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GIBBS 2  FRONT OFFICE

FRONT OFFICE
For the purpose of this placement assignment the focus will be on the operations of the front office services of the Hotel. The front office has a lot of sections within it. One of which is the, reservations section connected to the front office which deal with various responsibilities ranging from pre-booking all the way through to check in and check out services as well as after departure customer care. 
(Hagg, 2013) highlights that internships provide opportunities to put theory into practice for one to become an enabled capable employee or person.

The Gibbs Cycle of Learning will be used as a step by step guide to my reflective learning process.
The first contact Personalised which includes 
· Guest Information
· Personalised welcome sheet
· All guest requests, which are noted to meet all customer needs

Figure 1 Gibbs’ Cycle of Learning
(Gibbs, 2013)
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DESCRIPTION
Receiving the right and clear instruction is very important. I was provided instructions on how to print envelops and followed the pattern given to me. However, upon doing so, l was told to fill the envelops up. In doing this I realised that the envelopes had to match and correspond to the names on the envelopes.

EVALUATION
In retrospect l would have asked for a second explanation from front office staff, a supervisor or if possible a higher manager. I felt nervous as l wanted to get it right the first time to meet customer expectations of smooth checking in experiences. The entire process of pre-contact and personalised and individualised customer information were in their welcome letter in their envelope which bore their name.
This is because l received the information and instruction with the explanation without knowing that it is an individualised and personalised welcome letter provided to guests.  I quickly made corrections to it to enable smooth operations and that enhanced my learning as l went through every guest’s individualised contact right through to the checkout payments and post check out care at back office to maintain customer relations. I wanted to provide guests with the best guest service and stay at our hotel.
This was a learning opportunity which created a very useful insight and learning for me. l have been able to take a step back and to reflect. I think that it is important to be reflective on the task as well as after completion of tasks also. This is because being reflective on the task enables one to question some given instructions for better outcomes hence the need for me to be more reflective even when l am given instructions as the instructor could have genuinely missed something or I may be unclear on a certain procedure or method. During the experience I found good in my ability to personalise the guest arrival letters and link all the practice processes involved with checking the guest in, helping them with their baggage storage and concierge if required, liaising with housekeeping to ensure their room status is clean and comfortable, receiving their payments and transferring it to finance department located at the back office. The front office operations also includes the back office and finance department which also effectively collaborates with the front office whilst ensuring all departmental needs are in unison and are cohesive with one another.  Housekeeping also contact front office if there are maintenance issues which need to resolved with front office taking it upon themselves to liaise all such operations.


ANALYSIS
Initially, l received very little information regarding the filling of the envelope with forms meaning that l did not realise that they were personalised in alphabetical order and filed with the envelopes with the sheets turned in a particular way.  Building healthy working relationships with supervisors as well as spending time with my supervisors was enabling to my learning as l gained more invaluable knowledge and experience on how things work. This challenging experience gave me a lot of learning opportunities (ASET, 2009) which l quickly embraced as it taught me the connection that front office has with the pre-booking and reservations unit and the individualised and personalised details of each guest booking. (Bardi, 2010). This individualised and personalised booking meant that each booking sheet/letter had to be put into the corresponding envelope and it carries personal information, details, requirements, and requests logged into the computer entries as well.  Furthermore, housekeeping is contacted and notified of any room requirements and requests throughout the guest’s stay. These all form part of the typical operations of the front office. (Casado, 2012)
The data is collected and managed by front office which also enables check-outs and billing of the guest. Pre-learning can also build up my knowledge base as I worked together in a team of colleagues to achieve our goals and objectives.
CONCLUSION
I was able to have an active role and be a part of the entire process of receiving guest pre-booking and reservations at the front office where first face to face contact is most likely to be made with check in and supporting the guest within the duration of their stay. Check-out and post departure customer care which takes care of customer relations also takes place at the front office also.

ACTION PLAN
My action plan is to be more analytic on task and receiving instructions and carrying them out. My goal is to enhance my reflective learning to meet all my learning needs and progress and improve all customer experience.
I was able to build working relationship with staff who explained the entire processes from checking in to check-out and post customer relations
My action plan is to engage in lifelong learning to actively self-develop through reading and updating and enhancing knowledge to become a capable and knowledgeable individual to achieve goals and objectives efficiently and effectively. This will help me with providing customer service that builds customer trust and creating sustainable customer value and hospitality for the hotel.
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