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STUDENT LEARNING LOG: FRONT OFFICE DEPARTMENT

The student learning log has significantly impacted students seeking to align their academic knowledge with the world of practicality. As a shadowing supervisor, the placement period sharpened my skills and contributed to my personal development through practical experiences. A quick understanding of the department's general operations and the supervisor's overall responsibilities enabled me to perform my duties perfectly, maintaining a quality customer service streak. In this reflection, I utilise Gibb's reflective cycle to give a vivid description of my experience at the front office department of the Novotel Hotel. The reflection analyses the importance of combining technical knowledge with work-based skills such as task management and personal skills like empathy, communication, and teamwork in delivering quality guest services.
Novotel is a fast-rising hotel that has reserved its industry position through its quality services. The hotel's standard services result from interdepartmental collaboration that has invested resilience in satisfactory customer service. All the departments, ranging from the front office to marketing, have aligned guests' expectations by meeting guests' expectations. The front office department is the cornerstone of the hotel, serving as the entry point for an exemplary customer experience (Hu, Trivedi, and Teichert, 2022). Therefore, there is a need to exercise total quality management principles in customer service. 
My placement goals include enhancing my work-related skills and gaining technical knowledge on the fundamental aspects of customer care, finding out how the hotel's front office section works and the supervisor's duties, and assessing how the department enters, documents, and addresses customer complaints. Furthermore, I strived to ensure that the aspects of task management, teamwork, and communication in customer service, as suggested by Tavitiyaman, Tsui, and Ng (2023), are enhanced and that personal and vocational skills would be used to meet high standards of guests' expectations.




Reflection on Experience and Personal Development

     An opportunity at the Novotel Hotel as a shadowing supervisor gave me an extensive view and understanding of the front office operations. The supervisory roles included managing guest bookings, handling guest complaints, conducting check-ins and check-outs, assessing the readiness of rooms, and managing and delegating tasks. On several occasions, I witnessed the supervisor handling guests' complaints about the conditions of the rooms and other needs. As Bruner's theory asserts, knowledge is action-oriented, and learning is continuous (Rannikmäe, Holbrook, and Soobard, 2020). The supervisor understood them through active listening and utilised problem-solving skills to formulate quick solutions. In other instances, the supervisor coordinated closely with other departments, such as housekeeping and maintenance, to meet customer service standards. Ekhsan et al. (2020) assert that such events underscore the undeniable significance of teamwork, task management, and effective communication in delivery services.
The primary knowledge I gained from my academics, especially on hotel and customer relationship management, gave me background knowledge on handling customers and fostering efficiency in operations. The supervisor valued the contribution made by each team member as he understood that teamwork is one of the critical elements in increasing productivity. The ability of the supervisor to enhance practical communication skills was instrumental, as it helped in handling guests' complaints and coordinating staff, as Kalogiannidis (2020) affirms. I participated in task management and delegation alongside the supervisor on most projects, and their excellent skills in prioritising projects and managing multiple tasks simultaneously, even amidst pressure, made it possible to offer quality services. As experiential learning theory emphasises active experimentation (Morris, 2020), my skills, such as flexibility, multi-tasking, keen listening, and adaptability, were further sharpened. Through training, I developed skills that have been essential in providing quality customer service.





Analysis of Work-Based Skills and Technical Skills

The placement enhanced my understanding of the importance of technical knowledge in handling emergencies in the hotel. González-González and García-Almeida (2021) suggest that creativity and expertise by front desk employees foster the smooth running of operations and productivity. Expressing active listening and empathy to staff and guests in all situations helps improve the department's operational efficiency. Conflicts and complaints were handled through practical communication skills, and solutions were swiftly sought. A notable scenario is when the guest's room had to leak pipes and needed the room to be changed. The supervisor actively listened, understood their needs, and offered them an alternative room. Technical knowledge, such as handling department documents and equipment, is also essential to all staff. Due to technical proficiency, the supervisor could handle department equipment, use property management systems (PMS) in managing rooms, foster duty management, and delegate tasks for timely completion. 

Reflection of Issues in an Organisation

         During my placement, operations efficiency in the front office department was hindered by several issues, including an increasing turnover rate, billing errors, overbooking, mismatching room allocations, and delayed room preparedness. However, water leaks and shortages were the main issues that wrecked the department. The water shortage was attributed to two causes: continuous water leaks in several rooms and water rationing due to water system faults. Persistence in the water shortage led to the department, through the supervisor, transferring guests to other hotels. Gunnarsdottir et al. (2020) assert that water leaks can pose health risks due to uncertainty about the safety of drinking water, threatening the rise of diseases. The supervisor could offer immediate solutions by applying effective communication and problem-solving skills, ensuring customer satisfaction (Kalogiannidis, 2020). To sort cleanliness complaints, the supervisor met with the housekeeping department supervisor, and solutions were sought—the understaffing delayed service delivery during peak hours. 
Future Action Plan

The following action plans are essential to enhance the office department's effectiveness.
· Training on emergency response, how to attend to needy situations, and how to express empathy, as Yang, Wang, and Yang (2020) ascertain.
· Strengthen the interdepartmental communication channel to ensure the involved departments know duty completion protocols to avoid cleanliness and room readiness delays.
· Holding team-building activities that equip staff with a diverse environment to ease their interaction with guests of different cultural backgrounds
Specific Action Plan
· Enhance work versatility through comprehensive staff training to equip them with technical knowledge on using PMS and office equipment and conducting check-ins and check-outs for guests.
· Regular system assessment is necessary to avoid sudden faults, such as billing errors, which may negatively affect the hotel's reputation.
· Regular room assessments should be conducted to assess the safety of water systems and establish preventive measures to mitigate any possible water leak risk. A system such as HVAC can be installed in each room to detect such faults and regulate the room temperature.
· It invests in technology compatible with the organisational and operational system to regulate bookings and avoid overbooking.
· Motivating employees through rewards and employee opportunities will reduce the department's turnover rate, which results from duty stress and burnout (Wen et al., 2020). Burnout and turnover negatively affect the delivery of quality services.
The future action plan will equip me with diverse skills and knowledge to deliver quality. I can diversify my skills in dealing with guest and staff issues through operations and emergency response training. My technical knowledge of office equipment and PMS systems enables me to handle operations proficiently. The technology also eases task delegation and fosters the need for effective communication, which are pivotal skills in my profession. The training makes me adaptable to work-related challenges and fosters my valuable contribution to a quality guest experience.


Conclusion

       Placement is an instrumental experience in building the professional experience as a student. The shadowing position of a supervisor provided exposure that enhanced my understanding of the front office department. Witnessing the practical performance of duties, delegation of tasks, coordination of teams, and active engagement of staff and guests through active listening significantly impacted my understanding of the critical power exhibited by work-based skills. The balance of work-based skills and technical knowledge has proved to be an exemplary combination that has transitioned departmental operations, fostered productivity, and influenced quality customer service. My placement was impactful, and I seek to add value to the industry in the future.
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