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Reception/Front office work at a hotel involves a range of tasks, which ensure a smooth and welcoming experience for guests. The reception/front office handle the process of welcoming guests, checking them into their rooms and checking them out when they leave. This involves verifying reservations, allocating room keys and processing payment. This involves using hotel management software, to keep track of guest information and can track room availability. (Elphick D, 2024)
Providing excellent customer service is a primary responsibility and ensuring satisfaction. Typical day at reception in the morning would be over seeing guests’ departures and checkouts, preparing daily reports updating the reservation systems and communicating with the housekeeping team. (Bardi, J.A, 2011)
During my time at Marriott, I had the opportunity to observe and interact with the reception/front office team. which provided me with insightful experience into the world of hospitality (Marriott, 2024). During my first week I shadowed one team member (Polanski E, 2024) and I was impressed with the way she dealt with guests, she was always positive and helpful. I felt like she was the perfect team member to shadow. She showed me how the system works, how to check in out guests and how to take payment and how to handle certain situations. I believe this team member was a perfect of example of how all receptionists should be, welcoming, helpful, and informative. With Ela by my side, I was able to help check in and out guests and manage other small reception tasks. I had a look on Trip Advisor I noticed positive reviews on the reception team. (Trip Advisor, 2024)
Marriott use Oracle, Opera software, which seemed to be a great system and quite easy to use. Oracle Hospitality Opera 5 Property Management is the proven property management system for hotels. It provides all the capabilities that hotel staff need, including handling reservations, checking guests in and out, assigning rooms, accommodating in-house guest needs, and performing accounting and billing functions. (Oracle, Opera 5 ,2024) 
Whilst shadowing the reception team in Mariott I was impressed how well how well they worked together. I was able to attend a handover meeting where the reception team discuss what happened on their shift, so the afternoon/evening team are aware when they change over shifts. This is great and better than leaving notes for each other.
The Front Office manager (Natea, D, 2024) and she was able to show me how she manages the staff and rotas. She explained how she manages the reception when they are short staffed. She has couple of casual workers that can help. She told me how she dealt with queries and complaints and observed her dealing with one whilst I was there. She is a great manager, and she does not just sit in her office, she helps the reception area often to help. 
Whilst shadowing another team member I noticed something that I thought was not handled correctly.  When the guests make a reservation, they can also write a note for reception team, for example they may say they want a room on a quiet side of the hotel, or they ask for ground floor room. This guest had mentioned in the notes it was their anniversary but unfortunately this message was not seen until a few days later after they had left the hotel, the team member who saw the message just replied, ‘hope you had a lovely stay’. I think this could have been handled differently, firstly messages should be checked regularly and secondly the reply could have been a better. (Marriott, 2024)
I recall in first year in placement at Premier Inn we would call every guest to see the reason for their stay, if it was birthday, anniversary etc and if it was, they would have something special left in their room like chocolates or if there were children staying, they would leave an activity pack for them. I thought this was a great idea and the guests were happy with this and often left nice comments. (Premier inn, 2022)
Gibbs reflective cycle is a useful tool, it can help people make sense of situations at work, so they can understand what they did well and what can they do better in the future. The Gibbs reflective cycle is good for reflecting on experiences, particularly in a customer service setting like reception work at hotel. The model consists of 6 stages description, feelings, evaluation, analysis, conclusion, and action plan. (Mind Tools, 2024)
Description – Two guests arrived at the hotel with big suitcases, and I could see they had travelled from a different country, and they approached the front desk and gave their names. We entered their details they had given onto the database and their reservation could not be found. The two guests could not speak or understand English very well so the communication between us was not good. They handed us travel documents so we could search but this was useless as we still could not find their reservation.
Feelings - As a receptionist I felt concerned for the guests and felt the pressure to resolve the issue quickly as possible. Another receptionist and I searched under different names they may have used to book. The guests handed me their passports so we could enter their details correctly as they had unusual names. 
Evaluation - I remained calm and courteous throughout and tried to be helpful as possible by re-assuring them as they were getting frustrated. After a few minutes we had to ask the supervisor to come to the front desk as we could not find reservation. The supervisor came out straight way and could not find the reservation either.
Analysis - The issue with the missing reservation was that guests had not in fact booked a room, they were trying to book a room and as they did not speak English well, we did not understand that they were trying to book, and we assumed they had booked so we were looking for the reservation. 
Conclusion- We should have called the supervisor out as soon as we couldn’t find the reservation instead of searching under different names the guests were giving us and we spent too long looking and their official documents as the guests kept handing us different pieces of documents. 
Action - If it arose again, I would have asked the guests what language they spoke and try to find someone who spoke the same language, maybe download google translator. I felt the receptionist who I was with could had handled the situation a bit better as I felt she was getting frustrated with the guests when she could not find their details and I felt like she was a bit unprofessional as she seems to be annoyed. The supervisor had to call the booking centre and book a room for 1 night. (Reflection Toolkit, 2024)
This situation made me feel uncomfortable, the supervisor and receptionist seemed to be frustrated with the guests. I believe the staff should be trained on how to handle certain situations in a professional manner. It’s one of the best hotels and people from all over the world will travel here and reception team should be aware that not all guests first language is English.
Having a look on Trip Advisor I noticed there were some negative comments about the reception team but also, I noticed the manager had replied to the negative comments saying that she will investigate the matter ASAP which is great. (Trip Advisor) I think I will make the manager aware of situation at the end of my placement as I believe this needs to be addressed. 
Overall working in Front Office/ Reception was enjoyable and positive. If there were any recommendations to make, I would recommend training the staff on dealing with guests in the correct manner after having witnessed a couple of situations and I also would say that the area behind the reception desk needs to be a bit more organised as there was a lot of paperwork and not enough storage place.
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