
	
[image: UWTSD new Logo]

Component One: Student Journal (learning log) 750 words +/- 10%
Contribution to Overall Module Assessment: 25%
	Student No:
	2243597
	

	
	
Module Title:
	
Hotel Placement – Hotel Administration & Front Office Operations
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Giulia Chifari
	

	
	
	
	

	Introduction

During my placement at the front office department of Leman Locke, Aldgate, I was immersed in a variety of tasks and responsibilities pivotal to the guest service experience. This reflection, guided by the Gibbs Model of Reflection, delves into my experiences, challenges, and the professional growth I encountered throughout my time in this vibrant and dynamic environment.

Description

My responsibilities spanned from managing bookings and handling check-ins and check-outs to addressing guest inquiries, using modern communication tools like WhatsApp for seamless interaction. A notable aspect of my role was ensuring guests felt welcomed from the moment they arrived, facilitating a smooth transition to their accommodations with minimal hassle. The integration of technology, such as the use of in-room TV menus for information dissemination, played a significant role in enhancing guest experiences, a practice I found both innovative and effective (Sigala, 2017).

Feelings

The initial days were overwhelming, navigating through the fast-paced nature of front office operations and the expectation to maintain high standards of guest service. I felt anxious yet excited about the opportunity to apply my theoretical knowledge to real-world situations. Over time, my confidence grew, especially as I became more adept at using technology to improve guest interactions and started to receive positive feedback from guests and colleagues alike.

Evaluation

Reflecting on my performance, I recognize my strengths in adapting to new technologies and maintaining composure during peak times. However, I also identify areas for improvement, particularly in my ability to anticipate guest needs and manage complex inquiries more efficiently. My problem-solving and multitasking skills were significantly tested, offering me valuable lessons in prioritizing tasks and finding creative solutions to unexpected challenges (Lockyer, 2007).

Analysis

This placement was instrumental in deepening my understanding of the critical role the front office plays in shaping guest experiences. The personal interactions with guests, coupled with the responsibility of addressing their needs, underscored the importance of empathy, patience, and attention to detail in creating a welcoming atmosphere. Moreover, working alongside a diverse team offered insights into the significance of teamwork and communication in ensuring operational success (Henderson, 2007).

The use of technology, such as WhatsApp for guest communication, highlighted the evolving nature of guest services and the necessity of staying abreast with digital trends to meet guest expectations. This experience has made me appreciate the delicate balance between personal touch and technological convenience in the hospitality industry (Guttentag, 2015).

Ethical and Cultural Considerations

During my placement, I encountered guests from diverse cultural backgrounds, which presented opportunities to exercise cultural sensitivity and inclusivity. Navigating these interactions with respect and understanding was paramount. One particularly enlightening experience was handling a sensitive situation where a guest's cultural needs required special accommodation. This taught me the importance of adaptability and respect for diversity in providing exceptional guest service (Zhang et al., 2014).

Conclusion

Reflecting on my placement experience, the key lessons I've learned revolve around the importance of effective communication, the role of technology in enhancing guest experiences, and the value of empathy and understanding in customer service. This experience has significantly influenced my perception of the hospitality industry, underscoring the complexity and dynamism of front office operations (Hwang & Seo, 2016).

I've also recognized the personal and professional development I've undergone, gaining confidence, improving my problem-solving skills, and becoming more adept at managing a fast-paced work environment. These skills are invaluable assets in my ongoing journey in hospitality (Xiang et al., 2017).

Action Plan

To continue my growth and development in the hospitality field, I plan to:

1. Enhance Communication Skills: Enrol in advanced communication workshops to better manage guest interactions and handle complex inquiries.
2. Technology Proficiency: Stay updated with the latest digital tools and platforms used in hospitality to improve guest service efficiency.
3. Cultural Sensitivity Training: Participate in cultural competency courses to better understand and meet the diverse needs of guests.
4. Time Management and Prioritization: Develop strategies to improve multitasking abilities, ensuring a more efficient workflow.
5. Seek Feedback: Regularly seek constructive feedback from peers and supervisors to identify areas for continuous improvement.

This reflective journey has not only enriched my understanding of the front office's main role in the hospitality industry but has also equipped me with the skills and insights necessary for a successful career in this field.
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	Trip Advisor Review Response 150 words +/-10%

	Dear David George Williams,

We are absolutely delighted to receive your glowing review of your recent stay at Leman Locke. Your kind words about Ria and Alhaz have been shared with them, and the entire team, bringing smiles and a great sense of pride to us all. 

At Leman Locke, we strive to create a seamless and engaging guest experience, using tools like WhatsApp to ensure our communication is as convenient and pleasant as possible. Hearing that this effort has been well-received and appreciated by you is incredibly rewarding.

