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Introduction 
[bookmark: _Hlk182566066]Voco St. David's Hotel, Cardiff, is an upscale luxury hotel known for its waterfront views and superior guest services. This is part of the IHG Hotel Group and, by reputation, unites luxurious accommodations with environmental initiatives, providing a very special experience for leisure and business travellers (Fernandes, 2021). The Front Office department has been chosen as the placement site, an integral part of hotel administration that undertakes guest check-in/check-out, reservation, and coordination with other departments to ensure a smooth guest experience (Adjei, 2020). Through this placement, I expect to gain fundamental knowledge and skills in this dynamic system.
Learning Objectives in Placement:
Effective Communication skills with guests and colleagues.
It gives insight into the technical and managerial processes of hotel administration.
[bookmark: _Toc181191763]Improve proper time and task management skills in a high-demand, fast-paced environment.
 Reflective Analysis of Experience and Personal Development
For this reflection, I will use Gibbs' Reflective Cycle (1988) because it proves useful; being clear and step-by-step would allow me to examine any experience from description through a process of evaluation and analysis to an action plan. Gibbs' model includes reflection on feelings and insight, which is quite apt in fully probing both easier and difficult elements of experience that would serve best towards deepening understanding about any placement experiences (Kandemir, 2023). 
On one occasion shadowing a Front Office supervisor, I saw how they handled a complex guest relations situation (Hylén et al., 2019). A guest did not like the room that the hotel had allocated to him. The supervisor listened to his concerns, using empathy and active listening to understand exactly what he needed (Jones, Bodie, and Hughes, 2019). After that, the supervisor asked housekeeping to find the guest a better room for his stay, balancing his operational needs with the requirement to meet the guest's needs. This was reflective of a strong level of communication and real-time problem-solving ability, integral components of good guest relations.
This experience made a great impact on my personal and professional life. It brought home the understanding that clear communication was imperative in interaction with the guests and members of the team (Petry et al., 2023). The supervisor changed her language and tone according to the situation, which enhanced my verbal skills. I feel prepared to respond professionally in a better way to the guests. Internally, I realised that clear communication ensured other departments, such as housekeeping, were on the same page about things, thus making things simple for them as well.
Teamwork was also paramount since I was privileged enough to see how the Front Office was communicating with the other departments in managing the time taken to come up with a response about some guests (O'Rourke, 2019). Through coordination in this regard, I will also learn to understand the strategy of teaming together with each other to gain the desired interdepartmental outcome in any hotel setup.
Another area that improved is the management of tasks. I learned to prioritise tasks and balance guest interaction and administrative work at the desk (Martin, 2021). I adopted their approach to prioritising tasks which makes me improve my time productivity and juggle responsibilities when the pressure of events is mounting.
Lastly, seeing in practice the guest service standards made it clear that quality is always up (
[bookmark: _Toc181191764]Ford and Sturman, 2019). Understanding protocol for greeting and meeting guests' expectations made me even more attentive to detail and more committed to upholding the reputation of the hotel. It assured me how consistency of professionalism would matter for my guests to meet my high expectations that lie in quality service.
Critical Review of Skills and Technical Competencies for Work
Technical and vocational skills, including technical knowledge, lay the backbone for efficient and quality operations and guest services in hotel administration (Sharma and Sharma, 2019). Technical skills to handle reservations are necessary since, in a Front Office situation, the PMS systems are applied to efficiently make bookings with minimal error (Moyeenudin et al., 2018).  I noticed during my placement how mastery over these systems makes data entry smooth, provides availability updates for live rooms, and also a hassle-free guest check-in, all of which aid towards guest satisfaction and good flow in operations.
I believe that the other indispensable skill that needs to be handled would be guest feedback. The hotel administrations must attend to the needs of guests and redress grievances amicably (HASSAN, II, and AJIBADE, 2023). During my shadowing, I watched the Front Office team handling complaints and inquiries. One guest complained about room allocation, and I watched how the supervisor deployed active listening and empathy before arriving at an efficient solution for the guest. This goes to show how important interpersonal skills, patience, and problem-solving ability are in maintaining good rapport with guests and upholding the reputation of the hotel.
[bookmark: _Toc181191765]Administrative procedures, from monitoring daily revenue reports and tracking occupancy rates, indicate the technical information required in supporting revenue management. It has enlightened me on financial implications in hotel management through data-driven procedures, knowing that a well-informed decision in room rates and promotions maximises the hotel's revenue. 
 The Reflection on Organisational Issues
In my placement, I observed that there was an administrative problem in the communication breakdown between the Front Office and Housekeeping departments (Ruangphueng and Koowuttayakorn, 2019). This resulted in some instances of delays in the readiness of rooms for guests. The problem mainly arose because of inconsistent information flow since changes in guest requests or check-in times were not reached in time to Housekeeping, thereby affecting guest satisfaction and operational efficiency.
Delayed communications resulted in dissatisfied guests because they could not wait for more than their expected time of check-in. Hospitality theories such as the SERVQUAL model see reliability and responsiveness as components that are essential when delivering service to meet customer expectations (Umoke et al., 2020). This element becomes disrupted by inconsistent communication, and hence it affects service quality, and in most cases, reduces the hotel's reputation. These issues further had their impact on the internal morale; the Front Office staff are usually the ones to approach the guests to settle a complaint, and this affects the team members.
[bookmark: _Toc181191766]This can be solved by developing cross-functional communication procedures that include real-time updates and better prioritising between departments (Ewim et al., 2024). Briefings and a standardised process for updating room status could have reduced these lapses. Conflict resolution and collaboration training based on organisational management concepts could also strengthen relationships among Front Office and Housekeeping staff, creating a culture of cooperation where team members actively support each other's responsibilities.
Conclusion and Action Plan 
This placement has given me insights into the operational and administrative demands of hotel management, especially in guest service, communication, and team coordination. The observation and participation in daily tasks showed that communication efficiency, task prioritisation, and a high standard of guest service are key factors. The experience also enhanced my understanding of how every department plays a critical role in creating a seamless guest experience.
In future professional development, I look forward to having more knowledge and skills about hospitality management systems and training further to be up to date with the developments in the industry.
After this experience, I would like to find a mentor from the industry who could give better insight into intricate administrative processes and fine-tune my decision-making process.
Action Plan
Attend a hospitality industry workshop to develop additional skills in guest management.
Take hotel management software courses to higher levels to gain more technical know-how.
Expand professional networking within the industry by sharing experiences and finding mentorship in established professionals.
Rehearse and reflect frequently on administrative skills to perfect the ability to handle tasks and manage time appropriately in a future job role involving hotel administration.
[bookmark: _Toc181191767]
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