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[bookmark: _Toc213411223]Introduction
This report develops understanding on the front desk officer working at Hotel Mercure Birmingham West, where I am doing a 10-week placement. The department seems essential for the management of guests and the implementation of memorable experiences during their stays. I worked with Arita Riska who is a Front Office Manager and Mairita Tabunova who is a Receptionist. The team helped me in learning how to manage front desk services. The department offers many services such as management of the guest, check-in and check-out services, payment processes etc. At the time of placement, I was engaged in different facets of the front desk operations, like booking processes, managing hotel services with coordination, and guest interaction services. The experience has offered me learning about the critical role in the front desk office with an increasing level of guest satisfaction and the generation of revenue. It seems providing importance of seamless service delivery with providing quality control in a competitive landscape of the hospitality industry internationally.
[bookmark: _Toc213411224]Section 1: Role Reflection Using Reflective Model
The role is described using Kolb’s Reflective Model:
[bookmark: _Toc213411225]         Concrete Experience
During my placement at Mercure Birmingham West Hotel, I have participated actively in managing the service at front desk. I have coordinated with the members and front-of-house team for the timely delivery and maintenance of guest satisfaction. There is a value to the guests for solving their issues associated with the booking and their staying time (Wood, 2013). Therefore, the practical experiences have provided me with the ability to reduce the complexities for the management of volume, definite timing, and enhancing quality management under pressure.
[bookmark: _Toc213411226]Reflective Observation
I have noticed that the maintenance of guest satisfaction was positive, where I reduced the delay and miscommunication, which has impacted the service delivery. I have mostly worked during significant processes of front desk services. It seems essential to maintain effective coordination between the management and service staff, where the communication gaps lead towards mix-ups and slower responses to guest management (Wang et al., 2023; Bardi, 2010). The process is linked with the activities concepts in the module of Hotel Administration and Front Office (BMIH4004) where the knowledge on the critical importance of teamwork, effective use of communication, and provision of well-planned workflows for the achievement of service excellence in front desk and guest interaction efficiently.
[bookmark: _Toc213411227]         Abstract Conceptualisation
The services of front desk officer use different types of operational theories, where I have learned about the provision of successful service to be managed with well-structured communication protocols and the provision of defined roles in the company. The use of Kolb’s theory offers practical value for the provision of active reflection and improvements in practice. The practices are connected with definite concepts in the module of Hotel Administration and Front Office (BMIH4004) as using the blueprinting and the implication of lean management in front desk services. It manages guest experiences and enhancing flow of management in the industry (Safitri et al., 2022). Furthermore, as a front desk officer, I found that the teamwork and staff empowerment theories are applied to offer a supportive culture where the employees communicate in an open and effective manner towards manage collaborative skills to influence guest satisfaction.
[bookmark: _Toc213411228]Active Experimentation
For the services in front desk, I noticed that there are several ways to improve hotel operations in the competitive industry. There is a proposal for effective structured system by using pre-shift briefings towards management of teams, clarification of the roles, and management of the special requests to reduce emerging challenges (Binesh and Baloglu, 2023). Additionally, I also recommended different skills by adopting digital management of check-in and check-out system and make improvements in the management and coordination, reduction in errors, and waiting times of the guests at the time of manual booking. 
[bookmark: _Toc213411229]Section 2: Discussion of Key Hotel Administration Issues 
The management style allocated in the front desk department at Mercure Birmingham West Hotel was predominantly participative. The style is used for the promotion of teamwork and encouragement of the staff for their contributions to the ideas (Park and Kim, 2021). The application is helpful in making improvements in the service quality. The managers are offered effective measures using on-the-spot coaching. It seems to have some challenges and issues for managing the positive working environment and making enhancement of staff morale and overall management of guest interaction (Bigwanto et al., 2024). However, there are some occasional gaps in the management of formal process documentation and the use of protocol adherence towards improvement in consistency and related accountability (Meng and Lai, 2025). The learning in module of Operating Hotel Facilities (BMIH4006) has also presented that there is a balance between participative leadership and implication of precise procedural controls, which are effective for hospitality environments. Therefore, the use of effective leadership allows increases in the staff to feel valued and motivated whilst increasing the standards and operational management processes. (Bardi, 2010) elaborated that the balance directly impacts the guest experiences within the front desk services while using efficiency and consistency in the service delivery, timely management of responses, and definite measures for quality assurance for the management of booking and stay experiences.
[bookmark: _Toc213411230]Section 3: Future Trends in Hotel Administration
For the improvements in guest satisfaction, the three-step model is applied to raise awareness of leadership skills in the front desk office of the hotel. Therefore, some of the potential recommendations are provided below:
[bookmark: _Toc213411231]Implication of the Pre-Shift Briefings 
There must be regular briefing sessions for the management of employees on every shift for the alignment of the team goals by front desk manager (Junita et al., 2024). There should be a sharing of the updates using the special requirements of the client. It helps in providing clarification to the individual responsibilities. The practice will reinforce team coherence with effective service readiness (Bharti and Sharma, 2023). 
[bookmark: _Toc213411232]Adaptation of the Online Booking Systems
(Jawabreh et al. 2022) illustrated that it must utilise the technology for streamlining the booing processes within the system of front-of-house and management. There must be a process to develop a real-time status for checking system and also cancellation of booking online (Vallen and Valen, 2013). There must be alignment using best practices for the promotion of operational efficiency in the hotel services (Alicia and Tj, 2023). 
[bookmark: _Toc213411233]The Use of Cross-Training Services
There must be an introduction to the regular cross-training programs for the management of staff within different service functions for the building of flexibility and improvements in the understanding of the end-to-end operation system in the front desk services of a hotel (Hu et al., 2022). There must be building of a more adaptable team which is capable of maintaining service standards within the peak periods and during periods of absence. It will help in increasing staff morale. (Gupta and Sharma, 2021) defined that it will allow management of consistent service delivery with improvements in the guest experience.
[bookmark: _Toc213411234]Conclusion 
It has been concluded that my placement in the front desk department at Mercure Birmingham West Hotel has provided me with the utmost knowledge on the appreciation for the definite interplay within the operational efficiency, team dynamics, system, and increasing guest satisfaction. I have used Kolb’s Experiential Learning Cycle to offer facilitation about the systematic understanding based on the practical challenges and strategies for making improvements. I have applied a participative leadership style to enhance the positive working environment, considering the need for structured communication and management of the enhancements towards the fulfilment of consistency. 
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