Your commendation of our team's professionalism and genuine concern for guest comfort is a testament to the high standards we set for ourselves. It motivates us to continue pushing the boundaries of service excellence and hospitality.

Thank you once again for choosing Leman Locke and for taking the time to share your experience. 
Warmest regards,

Josh & The Leman Team
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	Letter of complaint response 500 words +/- 10%

	
Subject: Addressing Your Concerns: A Personal Message from the Management

Dear Ms. Blake,

I hope this message finds you well. My name is [Your Name], and I am the General Manager at [Hotel Name]. I recently received your letter regarding your stay with us, and I wanted to personally reach out to express my sincere apologies for the series of unfortunate experiences you encountered. It is with a heavy heart that I read about the issues related to cleanliness, Wi-Fi reliability, noise disturbances, and the level of customer service provided during your visit.
First and foremost, please allow me to extend my deepest apologies for the discomfort and inconvenience you faced. At [Hotel Name], we pride ourselves on delivering exceptional service and ensuring our guests enjoy a comfortable and memorable stay. Clearly, we failed to meet these expectations in your case, and for that, I am truly sorry.
Upon reviewing the details of your feedback, immediate actions have been taken to address each of the concerns you raised:
1. Cleanliness: This is a non-negotiable aspect of our hospitality standards. I have personally overseen a comprehensive review of our cleaning protocols and have implemented stringent measures to ensure our rooms meet the highest standards of hygiene. Our housekeeping staff are undergoing additional training to reinforce our commitment to cleanliness.
2. Wi-Fi Service: Understanding the importance of a reliable internet connection, especially for our business guests, we are accelerating our efforts to upgrade our Wi-Fi infrastructure. We are committed to providing a seamless online experience for all our guests moving forward.
3. Noise Levels: We are taking immediate steps to minimize noise disturbances, including revising our room allocation process and enhancing our noise monitoring practices during the night. We are also exploring additional soundproofing solutions to ensure our guests' peace and quiet.
4. Customer Service: The feedback regarding the customer service you received has been taken to heart. We are conducting a thorough investigation into this matter and have initiated targeted training sessions to improve our team's responsiveness and empathy. Ensuring our guests feel valued and supported is paramount, and we are dedicated to restoring the high standard of customer care we are known for.
Ms. Blake, while I understand that apologies cannot undo the experience you had, I want to assure you that your feedback has been a catalyst for immediate and ongoing improvements within our hotel. We are deeply invested in making things right and would like to offer you a complimentary stay in one of our premium rooms, should you give us the opportunity to demonstrate our commitment to excellence in hospitality.
I would be grateful for the chance to discuss this matter further with you and to personally oversee your next stay with us, ensuring it is nothing short of exceptional. Please feel free to contact me directly at [Your Contact Information] at your convenience.
Thank you once again for bringing these issues to our attention. It is through feedback like yours that we can continue to improve and better serve our guests. 
Warm regards,

The Management
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Key Skill 1 – Customer Service Skills  


	As the first point of contact, front office employees set the tone for the guest experience with exemplary customer service standards. Zhang, Joglekar and Verma (2019) emphasize key attributes like patience, empathy and active listening when interacting with customers to provide personalized solutions and foster positive experiences (p.77).

Specifically, front office staff must welcome guests warmly, maintain eye contact and smile to establish rapport. They could pleasantly inquire about the guest's journey or business agenda when checking documents to enable small talk. Using guest names during conversations also conveys familiarity. Hilton equips staff with guest history via databases so front office can reference previous stays or room preferences when assigning accommodation, wowing visitors with tailored treatment (Sisson & Adams, 2013, p41). 

Additionally, empathetic dialogue is vital during service recovery. If guests have waited prolonged periods for rooms on overbooked nights, patiently listening to frustration before apologizing and explaining next steps cultivates trust and diffuses tension. Front office could offer room upgrades or complimentary services to placate inconvenienced visitors. 

Marriott provides training in soft skills like emotional IQ, cultural sensitivity and conflict management to equip staff for defusing misunderstandings through non-aggressive verbal and non-verbal communication before they escalate into complaints (Bardi, 2011, p.176). Enabling guests to feel heard improves brand loyalty.

Overall, guest-centric social abilities enable meaningful customer connections while managing expectations through compassionate dialogue, essential for favourable guest impressions in adverse contexts. Front office customer service epitomizes brand values for continued patronage.

	
Key Skill 2 – Communication Skills 


	As the hospitality face of hotels, front office employees correspond daily with diverse stakeholders including guests, travel agents, department heads, suppliers and more across varying channels. This necessitates articulate communication competence in verbal, non-verbal, written and digital modes for seamless operations (Bardi, 2011, p.29). 

