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Introduction
The purpose of this Student Learning Log is to undertake an in-depth examination analysis of the front office department within the Mercure Bedford Centre Hotel. This project presents the knowledge gained during the placement and the insights developed on the supervisory function within the department with the usage of the Gibbs reflective cycle as a methodology. The objective of this study is to thoroughly examine the fundamental job-related abilities and technological expertise required to efficiently carry out guest service operations in the designated area. Furthermore, it will evaluate the importance of communication, teamwork and task coordination in meeting and supervising an administrative role, while highlighting the main difficulties and problems what has been noticed within the department.

Brief overview of the front office department
[bookmark: _Int_6iM40Lkj]As stated by Setupmyhotel (2021), the front office personnel serve as the public representation of the hotel and has a crucial position within its operations. Key components of classical front office operations include reservations, guest identification, allocation of rooms and rates, provision of concierge services, monitoring room status, overseeing maintenance, settling guest accounts and maintaining visitor history records. Customers often approach the Front Office first to address any issues or share their excitement or opinions, since it offers quick communication with various departments. 
Reflection on Experience and Personal Development 
In my opinion, an unproductive front desk may negatively impact the first impression and disrupt the experience of visitors for the duration of their stay. All hotel guests will inevitably engage with the front-of-house staff, either face-to-face or by telephone communication. (Lords Institute of Management, 2017) 
I was granted the opportunity to acquire knowledge and see the procedures involved in both the check-in and check-out processes. This hotel, like many others within the Accor network, uses the internally built FOLS PMS system for both front office and housekeeping departments. It is a comprehensive property management system created by AccorHotels. The system is fully integrated with Accor's distribution systems, including reservation, scheduling, pricing or pre-payments. (Accor Hotels, 2024) 
The Front Office Department is led by the Front Office Manager. The person in this position oversees and coordinates operations, supervises subordinates, recruits and trains staff, prepares the budget for the front office department, evaluates employee performance and ensures that any complaints are handled. (Peters, 2021) 
[bookmark: _Int_r8RjR7QP]The hotel front desk remains occupied with various tasks before to the arrival of a guest, during their stay and even after their departure. It is the first and last department that a visitor encounters. (Habas, 2020) Upon their arrival, the front desk can make a positive impression by providing amiable and dependable service. The personnel have the ability to create a favourable impression by providing customers with comprehensive information about the diverse range of services and amenities available at the hotel. (Rightsize, 2024)
Upon my observation, it is evident that the check-out procedure provides visitors with a last opportunity to guarantee their satisfaction and well-being. As an instance, the staff may ask whether the customer needs help with their bags or transportation. Additionally, it is a favourable moment to encourage visitors to provide a review about their stay, since it serves as a crucial administrative component of the department. (Mellor, 2024) The front office manager oversees all reviews at this hotel. This function entails evaluating the feedback and categorising it. Pre-formulated content is sometimes used but intricate critiques are always responded to with a personalised written reply. In cases of difficult assessments, especially for group or corporate reservations, if the Front Office manager is unable to resolve a matter alone, she will escalate it to the General Manager for analysis and specific instructions to support front office operations. (Shubham, 2024)
Work-based skills and technical knowledge 
Effective communication abilities and charisma are crucial and impactful qualities. When responding to visitor inquiries at the front desk, it is vital to be confident, polite and sincere. The key element is to comprehend the demands and desires of the visitors. Employees need both intuition and thorough training to ensure they achieve the high standards of the hotel for guest service. We must emphasise the significance of both hard and soft skills here. Acquiring hard skills is achievable via learning and may be shown effectively through certifications and degrees. Soft skills include social, emotional and communicative talents that are difficult to measure and typically learned via practical experience. (Hartmann, 2019)
Proficiency in controlling hardware and software, such as phone systems, printers, and copiers, is essential for receptionists due to the department's heavy reliance on technology. Competence in word processing is vital as well as staff members are frequently required to use Excel. (Half, 2023) 
In my view, the most crucial abilities within the department are:
· Proficient technical receptionist abilities
· Autonomy and strong communication abilities
· Outstanding time management
· Organisational skills
· Social skills
Reflection on Organisational Issues 
My general experience with the front office was that it was a relatively well-managed department. The difficulties I noticed were mostly technical and administrative rather than concerning guest service and were mainly due to staff negligence.
A particularly significant administrative problem that I discovered will be discussed in the following paragraphs with the assistance of the Gibbs reflective cycle. 
Gibbs' Reflective Cycle 
The Gibbs' Reflective Cycle method attempts to provide individuals with the necessary skills to comprehend the process of learning from experience and maximise its benefits. This approach is versatile and may be used in several contexts, including self-improvement, coaching or mentoring. (Maria H, 2024)
Description
The front office often had problems due to incorrect room booking information at the hotel, resulting in erroneous communication with the housekeeping team. This resulted in conflicts between the two departments, frequent interruptions and daily administrative mistakes. I noticed a difference between the figures in the night audit and the rooms that were checked out by cleaning staff.
Feeling
Having encountered this circumstance, I saw it as a recurring issue between them and I was frustrated by it, even though I was not part of the hotel staff. 
Evaluation & Analysis
I have determined that this problem is a result of human irresponsibility and may arise from carelessness. Receptionists are informed with updates about rooms, such as when they are available for visitors after maintenance or vice versa. They often neglected to input this information into the system, causing the cleaning crew to be unaware of the rooms' status and bookings. The night audit is a meticulously arranged document system used by hotels to identify and address any issues related to reservations and finances for a particular day. 
Conclusion
The continuous repetition of this situation can cause a serious loss of profit for the hotel. Unsold rooms or negative feedback regarding the condition of the rooms from the guests can damages the overall value of the hotel and the brand image.
Plan of Action 
Training the front office workers is a crucial investment. On-site training programmes provide a focused and practical method for developing skills, ensuring that the front office personnel are prepared to fulfil guest expectations and reduce administrative mistakes. (Lacalle, 2023) 
Programmes that focus on both individual and team achievements and provide rewards upon goal completion may be very impactful. Annual wage raises, bonus structures and performance evaluations may help maintain employee dedication. (Binder, 2018) 


Conclusion 
Summarising what has been described, the front office desk is a vital component in the daily operations of the hotel as it serves as the central hub through which all activities in the hotel are managed. The front office comprises the sales, marketing and service divisions, which interact directly with customers and work together with the back-office departments. During my placement, I discovered that the front office has a main responsibility to promptly address visitor problems and provide alternate options. I observed the required skills for this role and identified the issues of the department. By implementing a suitable training programme, most of these difficulties may be resolved, leading to a beneficial impact on the operation of the hotel.
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