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Introduction 
This essay is a reflective account that will evaluate and analyze the practical experience I gained during my time in the Hotel Administration and Front Office (HAFO) placements. I hope this will help reflect on how my activities in guest-facing and administrative tasks helped me grow both personally and professionally. I have chosen to structure this reflection around Gibbs Reflective Cycle (1988), an idea comprised of six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. During my placement, my duties consisted of dealing with guest check-ins and check-outs, telephone and email reservations, record updating via the property management system, guest complaint resolution, and liaising with other departments. Looking back on these experiences enables me to identify my strengths and areas for development , as well as how I can improve my performance in future hospitality roles.

Main Body 
Description
With this exposure to the different HAFO departments, I was able to help out with a variety of responsibilities that spanned both customer-facing work and admin work. The experience I gained from working at the front desk included regular check-in and check-out of guests and their bookings, handling payments, settling PMS, assigning rooms, generating key cards, etc. I also handled reservations, both walk-in and online, confirmed details of bookings, and updated room availability. Part of my job was to answer questions from guests over the phone or by email, giving them local area information, or working with housekeeping and room service.

Of those, the most memorable was when handling a double-booking situation—when a guest checked in against a confirmed booking, equipped with his booking confirmation email, and there was no available room due to an error in the system. I had to take deep breaths, offer profuse apologies, suggest another lodging in a partner hotel, and organize their transportation. Finally, I filled newspapers for administration like daily arrivals reports, invoice Filling, and helping with Guest Feedback Forms. Through these tasks, I was exposed to the operational flow of the front office and lived first-hand with the nature of real-time decision-making in an active, customer-centric environment.

Feelings
At first, I was excited but also nervous about the placement. I was excited to bring theoretical knowledge learnt in the classroom into practice within the world of hospitality. I have my doubts about being able to cope with the pace of the front office with guests yelling at me and if a system went down. At peak check-in, however, I was often overwhelmed and pressured to maintain accuracy and professionalism. The experience of double-booking was especially stressful, and I worried about how the guest would react and whether I could resolve the situation without needing to involve the manager. The weeks dragged on from the initial stress of the transfer, each week instilling a greater sense of responsibility and conviction. Every positive guest experience gave me a moral boost, and I started loving the role because it was lively, challenging, and interactive. It made me feel accomplished whenever I received compliments from guests, particularly in regard to my communication and politeness.
Essentially, the emotions I felt developed from nerves to self-assurance and joy in my work.

Evaluation
A variety of things went well with my placement. First of all, my communication skills improved through talking to guests from different backgrounds. I learned to stay calm, polite, and helpful no matter how challenging the situation was. Second, I honed my technical proficiency in utilizing property management systems such as Opera, an industry-standard in the hotel sector. Finally, I learned to be more efficient by writing daily reports and managing the time of arrival and departure of guests, which increased my attention to detail. However , on the downside, there was also some struggle. On our busiest days, I sometimes messed up in assigning rooms and made guests wait for their check-in since I did not coordinate with housekeeping in advance. It made me realize that I needed to work on multitasking and learn internal communication protocols more carefully. Moreover, being alone with a bad guest—several times I even felt emotionally spent during a shift because a working reservation signature followed by a positive, positive signature in a room—without having other team members to rely on could take a toll when it was unclear where the final resolution lay with guest problems. That being said, each of these challenges also was a chance to learn and grow as a professional.

Analysis
Customer Relationship Management (CRM) explains how I succeeded in making positive interactions. Payne and Frow (2005) suggest that the goal of a CRM is to engage guests and build loyalty through positive experiences. It is paramount in the front office division to provide a pleasant experience, which I achieved through actively listening to and resolving guest requests and keeping a polite tone throughout all communication.

However, issues like booking errors and delays cropped up as a result of feeble internal communication and a lack of knowledge of Standard Operating Procedures (SOPs). This is why cooperation between departments is essential to effective front-office operations (Kasavana & Brooks, 2015). Housekeeping updates were delayed, or they had no idea whether the room was ready or not, and all of this hampered the guest experience. This indicates that interdepartmental coordination is directly proportional to operational efficiency. Stressful interactions with guests fit with emotional labor theory (Hochschild, 1983) that a causal link is created in service roles that require greater emotional efforts. It was mentally exhausting to suppress and compartmentalize such emotions to render professional service, but this was essential in hospitality. I learned that these emotional hurdles happen all the time and can be rubber-stamped as long as you have the proper coping mechanisms in place.