Specifically, front office staff provide clear explanations on hotel policies, services, room types, rates, reservations and billing. They should use positive tone and body language even when conveying inability to accommodate guest requests, in compliance with organizational guidelines. For instance, when declining late check-outs due to high incoming occupancy, staff can empathetically apologize for inconveniences while presenting alternatives like luggage storerooms (Sisson & Adams, 2013, p141). 

Additionally, front office must relay guest requests promptly to other departments through emails, intercom calls or compliance software updates while confirming timelines for delivery. They could reassure guests - “Your room service order has been received and should be delivered within 20 minutes as requested”. Such interdepartmental coordination demands concise, courteous language to uplift staff workflow and guest satisfaction. 

Multichannel fluency also enables quicker resolutions. For example, when handling guest complaints about housekeeping via calls, front office can simultaneously alert supervisors via software updates. Documenting guest interactions across channels aids prompt issue redressal and continuous service improvement.

Overall, articulate communication skills in writing, conversations, digital messages and body language are invaluable for front office employees. This empowers effective correspondence with guests, staff, suppliers for streamlined operations and memorable customer experiences amidst a perpetually bustling hospitality context.





	
Key Skill 3 – Organizational Skills 


	
Working at the front office of a hotel involves handling a high volume of administrative tasks efficiently while delivering seamless customer service. Sharp organizational abilities and resourcefulness are vital competencies needed to coordinate front office operations. 

According to Bardi (2011), front office employees must process guest reservations, allocate rooms and manage occupancy, handle guest registration/check-ins/checkouts, liaise with various departments for guest services, maintain updated guest records and room status, coordinate housekeeping, process invoices and payments, compile financial reports and budgets, monitor revenue and forecast demand (p.56). The ability to juggle such multifaceted duties requires meticulous organization.

Specifically, front office staff must manage daily rosters, prepare shift handover reports on guest, payment and room status details to brief the next team. They schedule housekeeping tasks like cleaning, maintenance, minibar restocks based on occupancy rates. Front office agents also regularly correspond with sales and marketing to review demand patterns and use revenue management systems to optimize room rates and availability for overall guest experience and profits. 

Additionally, organizing skills involves resourcefulness in avoiding service delays through preparation. For instance, Hilton front office staff schedule 15-minute gaps between guest check-ins to complete paperwork, pre-assign rooms, review statuses and top up cash floats to check-in the next guest promptly (Sisson & Adams, 2013, p.68). Such organizational discipline in scheduling blocks of time for essential operational duties cultivates efficiency.

Through methodical preparation, coordination and administration abilities, front office staff can seamlessly manage multifaceted workloads, minimizing guest waiting times and service issues. Their sharp organizational skills thus directly impact brand reputation and revenues.



	
Key Skill 4 – Problem Solving Skills 


	Despite standards of service, front office employees inevitably encounter challenges including overbooked rooms, guest complaints, system glitches, billing errors and revenue losses that demand effective problem-solving skills (Zhang, Joglekar & Verma 2019, p.277). According to Giardina and Parrish (2019), amidst issues, front office staff must maintain professional composure, accurately identify core concerns, implement appropriate solutions within organizational guidelines, and resolve matters tactfully to mutual guest agreement (p.264).

For instance, when encountering an overbooked hotel scenario, front office agents should profusely apologize for the inconvenience, immediately contact other proximate partner hotels to check room availability, book alternate arrangements for the guest at the nearest comparable property, arrange complimentary transportation, waive applicable charges if necessary through manager approvals, and provide vouchers for complimentary hotel services to appease the inconvenienced guest (Sisson & Adams, 2013, p.71). 

Additionally, if the issue involves guest complaints regarding long wait times, unclean rooms or billing errors, front office employees must listen intently, empathize with the customer’s perspective, apologize for service failures, log issues in compliance software for post-analysis, instantly alert department heads like housekeeping supervisors to resolve concerns, provide complimentary amenities to placate guests and follow up on resolutions to prevent repeat issues.

Through such strategic troubleshooting by assessing problems calmly, implementing solutions within organizational guidelines and resolving matters to mutual agreement, front office staff can retain brand reputation despite everyday challenges. Their customer-centric problem-solving skills are vital for service recovery and guest satisfaction.
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Outstanding Service by Aria and Alhaz at Leman Locke!
Review of Leman Locke
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Daovid George Wiliams
len;::;:i:«m Aria and Alhaz at Leman Locke are the paragons of hospitality. Their bright and welcoming demeanor
@ from the get-go was heartening. They've been consistently attentive, checking in on my needs and
utilizing WhatsApp to keep communication friendly and efficient. Their genuine concern for my
‘comfort, coupled with their impressive professionalism, has made my stay memorable. Their dedication
to guest experience is commendable—truly top-notch management deserving of the highest praise!
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