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Introduction 
During my placement in the Front Office Department at Hilton Inn Racecourse Doncaster, I shadowed a supervisor and engaged in key administrative operations. This experience provided hands-on exposure to hotel administration, focusing on communication, teamwork, task management, and problem-solving. It plays a critical role in maintaining smooth operations and excellent guest service (Hilton, 2025).
To critically evaluate my development, I applied Kolb’s Experiential Learning Cycle (1984), which emphasizes learning through concrete experiences, reflection, conceptualization and active experimentation. This framework allowed me to systematically assess my growth and identify areas for further improvement.
Learning Objectives:
· Understand the daily administrative responsibilities within the Front Office.
· Develop essential work-based skills such as communication, multitasking and problem-solving.
· Enhance technical knowledge of hotel reservation systems and revenue management strategies.
· Analyse and improve guest service strategies and their impact on customer satisfaction.
· Identify challenges in hotel administration and propose practical solutions.
· Reflect on personal and professional growth within the hospitality industry.
[bookmark: _vntjz924n7u7][bookmark: _Toc191207919]Section 1: Reflection on Experience and Personal Development 
My placement at Hilton Inn Racecourse Doncaster provided valuable insights into the operational and managerial aspects of hotel administration. By shadowing a supervisor, I gained hands-on experience in reservation guest relations, check-ins and check-outs, and coordination with other departments such as Housekeeping and Food and Beverage (F&B).
Applying Kolb’s Experiential Learning Cycle (1984), my learning process followed four key stages:
1. Concrete Experience: I was responsible for assigning rooms in the Property Management System (PMS), processing payments, and handling guest complaints. One of the major challenges I encountered was misallocated rooms due to communication gaps with the outsourced housekeeping agency, resulting in guest dissatisfaction (Kolb 2014).
2. Reflective Observation: I observed that delays in room readiness led to frustrated guests and increased pressure on the Front Office Team. My supervisor managed such complaints professionally, emphasizing service recovery techniques (Wijnen-Meijer et al., 2022).
3. Abstract Conceptualisation: I associated this experience to Grönroos’ Service Recovery Model  (1990), which highlights the importance of active listening and prompt resolution in guest service. Additionally,  Tuckman’s  Team Development Model (1965) illustrates how effective teamwork improves hotel operations (Nauman, 2022).
4. Active Experimentation: As part of this, I actively helped the housekeeping department by getting the room ready before check-in to improve efficiency. I also sharpened up my guest communication approach, leading to enhanced problem-solving skills and confidence in handling administrative tasks (Nurunnabi et al., 2022).
Since my personal and vocational development, previous industry experiences, academic journey, etc, had largely impacted my skills of communication, teamwork, and task management, I can reflect on my education. Level 4 meant that I was figuring out fundamental hospitality concepts and Level 6 equated to having a more strategic mind and applying theoretical concepts to real-world scenarios.
Through this process, I recognized that empathy, adaptability and professionalism are critical for guest service excellence. Personalizing service interactions and ensuring a consistent guest experience across different customer segments directly impact a hotel's reputation and success.
A significant experience at Hilton Inn Racecourse Doncaster was shadowing a supervisory role within the Front Office, giving me the chance to close the gap between theoretical knowledge and practical application. These skills will be essential in my future career within the hospitality industry.
[bookmark: _gge4j99fmvn][bookmark: _Toc191207920]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
Successful hotel administration requires a balance of work-based skill and technical knowledge to achieve smooth operations and exceptional service to the guests. My placement allowed me to develop competencies in front office management, reservations, and cross departmental collaboration.
Communication between the housekeeping agency and ourselves was also an observed key work-based skill, especially liaising with the housekeeping agency, to make sure that the rooms were prepared for their time. Since Housekeeping was managed externally, clear and timely communication was key so there were no delays and still maintained guest satisfaction. Research suggests that poor internal coordination can lead to operational inefficiencies, increasing guest complaints (Johnston, Clark & Shuler, 2012)
[bookmark: _24jehoqujm94][bookmark: _Toc191207921]Technical Knowledge & Revenue Management 
A crucial aspect of my role was developing technical proficiency in financial transactions, reservations, and PMS operations. Understanding revenue management principles was particularly insightful, as I observed supervisors adjusting room rates based on occupancy levels. This experience aligns with Kimes (2010) dynamic pricing strategy, which highlights the importance of demand-based pricing to maximize hotel profitability.
The task management was critical for prioritizing requests, handling peak check-in/check-out periods, and coordinating F&B service efficiently (Davis et al.,2018). My placement reinforced the need to integrate technical and interpersonal skills to enhance operational efficiency and guest satisfaction.

Section 3: Reflection on Organisational Issues 
The major organisational issue I faced while shadowing at Hilton Inn Racecourse Doncaster was between the Front Office and outsourced housekeeping services. Due to housekeeping delays during peak check-in hours, guests were required to wait longer for their rooms, leading to increased complaints and added pressure to the reception team.
The misalignment negatively affected service quality and operational efficiency. According to Tuckman’s Team Development Model (1965), teamwork is essential for achieving efficiency (Patterson, 2022)
Furthermore, it highlights the fact that departments should collaborate to achieve efficiency as stated in Kotter’s Change Management Theory (1996), which emphasizes the need for clear communication and structured workflows to improve performance ( Sittrop, and Crosthwaite, 2021).
[bookmark: _u3spvhk0kn0s][bookmark: _Toc191207922]Proposed Solutions:
1. Implement a real-time PMS update system that allows housekeeping to update room status instantly, reducing delays (Rughulban, 2009)
2. Conduct regular coordination meetings between Front Office and Housekeeping Supervisors to align expectations and improve workflow efficiency.
3. Introduce automated task allocation software to enhance communication and minimize service disruptions (Tewan, 2009 )
In my opinion, strengthening interdepartmental communication and adopting digital solutions, the hotel can improve guest satisfaction and overall operational efficiency.
Conclusion and Action Plan 
My placement at Hilton Inn Racecourse Doncaster provided a comprehensive understanding of hotel administration, particularly in front office operations, guest communication, and revenue management strategies. The experience reinforced the importance of task management, teamwork, and problem-solving, especially in coordinating with outsourced housekeeping services. I applied Kolb’s Experiential Learning Cycle (1984), which consists of four stages:
1. Concrete Experience – Directly experiencing communication breakdowns between the front office and housekeeping.
2. Reflective Observation – Observing how these gaps affected guest satisfaction and overall operational efficiency.
3. Abstract Conceptualization – Identifying potential solutions, such as implementing a streamlined communication system between departments.
4. Active Experimentation – Applying these solutions in practice to assess their effectiveness in reducing misunderstandings and improving workflow.
This structured approach helped me understand how theoretical knowledge can be applied to real-world hospitality challenges, enhancing my critical thinking and adaptability.
To enhance my skill set, I plan to:
· It will develop stronger technical expertise by undertaking training in PMS software and revenue management.
· Improve leadership and teamwork skills through additional hands-on experiences in supervisory roles (Nyarko, and Petcovic, 2023).
· Introduce case studies on hospital operations and guest service strategies to improve problem-solving skills.
· Strengthen Problem-Solving and Strategic Thinking – To improve my ability to tackle operational challenges, I plan to study case studies on hospitality management. Examining real-world scenarios related to guest service strategies, crisis management, and operational efficiency will enhance my analytical skills and enable me to make informed decisions in high-pressure situations.
This experience has strengthened my professional competencies and prepared me for a career in hotel administration. By continuing to develop technical skills, leadership abilities, and strategic problem-solving, I aim to contribute effectively to the hospitality industry.
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