This assignment is about a part of my Level 6 Placement experience within Hotel Back Office and Administration Operations at Hotel Ashford International & Spa. Ashford International & Spa is part of The QHotels Collection and is located next to M20 motorway to London airports, Channel Tunnel, which make it a perfect location for travellers, but not only. The Spa with gym, swimming pool and jacuzzi is the main point of attraction for many guests and the variety of services and offers can satisfy a range of customers who are looking to combine their stay between airplanes or after a party, or conference, with the relaxation. The diversity of meals is also an attractive point for many guests and of course, the prices are for all budgets. Except the special shows inside the hotel, The Town Centre, Cinemas, and the Design Outlet vicinity offer plenty possibilities for guests who want to spend free quality time outside of the hotel. For a better understanding of the evolution of my thoughts and feelings I use the Gibbs Model of Reflection.
I start my Level 6 Placement in Front Office- Reception, with Kayleigh Laidlaw the Front of House Manager. Between the check outs, printed reports, dealing with guests and phone calls, she showed me the management system, Protel Soft. I find this system more efficient and complex than the one from Level 4 Placement Hotel, where was new, but not so extensive. The work routine was like my previous placement but more dynamic. I was impressed to find out about a printed check list who help the front desk to organise and accomplished in time and correct all daily tasks required. Here, at Ashford International Hotel, the multitasking skills, active listening, and compassion are necessary, as the guests' needs are changing with time and questions are diverse. Aswell to satisfy all guests requires, which start to be many and various especially after Covid-19 period( according to Kayleigh confession), the front desk employees have a free hand to apply all discounts up to 100 £ like a congratulation or apologies occasions; for discounts higher than 100£ the employer have to receive Head Office approval to apply. I saw guests happy to receive a “Guest of the Day Drink Voucher” with birthday occasion, an” Afternoon Tea Ticket for 2” for marriage anniversary, or a “Complementary Drinks Voucher” as apologies for long time check-in waiting. These small attentions are subject of Front Desk choice, availability, and budget. The 179 bedrooms are classified as Classic, Deluxe or Superior Rooms and Suites, based on space, comfort and other services available like fridge, coffee machine or upgraded toiletries (Ashford International Hotel). I remember it, and done with confidence by myself or under Trish, Natasha, and Kayleigh supervisory, how to allocate free rooms for arrivals, how to cut keys for these rooms, as I have done this in Level 4 Placement also. I prepared the departures lists for the next day, I counted the seif cash, I complete the papers for the next shift, all this been part of the Front Desk Operations. In the meantime, I tried to put questions about Management Operations, marketing, publicity for events, competitors, prices, products, offers, trainings, management type, rotas, employees' retention, communication with Head Office and other internal or external departments, reward system, fidelity cards. And thank you to all Front Desk and Back Office for their patience and help. I know that is not too easy to handle all situations around and at the same time, to focus to anybody else around you, who is talking all the time and disrupt your time- management. But my aims and goals were to learn faster what I have to do, to be more competitive and helpful, and avoid excusing myself all the time to customers. Was embarrassing and frustrating, especially because I have enough knowledge about this job from Level 4 Placement practice and from university courses, but limited access at tools to accomplish the role. When I was more confident in myself and been left to handle the Front Office alone, I failed! Natasha asks me to check the departures by calling the departures rooms list and, if the guests answer, to ask them polite if they have the intention to stay over or to free the room, because was half hour paste 11 AM- the check-out time. I called more than 10 rooms, but with 2 of them I had the unpleased surprise to find that they announced to the reception, even payee 10£ per hour for the late check-out.: one room for one 1h, the second one for 2h. I apologies, I excused the hotel, as I was new and was my fault to not seen this, not invoking a miscommunication between departments. And I informed Natasha about the situation. With first room was all done there, but in the second situation the things became worst after the housekeeping department also call them and knocked at the door twice. The result was that the guests were left to “enjoy” the free stay, because they received back the 20 £ for late check-out, as they could not be satisfied just with our apologies. Another challenged and unexpected situation, but a good lection for me, was a little bit weird before the clarification. One family find out at check-in about that the Jacuzzi is out of order for long time, and they were extremely disappointed. The communication between departments and been informed and updated are essential in Front Desk job. “Repetition makes reputation, and reputation makes customers,” said Elizabeth Arden. In this situation, I must confess about that I was sorry for this family disappointment and I had the impression that they will receive some complementary drinks voucher or at least an “Cream tea Voucher,” but, Trish, knew about the fact that on booking site, everyone could see the announcement about “no temporary jacuzzi.” and knew by experience how to react. She friendly showed them that mention on her phone app, and with a big smile on her face and with familiarity, suggested them the sauna and the warm water swimming pool and mentioned about that they still have time to enjoy it. And guests seem happy with that. For Hospitality Industry guests' satisfaction is not just a goal, but it is much more complex process that it sounds. “Hoteliers must figure out how to put guests first while juggling operational challenges budget and labour shortages” (Amadeus Hospitality). At the same time, guests' satisfaction is all about what hotel offerings are compared to competitors, according to them expectations, changing needs, and money value, with the intention of make them happy, raise the customers retention, attract new guests and collecting helpful reviews. All these services and facilities are the motor behind of hospitality industry who create a memorable experience for the guests, raise the booking numbers, keep the brand reputation and business alive (Paul Blanchard, 2019). I found in the reception, cards with Tripadvisor QR code for reviews. When I looked at these reviews, I found that most of this hotel guests were happy with cleanliness, with employees, with amenities and facilities, especially for free spa and free car parking, free accommodation, and meals for kids. But I have notice also complains about the breakfast, lunch, or bar waiting time (because of staff shortage) or because of cold ambiance in rooms and restaurants (Tripadvisor). 
Overall, Level 6 Placement was a satisfying challenge. I have learned new skills necessary to be part of Front Office- the icon imagines of the Hotel brand, and in the same time, happy to have the opportunity to apply and exercise in real- life all my skills and knowledge from past, Level 4 Placement and University Moodle's. 
I did not find out too much about management, except that part with rotas (as been the duty of Manager), and about the communication between Head Office and Hotel Management which is more formal and online. I will conclude with the Kayleigh speech about the Head Office Management when I asked her about Health and Safety and what she thinks about employee's satisfaction and motivation: “I feel safe, yes, appreciated, yes they do take care of us, thank you!”

