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The chosen area of administration is the Front Office department of a hotel. The Front Office serves as the central hub for guest interactions, handling check-ins and check-outs, reservations, guest inquiries, and overall guest satisfaction. The administrative tasks within this department are critical for maintaining smooth operations and providing excellent guest service.
This reflection is based on Gibbs' Model of Reflection, which includes the following six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This structured approach allows for a complete review of the experience, identifying key learning points and areas for improvement.

Objectives within the Department
· Develop Effective Communication Skills: Enhance abilities to communicate clearly and professionally with guests, staff, and management.
· Improve Task Management: Learn to prioritize and manage multiple administrative tasks efficiently.
· Enhance Teamwork Abilities: Understand the dynamics of teamwork within the Front Office and improve collaborative skills.
· Gain Technical Knowledge: Understand the technical aspects of Front Office operations, including reservation systems and guest management software. (Hayes, Ninemeier, and Miller, 2022)
· Focus on Guest Service Excellence: Learn strategies to enhance guest satisfaction through effective administrative support.
Reflection on the Experience Using Gibbs’ Model
During my placement, I shadowed the Front Office supervisor, observing and participating in various administrative tasks. These tasks included managing reservations, handling guest check-ins and check-outs, addressing guest enquiries and complaints, coordinating with other departments, and ensuring compliance with hotel policies. (Riley, Ladkin, and Szivas, 2023)  One significant issue I encountered was a communication breakdown between the Front Office and housekeeping, leading to late room readiness for some of the guests. According to Davis et al. (2022), effective food and beverage management along with Front Office operations are crucial for the success of hospitality establishments.
Feelings
Front-Office department is a fast-paced environment, and it can seem overwhelming at first.  However, as I became more familiar with the processes, I gained confidence in handling tasks and interacting with guests. The communication breakdown situation made me feel sometimes frustrated, as it directly impacted guest satisfaction and highlighted the importance of effective inter-departmental communication.
The experience provided valuable insights into the importance of work-based skills in hotel administration. Effective communication, teamwork, and task management were crucial for maintaining smooth operations and meeting guest expectations. The communication breakdown incident underscored the need for improved coordination between departments to prevent similar issues in the future.

Importance of Work-Based Skills
Communication: Effective communication was essential for relaying information accurately and promptly between departments and to guests. The communication breakdown highlighted the need for clear and consistent communication channels.
Teamwork: Teamwork within the Front Office and with other departments was vital for seamless operations. (Lashley, 2022) The incident revealed gaps in inter-departmental teamwork that needed addressing.
Task Management: Managing multiple tasks efficiently was crucial for maintaining operational efficiency. The supervisor's ability to prioritize tasks and delegate responsibilities effectively was a key learning point. (Baker and Huyton, 2023)
Technical Knowledge: Proficiency in using reservation systems and guest management software was essential for handling administrative tasks accurately and efficiently.





Issues Relating to Hotel Administration
One significant situation encountered during the shadowing experience was a communication breakdown between the Front Office and housekeeping departments. This issue arose when several rooms were not ready for guests upon check-in due to a miscommunication regarding room status updates.
Possible solutions:
 1: Implement a Robust Communication System
Introduce an integrated communication platform (such as a hotel management system) that allows real-time updates and seamless communication between departments or use of communication channels such as Teams.
2: Regular Inter-Departmental Meetings
Schedule regular meetings between the Front Office and housekeeping teams to discuss daily operations, potential issues, and updates, fostering better understanding and coordination. (Lucas and Deery, 2023)
3: Training Programs on Communication Skills
Conduct training sessions or teambuilding activities focused on effective communication strategies and the importance of timely information sharing.
4: Standard Operating Procedures (SOPs)
Develop and enforce clear SOPs for room readiness updates, including timelines and responsible parties for each task. (McPhail, et al, 2023)
The communication breakdown between the Front Office and housekeeping affected room readiness and guest satisfaction. This issue highlighted several administrative challenges:
Performance - Delayed room readiness impacted the hotel's performance and guest satisfaction scores.
Management - The need for better management of inter-departmental communication and coordination was evident.
Guest Services - The incident negatively impacted guest experience, emphasizing the need for reliable communication and prompt service.
The shadowing experience reinforced the importance of effective communication, teamwork, task management, and technical knowledge in hotel administration. Baum and Devine (2023) emphasized the significance of work, management, and institutions in the hospitality and tourism sector. Addressing the communication breakdown required a proactive approach to improving inter-departmental coordination and implementing clear communication protocols. These improvements are essential for maintaining high guest service standards and operational efficiency.

Areas for Improvement
Communication Skills: Focus on improving clarity and consistency in communication.
Team Collaboration: Enhance teamwork through better coordination and support within and between departments.
Task Management: Develop more robust task management strategies to handle multiple responsibilities.
Technical Proficiency: Increase proficiency in using administrative tools and technologies.
Guest Service Focus: Continue to prioritize guest satisfaction through effective administrative support.

Specific Steps and Strategies
Regular Training Sessions: Implement regular training sessions on effective communication and teamwork for all staff members. (Brotherton, 2022)
Enhanced Communication Channels: Utilize communication tools such as instant messaging apps and regular inter-departmental meetings to ensure timely and accurate information sharing.
Task Management Tools: Adopt and master task management tools such as project management software to improve task prioritization and delegation.
Technical Training: Enrol in technical training sessions to enhance proficiency in hotel management software and systems.
Customer Service Workshops: Engage in customer service workshops to better understand guest needs and expectations, and how to meet them effectively. (Ivanov and Webster, 2022)

Personal and Vocational Development Goals
Personal Growth: Improved communication and teamwork skills will contribute to my overall personal development and effectiveness in professional settings.
Vocational Advancement: Enhanced technical knowledge and task management abilities will position me for future career advancement within the hotel industry.
Professional Excellence: Focusing on guest service excellence will help me achieve professional excellence and build a reputation as a reliable and competent administrative professional. (Parasuraman, Zeithaml, and Berry, 2023)

The shadowing experience in the Front Office department provided profound insights into the essential work-based skills and technical knowledge required in hotel administration. Clear and consistent communication is paramount in managing guest interactions and inter-departmental coordination. (Walker and Miller, 2023) The incident involving the communication breakdown with housekeeping underscored the critical need for reliable communication channels to ensure seamless operations and guest satisfaction. Strong teamwork within the Front Office and between departments is vital for maintaining operational efficiency and delivering excellent guest service. Observing the supervisor's ability to foster a supportive team environment highlighted the importance of collaboration and mutual support. This opportunity in the Front Office department was helpful in acquiring essential work-based skills and practical knowledge. It reinforced the importance of effective communication, teamwork, task management, and technical proficiency in meeting and managing guest service expectations. This experience has significantly shaped my future career objectives within the hotel guest service industry, providing a solid foundation for professional growth and excellence.
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