






Learning Log
 Novotel Southampton
 Front Office









Nicolae Adrian Puiu
2025173
Managing Hotel Administration
BMIH6004
Lisa Bassler





Content page
Introduction…………………………………………………………………………………………..3
Knowledge in action……………………………………………………………………………..….3
Action based reflection……………………………………………………………………………..4
Review of the action………………………………………………………………………………...4
Conclusion……………………………………………………………………………………………5
References………………………………………………………………………………………..….6



















Introduction
Undertaking the tasks of a front office personnel during a busy day has given me the opportunity to experience and observe how to multitask and remain calm during some frenetic activities. These involved checking guests in, calling, and booking a taxi, checking guests out, opening the door to the leisure room for visitors that came for swimming lessons, guiding guests to the right conference room, communicating with the other departments such as housekeeping and food and beverage, and assuring that the hotel continues to offer exceptional service. All while keeping on a smile albeit working under the pressure of having staff on sick leave, and a line of guests waiting to be attended to. During these frantic times, I was able to get involved, be hands-on, and put the qualities I had seen previously into practise. While the front office manager was assisting guests with their check-in, I notified the visitors, who had come for the conference and were waiting in queue, where they could register their car for free parking and took them to their assigned conference room. Along with setting the passcode on the leisure room door to allow access to those attending the swimming classes. During these very busy occasions, I was also permitted to check out guests, as I had previously been instructed how to do this. While this was a straightforward chore, I was eager to do more than just converse to the guests. Because it had given me the impression that I was truly contributing. Many of the visitors checking out asked for cabs, and other short-stay guests asked to schedule a taxi for their departure, which meant that the front office staff was on the phone with the taxi company for quite some time. This has, however, provided me with the opportunity to assist the other guests. 

Knowledge in action
Schön's Model of Reflection (1987) will be used to help me reflect on my learning and practice. While I have never personally performed the tasks of a front office receptionist, I have learned about them from past research and studies. For example, understanding that the person at the front desk is frequently the first person a guest meets (Bardi, 2010) and is most likely the person to contact if the guest has a complaint or requires assistance (Verginis, 1999). Communication is essential when working in the front office, whether it is greeting and conversing with guests or keeping in touch with other departments to ensure that everything runs well (Kasavana and Brooks, 2009). Although staff members on the front lines experience most interactions with tourists, any hotel department has the ability to build customer loyalty (Vlad, 2015). Front-office employees ultimately must be able to perform multiple tasks to carry out their jobs (Vallen and Vallen, 2009). While I knew what was required of me in theory, and had limited experience from the day before, getting ready for a full day felt both frightening and exhilarating. 

Action based reflection
As the guests began to arrive, I started by observing the front office employee tending to the first ones. Then, when additional guests arrived, I stepped in to provide information and directions to those attending the various conferences. And provided people who attended for classes access to the swimming pool. My efforts have freed up front-office personnel, allowing her to perform check-ins and book transportation for guests. In between completing front-line work, I observed how the employee attended to the guests, continuing my learning journey, and attempting to put it into practise. Later when the staff member was on the phone with the transportation provider, I took the initiative to use the computer and check out the guests waiting in the queue. Putting into practise the knowledge I gained the day before. I also picked up the ringing telephone to talk to a potential visitor who wanted information about the hotel's parking and handicap accessibility, such as lifts. Despite the fact that the person who I spoke with seemed happy and satisfied with the information I provided over the phone, I felt like I had missed a chance due of my inexperience of the hotel booking system (Hospitality School, 2010).  I could have booked a reservation over the phone, guaranteeing that the person on the other end of the queue becomes a visitor, if I had understood how to confidently utilise their system. After all, I have learnt from my studies that one of the key revenue sources for the hotel industry is upselling (Silva, 2023). The front desk employees at the hotel can recommend additional services, such as spa treatments and room upgrades, when individuals check in, or even earlier such as prior to arriving phase (Martin, 2019). It boosts visitor happiness in addition it increases upsell income.  
The booking of a taxi that guests had requested was another error I discovered. I have inquired about their destination and the number of passengers, but I have not gotten specific about how much luggage they have or what sizes it is. A lack of room is one problem that might arise from the typical mistake of not double-checking the size of vehicle that will be required (Fascinating Facts about Taxis. Taxis Yeovil, 2019). Fortunately, the guests were still at the front desk when the taxi operator asked for these crucial facts.

Review of the action
While I was of tremendous assistance on a busy day when the front office manager was short-staffed and on her own, and I loved the experience, there are still many things to learn. If I had received training on the Oracle Opera property management system, for example, I could have been of better assistance and attended to the visitors waiting in queue to check in. As I would have understood how to check which rooms are clean and to assign them to the correct guests and ensure that they have paid, as well as checking that the system has their credit card and payment information. 
This hectic morning provided me with invaluable experience and the opportunity to learn firsthand. However, it was a missed opportunity to observe how a front office manager manages the personnel and guests at busy periods.
There are a few things I've seen and would change in this case. It may not be directly related to my actions, but it is still an excellent learning experience. During short staff morning hours, for example, I would have scheduled one of the afternoon staff members to work in the morning when it gets busier, rather than having two members in the afternoon when most check-ins and check-outs are already completed. 
In addition, I would collaborate with the transportation firm, that Novotel Southampton already collaborates with, to install a Taxi Kiosk (A-line taxis, 2022). This can provide hotel clients rides with just one tap, giving them complete control over their bookings with distinctive digital features. As well as minimising the time spent on the phone and relieving front-office staff from making bookings. However, for visitors who are unfamiliar with the digital world, the hotel should continue to offer taxi booking over the phone.

Conclusion
I have tended to guests and learned how to complete check outs using the Opera system. While I have thoroughly enjoyed my experience there were some lost opportunities which can be avoided in the future with more training and experience. Managing busy morning can be lightened by scheduling staff working shift better and adding a taxi kiosk. 
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