Conclusion
This placement has taught me a great deal about professionalism, communication, time management, and leaving your emotions outside the door. I learned that first impressions are crucial since it is usually the front office staff who give the first impression of the hotel. I learned to work under pressure, manage expectations, and recover service when things go wrong. A big takeaway was the importance of clear, proactive communication with guests, as well as between departments. My experience so far has reaffirmed the importance of being detail-oriented and organised for bookings, billing and daily reports. I realized that if you have a problem-solving mindset, and maintain a calm and empathetic demeanor it can help to turn a negative experience into a positive one for the guest. In general, placement was a very important part of my personal and professional development. This opportunity has solidified my passion for hospitality and front office departments and encouraged me to want a career in that area.


Action Plan

Going forward, I will continue to take the next steps to further what I have learned from this placement. My first objective is to enhance my time management and multitasking skills by utilizing digital resources such as task scheduling applications and checklists while performing shifts. This will help facilitate smooth check-in/check-out processes and avoid delays that may otherwise be preventable.
Secondly, I would like to improve my technical expertise in property management systems through online tutorials or short courses, especially focusing on advanced features of Opera or other similar systems. So, this will reduce my time and improve the accuracy of managing guest bookings and billing.
Lastly, I will practice resilience and stress management through mindfulness and by reaching out to my peers when necessary. During the emotional high of a guest service role, I know that crime of passion stuff happens, and just recognizing that this job is making me crazy will help coax me back to a more balanced mental state.
Finally, I want to learn more across departments; for example, I want to shadow housekeeping house attendants or sales and marketing staff to understand how each department relates to the guest experience. This will equip me with a more comprehensive perspective to become a better contributor towards office coordination and service delivery.
I believe by taking these steps, I will be more prepared for my next placements/ roles in the hospitality field, especially for guest services and hotel operations.


Conclusion 
Using Gibbs' Reflective Cycle to look back on my time in Hotel Administration and Front Office has cemented my understanding of the things I can do well, the factors I find difficult to handle, and how I can better educate myself. I have become more sure of handling guest responses and administrative work and maintaining calm under pressure. This reflection demonstrated how communication, organization, and teamwork can provide excellent service to guests.
My placement helped me identify my strengths and weaknesses when it comes to high-pressure situations and being mechanically sound with PMS systems. What is more important is that it instilled in me a mindset to improvise and learn. This unique combination of realistic theory and practical experience has equipped me to be more prepared for careers in hospitality.
Looking back the past few weeks has been an integral part of my professional journey. As I now have a forward-thinking attitude, enhanced technical skills, and increase in the ability to solve problems, I am better prepared to rise to the challenges presented by hospitality. I will be able to use these lessons to improve my performance in the future and will be an asset to any hospitality team.
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I consider the feedback that I received in my placement from my hotel tutor to be integral to the development of who I am, both personally and as a professional. Every week, my tutor provided performance reviews that highlighted my punctuality, communication skills, ability to follow instructions, and transaction experience. By far, the most compliment I got was about my professionalism and politeness when dealing with guests. While my tutor slaved away at his day job with foaming complaints and last-minute booking phone calls, he praised my naturally polite and calm behavior with any guest, especially those whining at us on the other end of the line.
The tutor also noted that I am becoming more adept at utilizing the property management system to manage check-ins, reservations, and payment processing. This encouragement inspired my confidence and persuaded me to look for increasingly sophisticated functions offered by this system. But also provided some undeniable constructive criticism. My tutor noted that I should make their job easier during rushes and do things ahead of time instead of waiting to see what needs to be done and jumping to assist.
A particular recommendation was gaining more insight into internal coordination by being in touch with housekeeping and room service to have the rooms available without delays. I acted on this feedback and started doing short check ins with other departments during my shift — and it made a positive difference in the operations flow.
To sum up, the hotel tutor took a balanced, constructive, and actionable view. It pointed me in the right direction regarding things I need to improve on and gave me a better understanding of what is expected at the front office. I appreciate this guidance as it helped me pinpoint some crucial development areas and fueled me to optimize my performance during the placement.

