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[bookmark: _Toc137435733]Introduction
Premier Inn operates over 800 hotels with 77,000 guest accommodations in the United Kingdom. A Premier Inn Hotel's Front Office includes the Reception Desk, Concierge Services (which include excursion booking and local information providing), and Housekeeping. The Front Office is typically responsible for responding to questions, taking bookings, registering visitors, managing check-in and check-out processes, and collecting customer payments. Front Office personnel may also aid with guest interactions, ticketing services, and baggage storage. Other responsibilities might include advertising and selling hotel services, managing security access, dealing with customer complaints, and providing general hotel service (Olimovich, Bakhtiyorovich and Salimovna, 2020). 
This report critically examines my hotel placement position in the Hotel Front Office and Hotel Administration Operations, which I performed while shadowing at the Premier Inn Bracknell Central Hotel. This paper examines managerial performance in the workplace and covers topics concerning Hotel Administration. Furthermore, the research studies and assesses Front Office Operations' management styles, workplace culture, health and safety, systems, training, and dynamic client demand. The report is then concluded with a conclusion.
[bookmark: _Toc137435734]Critical Discussion 
This section critically evaluates the major management difficulties I noticed while my shadow supervising work at the hotel front-office administration operations and my supporting documentation. 
According to research, the Front Office behaves in front of guests like a stage performer. Most visitors' perceptions are based on their first interactions with hotel staff. Every visitor's first and last point of interaction is with the front office. As a result, the division is known as "image building." It functions as the "nerve centre" (Bardi, 2021).
In addition, the department offers guest services, ensures customer satisfaction, and develops and maintains an accurate visitor database. In smaller facilities, with around 80 rooms, like the Premier Inn Bracknell Central, the Front Office, also known as Hotel Reception, is managed mainly by the hotel's management, Joseph Nicolai as the General Manager and Jade Masters as Deputy Manager. Large organisations, on the other hand, have multiple divisions, each of which handles a limited range of duties (Shin, Perdue and Kang, 2019).
The one major key management issue that Premier Inn front office employees often face, is the challenge of keeping track of guests' keys, a common problem in the realm of front office management. A hotel must have a foolproof system for tracking guests' keys, issuing replacements, and resetting lost or stolen cards. As a remedy to the key management issue, Premier Inn has created a web-based system for monitoring visitors' key cards efficiently. At the time of check-in, a key card is issued as identification to each guest. The key card system maintains track of who uses which keys and associates this data with their respective profiles. The system will recognise the invalid card upon the guest's departure and initiate the check-out procedure (Nguyen, 2019).
This system helps the hotel staff keep track of guests' key cards and replace any that are misplaced or stolen. Our web-based system for efficiently and securely monitoring guest key cards gives Premier Inn peace of mind that their key management systems are in good working condition and that their guests are safe (Nguyen, 2019).
Based on my experience, I observed Front Office personnel utilising the BART system. Soon, the Premier Inn's OPERA system will replace this one, which from what the General Manager Joseph said, it will be easier to work with for the reception team. I learned about procedures for client check-in and credit card processing. The guests are informed through an email that check-in is available after 3 pm. However, if the guests are arriving earlier asking to check-in, they will be offered the option to pay £10 for an early check-in. 
The morning Front Office employee at the Premier Inn Bracknell Central is now required to assist with maintenance by completing one of the 3 steps of housekeeping department clean - Departures Strip from 3S - Strip, Set-Up, Sanitise (Rutherford, 2021). 
I have observed that Front Office employees are not effectively utilising process optimisation. There is not always a system to ensure that each task is completed efficiently and effectively. This causes numerous unnecessary delays and can result in an excessive number of customer complaints. As an example, the Room Checker has lots of attributions around the hotel and they cannot always finish the checking of each room cleaned during their shift. This task is then passes to the reception team. Due to its incapacity to optimise its processes, the Premier Inn Hotel has "lost an opportunity." If Premier Inn Hotel makes the necessary investments, it will be able to optimise its front office and management procedures and continue to grow as an industry leader (Rutherford, 2021).
My proposed solution to this management issue, is to improve the process optimisation at the Premier Inn Hotel management. If the system was computerised would eliminate the need for human intervention in repetitive, routine duties and reduces the probability of human error. The elimination of time-consuming manual processes also contributes to the streamlining of business processes. Analysing existing procedures and identifying their limitations is the initial step in introducing automated workflows. All parties involved should collaborate with the primary objective of identifying the least efficient processes. After identifying vulnerable points, enhancement strategies can be developed and implemented (Chalupa, Petříček and Ulrych, 2021).
