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Managing Hotel Administration within the Front Office Department 

[bookmark: _Toc149945261]Introduction

Reflecting to my workplace experience and placement developments in Novotel London Wembley may wish to summarise the placement objectives and personal learning outcomes in the front of house department. I am very excited to share my experience and passion in the hotel industry and I embark on this journey at Novotel London Wembley. With my previous 10 years of experience in front of house I have developed a strong base in providing exceptional guest’s service and contributing to the success of hotel operations. Using the Gibbs Reflective Cycle will support my work and demonstrate how this structure can apply to the front of house placement. Gibbs framework is providing thoughtful analysis and including specific questions where support needed. (MindTools | Home, n.d.)
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1. Description: Novotel London is a four star part of Accor Hotel Group (Search Novotel Hotels in England, n.d.). The hotel has an excellent location, offering 236 fully equipped rooms for a comfortable stay and a stunning view of the Wembley Stadium (Hotels in Wembley, London, n.d.). My duties are including at the front desk are greeting guests; check them in, giving general information about the hotel check out, breakfast and gym opening time. During my working hours I performed administrative and clerical task, such as handover briefing from previous shifts including receptions traces, wake up calls, taxi bookings or no show guests. Counting the till and responsible for the float money at the reception desk. Checking daily basis email inbox and reply together with a member of staff, forwarding any customer requests to the right department. I helped also arranging amenities for birthday and special occasions. Checking the daily use rooms and cutting the key for arrivals. I had responsibility to check the reception area, lobby, back of the house and luggage room to keep it clean and tidy. My colleagues explained to me via on the bookings.com website customers can book their reservations. I printed daily the breakfast report and kept it in the right folder behind the cash desk. Checking and placing guest’s amenities in the room, following the remaining departures in the system and following up with housekeeping department. Completing other team member responsibilities included to inform housekeeping for late check out, extended stay over or special requests using the hotel Whatsapp software.

2.  Feelings: Reflecting my emotional experiences I felt comfortable from the beginning, I successfully managed to use Opera booking system at the reception as my previous hotel experience. The front of house team always supported me together with the duty manager who made me feel comfortable showing a positive working ethics. Working with a well organized team helped to provide a smooth service. As my communication skills developed I was able to provide friendly and welcoming service to guests. I felt proud being multitasking such as handling incoming and outgoing telephone calls with professionalism and managing reservations. When a conflict resolution took part the duty manager handled the difficult situation with diplomacy, so the customer left the reception desk happily. She hasn’t received her take away breakfast one day on the required time so action needed. Front of house manager offered her a free complimentary dinner with some additional drinks to maintain high service standards. 

3. Evaluation: Positive aspects in my placement were to focus on a good customer service. Happy customers most likely to come back to the hotel and became loyalty to the brand. Seeking how to increase satisfaction a good reputation will have an impact on the employee morale as well. I have seen so many positive feedbacks on the hotel website so this experience was boosts my job satisfaction and leaded to a better service. This made me feel happy and striving for ongoing improvement. A negative aspect was how to deal with difficult tasks and handle challenges. I have experienced a misunderstanding between departments as the result of unclear information between staff members. One of the hotel guests left a toy at the hotel room founded by the cleaner. During the morning brief an employee from the night shift gave wrong information about the missing item where it has been left. DHL Delivery Company came to collect the toy the same but wasn’t ready as the item was not in the lost and found safe what has been told to front of house. The toy has been left in a different storage room but none of the receptionist had this information. We missed the chance to send to the customer the toy and were a huge misunderstanding why she had to wait some extra days to get the parcel. The communication went wrong between the night shift team and housekeeping departments. This experience was frustrating and felt unprofessional. The solution was offered by the front desks supervisor who went to the international depot in Royal Mail post office Harrow, taking her own time and effort out of working hours. This was needed as handling guests complaints can be emotionally draining.

4. Analysis: Having work experience in the Administration department means in Novotel Hotel supporting fully the General Manager by only one administrative member. All enquiries reaching the office she handled professionally and efficiently. Tasks were coordinated and prepared promptly included daily confidential reports, Front of House invoices, and subcontractor’s invoices like night shift receptionist or security especially on Wembley events days. This department can be fast paced and stressful. I have developed how to handle high-pressure situations calmly and effectively while I was helping out my colleague. Understanding the confidentiality, protecting company’s information, maintaining privacy is a fundamental aspect of the role. As only one person works and taking responsibilities in this department the staff turnover issue is very common, employees was constantly changed their work environment as they had to do in the past irregular hours and shift work. Work life balance can be sometimes challenging so from managerial side this should be reviewed. The combination of high stress and long hours can lead to burnout for some employees. The solution could be rewarding employees and regularly acknowledge and praise them for their hard work, performance based bonus or incentives like small gifts or paid sick leave.  
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My overall experience is positive; working in Novotel Hotel can helped me to pick up further valuable lessons and skills in hospitality industry. I improved my knowledge about customer service and learned how to communicative efficiently. I am able to handle easier guest’s enquiries and resolving issues with a positive attitude.  Develop strong communication skills by interacting with guests, team members and management. The placement helped me how to deal with guest’s complaints and find solutions quickly. As I am a member of the team I learned also to work together cohesively to provide a seamless guest experience. Time management also been improved, managing quicker reservations, check in and checkout procedures. Prioritizing different tasks and handling multiple responsibilities at the same time. Certain events were unpredictable in the hotel and flexibility was required fully. At the reception desk I had to learn what it means attention to detail when we were handling bills and extra charges (e.g. breakfast). Ethics and professionalism helped me to see the right ethical behavior and professionalism in dealing with guests and colleagues. My front of house experience helped me to contribute to a personal growth, increased my confidence and broader worldview. These aspects can be also valuable not just in hotel industry but in various aspects in my personal life. My front of house replacement has helped to develop these skills and learned from the experience.  
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