[bookmark: _Toc197519812]Part 3 -Academic Tutor Feedback 

I received valuable, constructive feedback from my Workplace Academic Tutor during the course of the Hotel Administration and Front Office (HAFO) module to align theory with practice in the form of submissions and evaluations for my placement activities. My tutor's overall comments had noticed my long hours, reflective nature, and acknowledge and learn from both successes and failures.
They mentioned one of the strengths as the ability to implement the front office management concepts into practice. So, the tutor appreciated my clarity with guest cycle management and how I used it during the check-in and check-out process. My confidence in engaging with customers and the use of professional communication techniques was also much appreciated when managing guest expectations.
Critical reflection, particularly in my journals and discussions, illustrated my growing ability to take a step back and analyze situations with reference to theoretical models such as customer relations management (CRM) and service quality standards, and my academic tutor assessed my progress on these lines. The only area for improvement was my time management in peak times. I was advised by the tutor to focus on developing my strategies for prioritization and control when put under pressure.
Moreover, they advised me that learning more about hotel technologies, in particular property management systems which enable hotel operations efficiency, would also be helpful. They were glad to see my progress in teamwork and how I was trying to engage with cross-functional departments.
In summary, the feedback I received from my academic tutor was extremely useful and directly affected how I view the role of the front office. It was the impetus for honing in on my assets and ensuring that I was continuously improving within the hospitality space.
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Introduction 
In this section, I will reflect on the feedback I have received from my hotel mentor and academic tutor whilst I was in the Hotel Administration and Front Office (HAFO) departments. This is will be done to critically evaluate my feedback in order to determine my strength, weakness, and future skills for a career in hospitality. As a means to develop both personally and professionally, feedback stands out amongst other options, especially for ever-changing and guest-serving roles like front office. It provides space for reflecting on real-world experiences, evaluating performance, and aligning behaviors against industry norms. In this reflection, I will discuss how I interpreted the feedback, my assessment of its value, and how I will use it to create a plan of action for future use.

Main Body 
Understanding the Feedback
My hotel mentor provided me with some positive and thorough feedback. I was known for my professionalism, punctuality, and adaptability in the fast-Moving Front Office Environment. One of the strongest pointers was my approach to guest service, maintaining calm during check-ins/check-outs and being very polite and patient while dealing with guests' concerns. They also said I had a good influence on the team by being a team player and communicating well. The only constructive feedback my mentor had forever was to tell me to work on resolving guest complaints more independently rather than waiting for input from the supervisor to weigh in.

Technically, they praised my increasing proficiency in working with the PMS particularly while taking reserve & create invoices/ bills. However, they suggested some more practice to improve my speed and accuracy with the peak hours. The academic tutor supplemented the feedback. My students valued how I drew on theory from the HAFO module and reflected critically on experiences. The tutor commented to me on how impressed they were with my knowledge of the customer journey and CRM and how I had applied them in practice. They also recognized my improvement in professional communication and how I could continue to remain respectful even when stressed.

The tutor did, however, say that I did prove to struggle with prioritisation and decision making at times when the ops were busy. Tips included working on remaining calm under pressure, practicing multitasking, and learning more about digital tools used in front office environments. The commonalities were clear according to both feedback sources: good communication and guest service skills, team player, and willingness to learn. They similarly voiced worries about my confidence in making my own decisions and time management in high-stress situations.


Impact of the Feedback

I really, really took it and ran with it when it came to how I perceived my own performance. I thought I was doing OK before I got it back, but the suggestions added depth where I had not thought to be so critical. There were also instances where my hotel mentor pushed me to be more proactive when resolving guest complaints. If you wait too long to escalate in hospitality, it could very well sink the guest experience. This will help gain the trust of guests and supervise and offer them better service.

Feedback from the academic tutor helped me appreciate which points one needed to connect theory with practice. It was a challenge, and my understanding of customer journey mapping and CRMs in class now needed to be executed during the placement. The fact that the tutor appreciated my attempt to relate theory with practice gave me a confidence boost and encouraged me to keep using the academic world to address real-world problems.

I was also able to learn how important composure and multitasking are in front office jobs from the feedback I received. My most stressful time was on a sold-out weekend when I was trying to manage new bookings while checking in guests and dealing with an air conditioning complaint. Through both my hotel mentor and an academic tutor, they made me aware that there are better ways to prioritize these moments.
I have been more mindful of the impact technology has on enhancing front-office efficiency. I received feedback from the two mentors who oversaw my internship that I was getting better and better each day with the PMS, and this motivated me to hone my technical skills more and get certification in popular systems such as Opera or Fidelio.

