I can secure my professional background and address the gap in academic learning. I was assigned to deliver high standard services, communicating with guests, understanding their requirements, and meeting those requirements. One of the mentioning factors was the opportunity to work with experienced supervisors. Their guidance was crucial for me in understanding guest service management, problem-solving, and the use of hotel property management systems. The above chapter has developed SMART objectives to achieve these goals. 
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