[bookmark: _Toc137435735]Reflective Analysis 
This reflective analysis is based on my overall learning experience, skill development, theory implementation, lost opportunities, and prospective career/skill development. Shadowing the team in front office and the management, was one of the most meaningful and challenging experiences ever. It enabled me to broaden my knowledge, talents, and abilities in corporate leadership, as well as my interpersonal and communication capabilities (Sayin and Karaman, 2019).
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[bookmark: _Toc136473761]Figure 1 illustrates Kolb’s Reflective Model
Source: (Morris, 2020)
[bookmark: _Toc92991680]Using the Kolb Reflective Model, my Learning Log is intended to review and reflect on my Hotel Placement experience. Four phases comprise experience-based learning: 
Concrete Experience
[bookmark: _Toc92991681]When I first started working at Premier Inn Bracknell Central hotel, they put me in charge of the front office. I also observed the conversations between employees, managers, and customers. This helped me understand the company's culture and how it changes day-to-day work (Mulyawan and Suputra, 2022).
Reflective Observation
[bookmark: _Toc92991682]After completing my observation, I reflected in this report on what I had seen. I examined the operations, recording their advantages and disadvantages, techniques, and processes. I learned more about their advantages and disadvantages by assessing the procedures under my supervision. 

Abstract Conceptualism
[bookmark: _Toc92991683]After evaluating the performance of the front-office employees, I was interested in developing ways to enhance my own performance. By analysing the information in my notes and conducting my own mental simulations, I was able to generate my own strategies for enhancing the current situation. I developed one-of-a-kind strategies to enhance the consumer experience, boost productivity, and increase income. During this period, I developed a strategy for accomplishing my objectives to be more open when talking to guests.
Active experimentation
In this stage, I evaluate the efficacy of my ideas by incorporating them into various designs. I did this after learning from my Front-office operations counterparts and observing how various duties are executed. Due to my failures and obstacles, I could evaluate the quality of my ideas and grow. 
From the above reflective analysis, it is indicated that in the third phase of the Kolb Reflective Model, "Reflective Experimentation," I evaluated the effectiveness of my evaluations based on the results. I learned a great deal during my time as a "shadow supervisor," which allowed me to gain practical workplace experience. I utilised the Kolb Reflective Model to improve my performance and generate innovative ideas that could significantly impact the business. This experience enhanced my abilities as a leader, communicator, and problem solver (Akgunduz, Alkan and Adan Gök, 2022).
[bookmark: _Toc137435736]Conclusion: 
It is concluded that the front office and administrative department are vital components of any hotel, and I am grateful I had the opportunity to have my placement work done at Premier Inn Bracknell Central with such a great team. Front Office handles reservations, greeting and registering visitors, designating accommodations, communicating with guests throughout their stay, and receiving service payments. 
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[bookmark: _Toc137435738]My Observational Evidence at Premier Inn Hotels around the UK (Front-Office Operations) – with the mention that Evidences 2 and 3 are not implemented at Premier Inn Bracknell Central Hotel
[bookmark: _Toc137435739]Evidence: 1 
[image: ]
[bookmark: _Toc136473762]Figure 2 illustrates the Front Office Department Services
Source: (Inn, 2023)
The image demonstrates that the administration of the Front Office Department provides visitors with premium services (Inn, 2023).
[bookmark: _Toc137435740]Evidence: 2
Advanced Automated system provides superior services – which are not implemented at Premier Inn Bracknell Central UK
[image: ][image: ]
[bookmark: _Toc136473763]Figure 3 illustrates the Advanced Automated system provides superior services:
Source: (Inn 2023)
From the above image, it is indicated that the management of the Front-office department of the hotel also implements an advanced automated system in their Front-Desk to attract more and more guests (Inn 2023).
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[bookmark: _Toc136473764]Figure 4 illustrates the Front office's superior services give the customers an outclass ambience. 
Source: (Inn 2023)
From the images above, it looks like the front desk staff is highly trained and works quickly to give their guests a better hotel experience (Inn 2023) – this experience is not developed for guests in Premier Inn Bracknell Central 
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