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[bookmark: _heading=h.1fob9te]Introduction 
Voco Grand Central Hotel, Glasgow is one of the most reputed hotels in the UK and the entire industry. The Hotel is known for its luxury accommodations in the Historic landmark with rich architecture. Additionally, the Hotel also has advanced technologies in their property for the best appropriate services considering the comfort and satisfaction of the employees (Voco Grand Central Glasgow, 2024). The following essay will focus on my experience at Voco Grand Central Hotel as a supervisor in the Front office department. The reflective essay will be displayed through the support of the Gibbs reflective model which helps an individual to learn from the past experience. 
[bookmark: _heading=h.3znysh7]

[bookmark: _heading=h.2et92p0]Section 1: Reflection on Experience and Personal Development
As a supervisor in the front office department at Voco Grand Central Hotel, my daily task was to deal with the customers to ensure they had a comfortable check-in and check-out process for better satisfaction (Dewi et al., 2021). 
· Working in a supervisor role in the front office department at the Voco Grand Central Hotel has provided me with enhanced comprehensive, technical knowledge and critical work skills which are essential for effectively managing the expectations of guest services. All this experience has been one of the most influencing factors for making an effective gas service for customers to effectively add up to the functioning demands according to the customer preferences. 
· Working in the front office is one of the most important roles for guest interaction as it displays the significance of effective communication skills. Some of the common aspects of working in this job position are ensuring a smooth, check-in and checkout process, managing guests varies and effectively resolving their doubts and issues (Christie and Dima, 2023). 
· The front office department is one of the initial foundation bases for customer satisfaction which determines the overall viewpoints regarding the hotel. Apart from that, teamwork is also one of the crucial factors that play an important role within the hospitality industry (Safitri et al., 2022). While working as a supervisor in a front office department, I have developed a better understanding of teamwork. In order to meet the customer expectations and provide them with the best experience.
·  It is essential for the front office department to collaboratively work with the other departments like housekeeping and many more as it focuses on meeting their expectations regarding comfort demands (Brenner et al., 2022). Considering my experiences, I have thoroughly aligned with the collaborative approach to boost the overall staff, morale and service quality to ensure efficiency while functioning within the hotel.
· The supervisor position within the front office department also comprises task management, which holds significant responsibilities to monitor and assign daily functioning of the employees. Additionally, it also focuses on providing training opportunities for its staff to effectively manage administrative work to deliver the best customer service. 
· However, my task management capability has effectively helped me to prioritise tasks and maintain the workforce smoothly without any pressure. These initiatives effectively help me to manage time and resources in order to sustain the department by delivering a high standard (Zimmerman et al., 2023). 
· My experience as a supervisor role in the front office department at the Voco Grand Central Hotel provided me with several development opportunities. However, I was able to perform due to my experience as well as academic background, which has helped me to successfully hold this position within hospitality. 
· My academic journey has provided me with a theoretical approach regarding management and customer service principles that have guided me to deliver exceptional customer service considering their satisfaction and comfort. All these experiences help me to effectively enhance my problem-solving skills and critical thinking ability to address all the guest needs (Iqbal and Kim, 2022). 
· Overall my experience as a supervisor has provided me with a transformative experience as highlighted by several factors like communication, team management and teamwork. All of these skills have a collaborative uplift to deliver exceptional services for the guest.
[bookmark: _heading=h.tyjcwt]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
· The work-based skills and technical knowledge within the hospitality industry play an important role within the front office department. During my experience at Voco Grand Central Hotel, I observed the different significance of Work-based skills directly providing guest satisfaction. 
· Considering the several skills, one of the most important skills is problem-solving which plays an important role within the front office department (Belias and Trihas, 2022). In this department employees often face constant several issues and employees effectively address these issues through problem-solving skills. Further, these problem-solving skills effectively help to address the issues by quickly considering the different measures for the innovative solution. 
· Besides, technical knowledge is also important for the front office department in order to manage the entire working management system as the software plays an important role in accuracy and efficiency. Additionally, the technical skills help in understanding the various advanced security protocols that kits during an emergency (Stulberg et al., 2020). 
· Overall, the work with skill and theoretical knowledge collaboratively supports the supervisor role at Voco Grand Central Hotel to effectively show their capabilities to deliver the best experience for their customers. Besides that, both problem-solving skills and effective communication collaboratively align with the job role, which significantly contributes towards the success of the hotel, resulting in valuable financial profits (Prada et al., 2022).
[bookmark: _heading=h.3dy6vkm]Section 3: Reflection on Organisational Issues
· Reflecting on my overall experience at Voco Grand Central Hotel as a supervisor role in the front office department it poses several challenges as well as rewarding opportunities for career development. One of the complex situations while working as a supervisor in the front office department was late-night check-in. 
· As this has impacted the entire department with several factors as it has, entirely disrupted the functioning capabilities of the department. Similarly, this issue has also resulted in delays in checking for other guests. Lastly, this issue has also negatively contributed towards the hotel's reputation. 
· In order to resolve all these issues, it is essential to consider several factors like alignment of modern technologies and alternative accommodation approaches for the awaiting customers. Considering this situation, it is essential to improve several relevant theories which help the functioning capability of the front office department. 
· According to Herzberg's two-factor theory, it aims to promote two factors which are hygiene and motivators which lead to enhanced guest satisfaction (Rai et al., 2021). In order to resolve similar kinds of issues in the future, the hotel and the front office department can implement several strategies like a regular system, audits and staff training. This initiative collaboratively supports the continuous improvement approach and focuses on regular feedback mechanisms to reduce potential issues. 
[bookmark: _heading=h.1t3h5sf]Section 4: Future Action Plan
· In order to enhance the functioning capability of the front office department it is essential to consider both work-based experience and technological knowledge. I have decided to implement several strategies to enhance Communication, teamwork, personal skills and team management. 
· [bookmark: _heading=h.4d34og8]In terms of communication, I have also focused on learning several active listening approaches in order to deal with the various kinds of guests. Additionally, in terms of teamwork, I have decided to focus on joining several team formation activities to get valuable feedback for regular learning approaches (Morris et al., 2021). 
· Furthermore, I have also focused on enhancing the task management approaches by focusing on daily playing to effectively streamline the functioning. Overall this plan supports personal and vocational development to enhance the overall essential skills to ensure continuous personal and professional growth. 
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[bookmark: _heading=h.3rdcrjn]Conclusion 
The front office department is one of the initial foundation bases for customer satisfaction which determines the overall viewpoints regarding the hotel. Additionally, the front office is responsible for guest interaction as it displays the significance of effective communication skills. Considering the overall experience some of the key learnings comprise teamwork, communication and problem-solving. All of these skills display the significance of technical skills in effectively addressing operational proficiency.
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