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Introduction
Working in the Front Office section of the Maldron Hotel Newcastle gave me insightful understanding of the administrative procedures needed to run a profitable hotel. Visitors first contact the Front Office, so its efficiency directly affects client satisfaction as well as the hotel's reputation. Shadowing a supervisor provided a comprehensive awareness of duties including handling visitor relations, collaborating with other departments, and guaranteeing operational accuracy during busiest times. Along with studying technical property management systems, my main goals were to increase communication, teamwork, and task management abilities. This reflection study looks at how these occasions shaped my future goals in the hotel industry and professional growth.
 
Section 1: Reflection on Experience and Personal Development (Schön’s Reflecting-in-Action and Reflecting-on-Action)
My stint in the Front Office at the Maldron Hotel Newcastle provided me with practical experience and a deeper understanding of hotel administration. Schön's reflective practice paradigm, which emphasises reflecting-in-action and reflecting-on-action, proved useful in assessing my learning process.
Reflecting-in-Action (During the Task)
Managing guest check-ins and check-outs during my placement demanded accuracy and efficiency—especially in a busy area. Managing these tasks helped me to improve my multitasking abilities while also offering first-rate service (Kitch, 2017). For a busy weekend, for instance, I oversaw the check-in of several visitors to make sure their information was correctly entered and promptly answered their questions. 
Another crucial element of my work was immediately addressing visitor questions and complaints. One such instance was handling a last-minute hotel upgrade request from a guest. This problem motivated me to work quickly in the departments of bookings and cleaning to guarantee timely preparation of the improved room. This encounter showed the need of flexibility and effective communication in promptly addressing problems and keeping visitors happy (Wrench et al., 2023). 
Reflecting-on-Action (Post-Task Analysis)
As I considered these obligations, I came to see how crucial it is to remain calm under duress. Maintaining cool under pressure and delivering quick service depend on staying calm and attentive. This will help to create a good guest experience. Ensuring seamless operations clearly depends on clear communication with visitors and colleagues (Demolingo & Fitri Afianti, 2022). 
I did, however, spot areas for development, especially with regard to time management at periods of most pressure. Thinking about these issues helped me create more sensible strategies for organising my work. 
Integration with Academic Journey
My placement experience allowed me to use theoretical concepts gained in hospitality management courses, such as customer service methods and operational strategies. Furthermore, Herzberg's Two-Factor Theory sheds light on employee motivation, as I experienced directly on the Front Office staff (Nickerson, 2023).
 
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Working in the Maldron Hotel Newcastle's Front Office department, I developed technical knowledge and useful work-related abilities needed for good hotel management. These skills not only allowed perfect daily operations but also greatly raised guest satisfaction.
Work-Based Skills
My work depends on communication, especially in relation to visitor contacts and issues. Understanding guest needs and making them feel appreciated depend on clear, professional communication. For instance, billing disagreement for a visitor needing attentive listening, clear explanations, and coordination with the finance department to promptly address the matter using strategies for effective communication 2015. 
Teamwork was also vital since addressing guest needs calls for cooperation amongst divisions like bookings and cleaning. One such scenario was collaborating with both teams to expedite room preparation for a guest who had early arrival. This cooperation proved the necessity of interdepartmental coordination in offering flawless services. 
During high occupancy, task management was crucial since it needed assigning priorities to guarantee efficiency and prevent delays. Managing many obligations, including check-ins, answering questions, and handling phone reservations, proved the value of great time management and concentration (McQuerrey, 2019). 

Technical Knowledge
Knowledge of hotel administration technologies, such as property management software, was essential to manage reservations, issue billing statements, and maintain accurate records. Adherence to data security standards ensured guest confidentiality, while financial policies preserved operational integrity.
Relevance to Hotel Administration
These skills and knowledge were intimately correlated with the SERVQUAL criteria of dependability, responsiveness, and assurance. Using technical abilities, for instance, to expedite the check-in process shown dependability and efficiency, therefore enhancing the guest experience. While assurance was given by professional contacts and data security requirements, responsiveness was shown by quickly attending to visitor needs.
 
Section 3: Reflection on Organisational Issues
Working in the Maldron Hotel Newcastle's Front Office department, I discovered a significant organisational problem: regular miscommunication between the Front Office and Housekeeping teams on room readiness during peak times. This ongoing problem affected passenger service as well as operations.
Identified Issue and Impact
Miscommunication regularly caused delays in room readiness updates, particularly during peak occupancy periods, resulting in delayed check-ins. These delays irritated waiting tourists, reducing their enjoyment and possibly altering their perception of the site. Furthermore, the scenario placed additional burden on both teams. The Front Office staff struggled to manage visitor expectations, while the Housekeeping team dealt with unanticipated last-minute requests, causing increased stress and bad morale. This disparity demonstrated a lack of coordination, restricting the hotel's ability to deliver efficient service.
Proposed Solutions
Using a centralised communication system—such as a shared digital system—would provide real-time updates between departments, therefore helping to overcome this problem. Fast messages on room status enabled by this technology would let the Front Office provide guests exact information. 
Sessions of cross-departmental training might enable teams to work together and transmit messages more successfully (Yu et al., 2022). Through familiarising each team with the operational concerns and priorities of the other, these seminars would promote empathy and a more cooperative workplace. 
Herzberg's Two- Factor Theory might also help to increase team inspiration. By means of rewards, verbal appreciation, and improved working circumstances, acknowledging employees' achievements would help to lower stress and boost output, so fostering better coordination and morale (Zhenjing et al., 2022). 

Reflection on Resolution
The hotel's daily briefing program helped to mostly solve this problem. These briefings let both teams coordinate their priorities and go over updates, therefore fostering cooperation. Nonetheless, implementing technology like a consolidated communication platform and organised cross-training courses would help to increase effectiveness and stop misunderstandings (Dingley, 2024). 
This event proved the need of interdepartmental cooperation in guaranteeing operational excellence and guest satisfaction. It also underlined the need of creative ideas and group efforts in handling organisational challenges in the hospitality sector. 
 
Conclusion and Action Plan
Reflecting on my work experience, I got a practical grasp of administrative responsibilities and how they relate to guest service excellence. Improving communication skills was a significant accomplishment, as I learnt how to properly interact with guests and team members under duress. Teamwork and task management emerged as key skills for efficiently managing peak occupancy periods. Furthermore, I understood the importance of leadership in fostering interdepartmental collaboration and ensuring seamless operations. 
To build on these experiences, I plan to pursue advanced hotel administration and leadership courses to have a greater understanding of operational and management strategies. Learning about property management systems and data analytics will help me develop my technical abilities, allowing me to efficiently assess and streamline hotel operations. Setting personal goals to improve stress management and multitasking skills will help me prepare for future high-pressure jobs. 
These actions align with my aim to take on leadership responsibilities in hotel management. Using the skills and knowledge I gained throughout my placement, I intend to promote efficiency, foster teamwork, and improve visitor satisfaction through innovative approaches. This experience has created a good foundation for my career development and future contributions to the hotel industry.
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