Action Steps for Growth

With the feedback in mind, I set out an action plan of the areas I felt I could improve on as well the steps I could take to consolidate my strengths.

To develop independent problem-solving abilities:

Which is why as a response to my hotel mentor who told me to take more initiative, I will be building on my problem-solving skills by looking at real guest complaint examples and familiarize myself with the standard operating procedure (SOP) on various issues. In future placements when I try to problem-solve on my own I will be always be asking those above me for feedback as well.

Focus on Managing Time and Prioritizing Better

You cannot avoid how busy work gets during peak times by multitasking. I will create a time-blocking system to work on high-priority tasks. Another thing I will do is to do quick decision-making exercises that simulate a crowded front desk situation to help me get faster.

Strengthen Technical Skills:

As there is not an abundance of shifts available in property management, I will register for a short online training course in Opera PMS and seek opportunities to practice during future placements. As such, mastering front office technology will not only help me become more accurate and quicker in delivering service but also make the entire guest experience seamless.

Develop the confidence to perform under pressure:

My calmness is a strength, but it needs to be paired with confident action, the feedback made it clear. I will intentionally allow myself to engage in more difficult work and observe the way I respond. I will also be employing deep breathing and segregating some of my tasks to relieve stress and work efficiently.

Continue Reflective Practice:

I had an academic tutor who continually urged me to keep reflecting, and in hindsight, I see how useful that really is. In my future placements, I will keep a reflective journal every week, using models such as Kolb's Experiential Learning Cycle or Gibbs' Reflective Cycle to help relate my experiences to theory.

Align Learning to My Career Aspirations:

In a few years, I hope to have progressed to a front-office supervisor position. Keeping in mind this goal, my plan is to be a part of several industry seminars, find a career mentor, and gain experience in each of the front office positions, be it from a receptionist to a night auditor. It has also pinpointed some of the core fundamentals that I believe are essential for leadership in this department, namely, initiative, composure, and technical know-how.

Conclusion 
Analyzing the feedback given by both the mentor from my hotel and my academic tutor has also been an important feature of me resting into my new profession. It showed me that communication, guest service, and teamwork are my strongest skills while time management, decision-making, and systems efficiency need further development.

This has provided me with very specific action steps that I now feel ready to dive into with respect to my next role within front office operations, as well as laying out a clear path forward towards my hospitality career goals.

Moving forward, I intend to keep honing my skills through reflection, training in more limited capabilities, and practice in greater ones. Feedback, though, has not only guided me—It has been the greatest weapon I wield to make me a better, more confident, and better hospitality professional who focuses on the guest.
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Introduction 
The following paragraphs offer a good summary of my internship in the Hotel Administration and Front Office (HAFO) sections and the primary outcomes in terms of learning, with reference to their impact on my professional growth. It has been invaluable to experience dealing with the day-to-day business operational issues of the hotel world. During my internship, I was able to gain hands-on experience in guest service, operations at the front desk, and guest satisfaction enhancement.
Now that I look back on the past few years, I am going to discuss the main topics I was dealing with, the struggles I had, and the months I chased to improve my skills. I will also discuss how this experience influenced my perception of hospitality management, more specifically,  the importance of front-office operations. This reflection will be connected to the main ideas in my syllabi and examine the blurring of theory and practice in the rapid-paced field of hospitality.

