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MANAGING HOTEL ADMINISTRATION: FRONT OFFICE DEPARTMENT
Ibis Hotel's front or reception office is the face of the organisation, which visitors or clients encounter first. This department fundamentally sets the first impressions and is responsible for diverse functions, including greeting visitors, managing appointments, answering calls, providing relevant information, and ensuring the effective operation of the organisational entrances (Tewan, 2009). Employees in this position should be able to talk well, be patient, possess problem-solving skills, and be aware of the organisation's processes and policies, as Johnston,  Clark, and Shulver (2012)  further outline. To highlight my learning experience within this department, Gibbs' Reflective Model is essential to offer insights regarding my placement at Ibis Hotel. This model will promote a deep level of reflection, much more than just recounting what happened and evaluating courses of action and consequences, leading to personal and professional growth. My learning objectives include developing communication skills, improving problem-solving abilities, understanding organisational operations, enhancing multitasking and organisational skills, and building emotional intelligence.
Reflection on Experience and Personal Development
I was part of the work placement, and I had to observe and occasionally engage in the daily reception activities, which encompassed guest check-ins and check-outs supervision, dealing with inquiries, resolving complaints, coordinating with other departments and housekeeping, and overseeing the front-desk activities as Vallen and Vallen (2014) also state. The event showed first-hand how communication between team members and effective problem-solving can improve guest satisfaction. My supervisor, who was calm and solution-focused under challenging situations, gave me a good learning experience. The only difficulty was integrating theoretical knowledge and practical application, particularly in unexpected situations. Initially, I was overwhelmed due to the dynamic nature of the hotel and the complex processes the supervisor was overseeing. Eventually, it was enlightening as I experienced the significance of productivity, management, and empathy in the hospitality sector. Under the supervisory role, integrating technical knowledge and soft skills, like using hotel management software, communication skills, and empathy, was essential (Fallon and Rutherford, 2010). Technical capability enabled us to be efficient in many areas, including booking management and cross-department coordination. On the contrary, soft skills enabled a better understanding of the guests' needs, resolution of conflicts, and creation of a friendly atmosphere.
The impact of academic lessons is evident from the demanding deadlines and assignments that require studying and preparing for assignments, which taught me how to efficiently manage tasks and focus on more critical priorities, as Gad, Mohamed, and EL-NAGAR (2020) also state. Feedback from peers and tutors helped me develop the necessary skills of receiving and incorporating feedback, self-motivation, and continuous learning. The theoretical knowledge from courses has been essential in creating a complete picture of guest services, such as theories of customer satisfaction, service quality models, and the effect of cultural differences on service expectations. At placement, I applied communication theories and models, such as the transactional communication model, to mediate and ease the transfer of information. I have also utilised strategic management tools such as SWOT analysis to identify my strengths, weaknesses, opportunities, and threats concerning my placement role, as Dean (2022) also suggests. This has been relevant in decision-making and strategy formulation.
Critical Analysis of Work-Based Skills and Technical Knowledge.
As Ali et al. (2021) elaborate, proper communication is one of the most critical aspects of the hospitality business. As I shadowed my supervisor, noticing how he communicated with clarity and empathy to the guests, even in difficult situations, made me understand the significance of resolving issues instantly, understanding the guests' needs, and offering them a good experience. For example, the supervisor resolved a complaint regarding loud noise from a neighbouring room correctly and empathetically. The hotel industry is competitive because the fast-paced environment requires fast decision-making and creativity. Viewing my supervisor quickly dealing with unexpected problems, such as double-booked rooms, conveyed the importance of being flexible and inventive and finding ways to balance guest satisfaction and operational effectiveness. The supervisor's role frequently included coordinating departments, from Housekeeping to Maintenance, to ensure efficient service delivery to the guests. Our team's leadership in ensuring effective teamwork in this integration indicated that the work-based skills directly impact the guest experience.
The hospitality industry is also dynamic, as guest needs can change swiftly. The flexibility to adapt to these changes and handle room change requests at the last minute was the most significant competency seen during the job (Johnston, Clark, and Shulver, (2012). Flexibility ensures the hotel can formulate and realise the guests' expectations even when unpredictable. 
Reflection on Organisational Issues
Organisational issues that may impact the business are always encountered during operations. During my placement at Ibis London Hotel, we faced an overbooking situation that presented poor guest service and hotel performance. The shortage of rooms occurred since the direct booking system, and OTAs were not in sync at our hotel, and the guest was trying to check in because there was no vacant room, although the booking had already been confirmed. The customer was naturally ticked off, and the reception desk employee was pressured to handle the situation quickly. The front office department often had to tackle the problem of overbooking. Other guests had to wait longer, resulting in a temporary decrease in service quality. The crisis also created a stressful environment, impacting staff performance and attitude. The controlling failure at the front desk affected the guests' view of the hotel tremendously, which can also ruin the hotel's reputation and decrease other guests' perception of the hotel as reliable and professional. The overbooking issue was taken as a broader operational issue besides requiring other departments' members to help fix the problem. It also has the potential to refund the affected guest and spend more time analysing and solving the problem.
To prevent future occurrences, it is essential to update booking systems to support real-time updates and avoid booking overloading. A comprehensive IT system integrating different booking platforms will be necessary to reduce such high-level risks. Staff training on crisis management and excellent customer service is also essential to avoid similar future problems. Kim, Du, and Youn (2022) suggest implementing the Service Recovery Paradox theory, which proposes that the best way to handle service failure is to present the customer with greater satisfaction than if the failure had never occurred. This theory could be applied to the hotel's overbooking issue and utilised to provide outstanding service and earn guest loyalty.


Future Action Plan
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This action plan targets the personal and employment growth aims through constant improvement and an excellent ability to adjust, as these are the main competencies of the hotel industry, as Wood (2012) recommends. Developing interaction and teamwork competencies leads to more efficient teamwork and leadership potential, which is vital for career progression. This provides the opportunity to learn how to perform task management better and enhance inner qualities like resilience and stress management that allow handling higher levels of responsibility and critical situations without fear. The guest services orientation, in particular, guest personalising of experiences and understanding customer satisfaction drivers, follows the general tendency towards more customised and high-quality service offerings. In addition, the determination to learn and willingness to adapt are personal characteristics for the professional staff to use in and keep pace with the dynamic hospitality industry.
Conclusion
Employing the learning log in my shadowing experience at the Ibis Hotel in London provided a deeper understanding of the complex facets of guest service in the hospitality business. I learned the need to have critical work-based skills like communication, teamwork, problem-solving, and adaptability. The practice of everyday operations under the supervision of competent supervisors provided a hands-on learning experience that one could not get from merely reading textbooks. Personal development and vocational education have a mutual relationship with professional prosperity in the hospitality industry, not only technical skills and industry knowledge but also building up resilience, growing a mindset and leadership skills. The first-hand experience has a more profound influence on the future career preferences within the guest service sector. The interaction and self-reflection have highlighted the crucial role of improving processes, ethical service delivery and the quest for excellence in hospitality. It solidifies the desire to follow a career route that values the innovativeness of guest services, commitment to quality, and leadership that encourages teamwork to get the best results.
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