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[bookmark: _Toc191321483]Introduction
Front Office (Reception) is the nerve centre of a hotel. The quality of front office service—a mix of tangible and intangible services including the products and experiences consumed by the guest—is the key to happier customers, better reviews and more revenue (Punzon, 2021). Front office operations in the Ibis Budget Sheffield Centre St Marys Gate hotel cover a range of services and amenities during the whole guest cycle involving pre-arrival, arrival. occupancy and departure that make a sure that a guest is comfortable and enjoys his/her stay with the hotel. A hassle-free check-in and check-out process, room and rate assignment, reservation, room status, creation of guest history records, concierge services to help out with any bookings and/or local information, offering assistance to guests for accessing in-house facilities/services like dining options, gym, swimming pool, spa etc, and responding to other guest request and complaints. The goal of the front office at the Ibis Hotels is to deliver personalised and professional service that not only meets but exceeds guest expectations, fostering a memorable experience and loyalty.
[bookmark: _Toc191321484]Learning Objectives in Front Office (Reception)
As discussed, Front Office operations encompass a plethora of services and amenities as per organisational service standards (Cage, 2022). Thus, my learning objectives during my placement in the front office at the Ibis Hotel were:
· Handle guest reservation activities and guest services
· Communicate efficiently with guests, team members, and managers
· Maintain professional etiquette and service standards
· Follow health, hygiene and safety protocols
· Understand property management and reservation management systems
· Provide specific services as per the guests' requirements
· Maintain organisational confidentiality and protect guest privacy data 
· Learn essential digital skills 
· Identifying opportunities to upsell and promote additional services

[bookmark: _Toc191321485]Learning from Experience: Gibb’s Reflective Cycle
Learning from experience or experiential learning or learning by doing has been found to be effective. Gibbs' Reflective Cycle developed by professor Graham Gibbs in 1988 provides a framework to revisit stand-alone experience or a situation one goes through frequently to make sense of everyday situations (Bassot, 2023). The model not only revisits experiences but consciously analyses them from diverse angles and utilises the insights gained to inform future actions and improve decision-making. Thus, I am going to use it as a tool for professional and personal development.

Gibb’s Reflective Cycle
                                [image: ] 
Figure 1: Source: Bassot, (2023)






[bookmark: _Toc191321486]Section 1: Reflection on Experience and Personal Development 
I am currently on a Front Office (reception) placement in Ibis Budget Sheffield Centre St Marys Gate hotel in Sheffield, learning how manage the flow of guests throughout the hotel. As my placement is in the early stages, I am shadowing a supervisory role in the Front Office, mainly assisting and more importantly observing the front office executives as they go about their job. My previous experience with customer-facing jobs and the International Hotel management program I am pursuing, has made me completely aware of how I am the “face” of the hotel and thus responsible for the first impression the hotel would have on the guests.  
I have been memorising the typical sentences used by the front office staff to greet and assist the guests. Hudson, (2025) says that while front office staff should have friendly, crafted demeanour, it is also equally important for them to be sharp, disciplined. Also, they should be able to quickly and effectively respond to challenging and unexpected situations. Therefore, I am trying to absorb all the nuances-soft skills (active listening, interpersonal communication, time management, creativity, problem solving, team work) as well as hard and technical skills (handling card machines, Resaweb software, handling phone lines, operating office equipment, filing systems, maintaining accurate records). 
[bookmark: _Toc191321487]Section 2 Critical Analysis of Work Based Skills and Technical Knowledge 
The work-based skills in the Front Office administration include effective verbal as well as written communication skills, listening attentively to customer’s requests, queries and complaints, and quickly resolving guests’ problems and issues (Lawson, et al., 2019). During my placement, there were instances where I observed that how lack of communication skills and good listening skills from a front office staff worsened a manageable situation. However, it also came to my notice that several guests are not able to communicate their needs clearly or they do not completely process what the front office staff has told them thus leading to problems. In such situations, front office staff needs to stay calm and patient. A resource by HEC Paris, (2023) iterates that be able to keep cool, thinking on one’s feet, having high sensitivity to cultural differences, teamwork and collaboration are crucial work-based skill which are needed in the hospitality business. 
Digitisation and AI has transformed how a hotel works. The office software, real-time data analysis, predictive analytics, AI chatbots are now an integral part of any large hotel operations (Punzon, 2021). During my placement I have honed my skills on Ibis’ reservation and customer relationship management software. However, at times I wonder if this reliance on technology will undercut the personalised experience which can be offered by another human being only. 
[bookmark: _Toc191321488]Section 3 Reflection on Organisational Issues 
During my placement in the front office at the Ibis Budget Sheffield Centre St Marys Gate hotel I found two issues which were recurring and were challenging for the front office staff to handle. One was confusion with reservation and another was billing queries. Customers book hotels using multiple modes (hotel website, travel agents, hotel aggregator websites) which sometimes lead to reservation confusion regarding the food preference, room preference, floor preference etc. (Solomon, 2019) Sometimes the guests (already tired after travel) lose their cool with the front office staff. I think that making the hotel website more user-friendly and sending confirmation mail to all guests (regardless of whether they have booked directly or indirectly) with details soon after the payment can be a feasible solution for this issue. 
As discussed before, the front office staff manages the guests throughout the hotel stay. The hotel guests spend on different services and amenities during their stay (food, laundry, spa sessions etc.) (Chibili, et al., 2019). Sometimes, during checkout, there is a sort of discontent or anger shown by certain guests towards the charges levied. Guests think they are being unfairly charged. I think the complicated billing queries can be resolved if the front office staff keeps the guests posted and updated about the services they have availed and the associated charges. At the time of check-out, the staff should calmly explain all the charges again. 
[bookmark: _Toc191321489]Conclusion and Action Plan 
According to Johansson, (2022), customer service in hotels has evolved from its assembly line nature of offering products and services to developing and improving guest experience. From being reactive and all-about rigid standardised processes, it has moved to be more about emotionally satisfying and more personalised experiences for guests. My experience with Ibis hotel has helped me realise the equal importance of soft skills as well as hard skills. While I need to be through with technical skills, how they are delivered to the customer will make the difference. Based on my understanding and my goal of reaching a top managerial position in customer-centric enterprise, here is an action plan for improving my skill set.  



Action Plan
	Skill Development Objectives
	Strategies 

	Cultivating soft skills for management roles
	Practice active listening, making phone calls and collaborating with remote teams, and seek feedback

	Continued learning of trends, technologies and best practices 
	Attending workshops, seminars, enrol for specialised online courses, earn industry certifications 

	Professional networking
	Join trade bodies like UK Hospitality, participate in industry conferences and trade shows, utilise LinkedIn 

	Leadership development 
	Seek mentors, attend leadership workshops, volunteer for on-the-job leadership roles

	Gaining experience in diverse roles and settings within the hospitality sector 
	Push for lateral postings between different departments, try and work in different geographical locations (international work experience) to get a global cultural perspective. Volunteer to work in new hotel openings and special initiatives.

	Keeping myself updated about industry’s current and future trends 
	Gain expertise in technologies like AI and mobile solutions for hospitality sector, be knowledgeable about mandatory as well as voluntary sustainable practices, and keep up with evolving consumer preferences and expectations
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