Main Body 
Key Learning Outcomes
As a work experience student, I was able to do a myriad of tasks and responsibilities at the front desk. Some of the major learning objectives are:
Guest Service Excellence:
Key duties included making guests feel at home and comfortable once they arrived. I was doing the guest check-ins and room assignments and instructing the guests on what our hotel offers in terms of services. Some of the lessons learned were about guest complaints. At first, I was a bit intimidated by complaints, but I learned to respond with care and try to solve problems. This helped to modify how I was serving guests for the better, as feedback was provided by my hotel mentor.
Operational Efficiency:
I have learned to manage the hotel's PMS (property management system), which was my important responsibility. "I helped with reservations and payments, and I kept track of all the guests. I learned how to use the software and how to bill and produce reports. This experience in technology was in sync with the knowledge I have gathered in my academic classes that technology should be used to make running operations smoother and that the guest experience should always be at its peak.
Communication Skills:
Communicating well with both guests and co-workers was a skill I improved upon. I learned the art of professional communication across various scenarios, from guest inquiries to working with housekeeping and management. The feedback I got was that I was really good at clear, empathetic communication, especially around tense moments (overbooked, special requests, etc).
Time Management and Task Juggling:
One of the most stressful parts of the position was trying to multitask while busy checking guests in and out. I was juggling phone calls, guest requests, and system updates. I also had a difficult time figuring out which tasks to prioritize and when. Yet, under the guidance of my manager, and with good task management software as well as using a to-do list, I slowly developed into an efficient multitasker.
Challenges and Solutions
While it was a great learning experience, the placement did throw up some hurdles for me to jump in order for me to adapt and flourish in the world of hospitality.
Dealing with Complaints:
The complaints by guests, he said, were initially overwhelming. I had guests who weren't happy with their rooms, the extras, or the service and felt helpless knowing what to do on a solo adventure. However, with the mentor's constructive feedback, I learned to handle a complaint like this calmly and efficiently after checking the hotel policy. I improved the guest experience and learned something new because I showed body language that I understood the guest's frustrations, offered solutions, or escalated if needed.

How to avoid focus when under pressure:
Life in the front office was fast, and that often led to stress and poor task management. For instance, when it was busy at pickup time, it was hard for me to keep things operating snappy while I was making sure I was attending to other customer needs. The hard way, I learned not to let things get disorganized whilst using some task prioritization methodology or another. I started making lists and tried not to get too bogged down in the pressure, but I tried to stay focused and managed to work much more efficiently.

Technical Challenges:
I was a bit of a software dabbler, but the hotel's PMS was an entirely different beast! At first, it was hard for me to figure out the software, especially when entering guest information quickly during a rush. I was able to solve this problem by spending extra time learning the system, playing around with mock data, and asking for advice from my more experienced colleagues. It also keeps me on my toes and allows me to get my hands on hotel management software, which is going to be crucial for a career in hospitality management.
Strategies and Development
During my placement, I used a range of strategies to address challenges and enhance my progress.

Feedback And Mentorship:
I found that frequent critiquing from my mentor and also peers was golden. By asking for constructive feedback, I was able to recognize some deficits in my work and take steps to correct them. For instance, when I listened to feedback about the way I handled my guest complaints, I made sure that I spent more time practicing empathizing with a guest and giving an instant solution. It worked and helped me gain self-confidence about how to deal with guests.

Applying the Theory in Practice:
My studies helped to lay a strong foundation for the various aspects of hospitality management, such as CRM, Front office operations, and communication. I tried to use these theories in practice during the placement. One case, for example, being aware of the importance of guest satisfaction and loyalty, has enabled me to tackle complaints and issues by swiftly dealing with problems, and I am leaning more toward customer relationship management instead.

Multitasking and Organization:
I developed a multitasking style in order to accomplish several things more effectively: concentrating on one thing at a time with urgency. I developed an urgency system for my responsibilities in order to make sure that what needed done the most was what got done first. I also used a list for each shift to make sure I remembered everything.
Impact on Future Career Goals
It gave me a realistic understanding of the hospitality world, especially front office operation. It has increased my motivation to work in the hotel industry, specifically in the area of customer service and management efficiency. I have perfected what it takes to survive in a fast-paced guest facing job; time management, knowledge and troubleshooting.

And I've also learned a lot about the value of collaborative teamwork in a hotel atmosphere. Building relationships across all departments, from housekeeping to management, underscored the importance of communication and collaboration. These experiences gave me a real base to continue to build on in my future career within the hospitality industry.


Conclusion 
In summary, this was a learning experience between theory and practice in hospitality management, where I spent my internship in Hotel Administration and Front Office. Most importantly, the experience helped me build customer/guest service, technical, communication, and time management skills. I learned how to deal with things and situations that are supposed to be dealt with the hard way, dealing with guests' complaints and multitasking under pressure.

I was able to process the advice of my coach and align it with academic theory, which helped me see areas for growth and take interventionist steps to develop myself further. This experience has solidified my interest in hospitality management and has given me direction in my career. 
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