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Front office department placement experience


During my placement in the front office department, I had the opportunity to engage in various tasks, from interacting with guests to managing reservations. This reflective journal entry utilizes the Gibbs Model of Reflection to study my experiences, focusing on self-awareness, critical-thinking, and a clear understanding of the reflective cycle. 
Initially, I was excited but apprehensive about my role in the front office. The fast-paced environment and constant guest interactions challenged me to adapt quickly. I found myself handling check-ins, responding to inquiries, and managing reservations simultaneously. While I initially felt overwhelmed, I gradually gained confidence through practice and guidance from my colleagues.
Throughout the time of my placement,  I handled payments efficiently during check-ins and departures, ensuring accuracy in receipts. Utilizing the system, I recorded all transactions promptly, maintaining meticulous records. This process enhanced my attention to detail and organizational skills, contributing to smooth operations within the front office department.

My feelings oscillated between agitation and excitement during my initial days. I felt anxious about making mistakes or not meeting guests expectations. However, as I familiarized myself with the tasks and received positive feedback from guests, my confidence grew. I began to enjoy the dynamic nature of the job, finding satisfaction in resolving guests issues promptly.
Reflecting on my performance, I recognized areas for improvement. While I developed strong interpersonal skills in managing guest interactions, I identified the need to enhance my organizational skills to handle multiple tasks efficiently. Additionally, I realized the importance of maintaining composure under pressure, especially during peak hours. This experience highlighted the significance of continuous learning and adaptation in the hospitality industry.

My experience in the front office department allowed me to research deeper into the particularities of customer service. By analyzing my interactions with guests, I understood the importance of empathy and active listening in addressing their needs effectively. Moreover, I recognized the impact of non-verbal communication, such as maintaining eye contact and positive body language, in fostering positive guest experiences. This critical analysis enabled me to refine my approach and deliver exceptional service consistently.

In conclusion, my placement experience in the front office department was invaluable in shaping my understanding of hospitality operations. Through the Gibbs Model of Reflection, I gained insights into my strengths and areas for development. Moving forward, I aim to influence this experience to enhance my skills and contribute meaningfully to the hospitality industry.

Overall, my time in the front office department was a transformative learning experience. Through self-reflection and critical analysis, I deepened my understanding of customer service principles and sharpen  The Gibbs Model of Reflection served as a guiding framework, allowing me to investigate my experiences systematically and build meaningful insights for personal and professional growth. As I continue my journey in hospitality, I am grateful for the lessons learned and excited to apply them in future activity's essential skills for success in the hospitality industry.

Encountering similar situations within the front office department can be challenging, but with the right approach, I can navigate them effectively. When faced with a high-pressure environment during check-ins and guest interactions, it's essential to remain calm and composed. Taking a deep breath, maintaining a friendly attitude, and prioritize tasks based on urgency can improve my organisational skills. 
Prioritizing communication and focusing on accuracy are two essential aspects of working within the front office department. Reflecting on these aspects of my placement experience, I recognize their significance in ensuring smooth operations and enhancing guest satisfaction.

While I maintained a strong focus on accuracy overall, there were instances where I encountered challenges, particularly during peak hours when the workload was demanding. Despite my best efforts, there were occasional mistakes that required rectification. Reflecting on these experiences, I acknowledge the importance of remaining vigilant and double-checking every transaction and entry to minimize errors. 
Moreover, these experiences highlight the importance of continuous improvement and self-reflection. By acknowledging and learning from mistakes, I can refine my skills and develop strategies to minimize errors in the future. This process of self-awareness and growth is integral to personal and professional development, enabling me to become more effective and efficient in my role within the front office department.

My placement in the front office department provided invaluable insights into the complexities of hospitality operations. Through reflection, I gained a deeper understanding of the importance of communication and accuracy in delivering exceptional service. Moving forward, I am committed to refining my skills, prioritizing proactive measures, and embracing continuous learning to contribute effectively to the team and uphold the standards of excellence in the industry.
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	Trip Advisor Review Response 150 words +/-10%

	
The Queens Hotel - updated 2024 reviews (Cheltenham) Tripadvisor. Available at: https://www.tripadvisor.co.uk/Hotel_Review-g186284-d192978-Reviews-The_Queens_Hotel-Cheltenham_Cotswolds_England.html (Accessed: 08 February 2024). 
Great location – lovely hotel
We had a flying one night stop at the Queens for the second time in a year. It is undoubtedly the grandest address in Cheltenham, overlooking Imperial Square and adjoining the beautiful Montpelier area. When we stayed last year, we were impressed by the refurb. It still looks great, but we had a couple of minor niggles. On arrival, there were loads of parking spaces on their private car park, which was a bonus. We arrived early and, although the reception staff were charming there seemed to be a little 'on-the-job' training going on. We left our luggage and went for lunch in Cheltenham which was fine. We returned at 2.15 and the room was not ready. We were asked to take a seat in the bar and returned at 3 to collect our key. We were then presented with a voucher for a complimentary drink...in the bar. Anyway. Our room on the third floor was really comfy – large bed, sweeping views and strange whiff from the bathroom. It did dissipate with time, so maybe a drains issue. The good points massively outweigh my pedantic nit-picking: great price, beautiful common areas; friendly staff – particularly the young woman in the bar – and a relaxing atmosphere. We would happily return as it's a quality hotel in a superb position.


Dear customer, 

Thank you so much for taking the time to share your experience at Queens Hotel, Cheltenham. We truly appreciate your positive feedback and are delighted to hear that you enjoyed your stay with us once again. 

It's wonderful to know that you found our hotel's location and ambiance to your liking. We take great pride in providing a comfortable and relaxing environment for our guests, and it's fantastic to hear that you felt this during your visit.
Your comments regarding the minor inconveniences you mentioned are appropriately noted. Rest assured, we will address these areas for improvement to ensure a smoother and more efficient experience for our guests in the future.

We're thrilled that you found our staff to be friendly and your kind words will be shared with our team, as they make every effort to provide exceptional service to all our guests.

Thank you once again for choosing Queens Hotel, Cheltenham. 
We look forward to welcoming you back for another enjoyable stay in the future.

Kind regards,

Cristina Petrache
Front office team member
Queens Hotel Cheltenham 
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	Letter of complaint response 500 words +/- 1-%

	
Subject: Resolution of Concerns Regarding Your Recent Stay - Room 330

Dear Mrs Blake, 

I hope this message finds you well. We deeply regret to hear the disappointment and dissatisfaction you experienced during your recent stay in room 330 at our hotel. Your feedback is invaluable to us, and please accept our sincerest apologies for falling short of your expectations. We take your concerns very seriously and are committed to addressing them promptly to ensure that all our guests enjoy a comfortable and enjoyable stay with us.

Regarding the cleanliness issues you mentioned about, please rest assured that we have taken immediate action to address this matter. Our housekeeping team has been briefed on the importance of upholding high standards of cleanliness in every room, and additional measures have been implemented to ensure thorough cleaning and inspection procedures are followed diligently. We apologize for any inconvenience caused and assure you that this lapse in cleanliness does not reflect the usual standard of our hotel.

We understand the importance of reliable Wi-Fi connectivity for our guests, especially for those who need it for work or staying connected. Our IT team has been notified of the issues you experienced with the Wi-Fi service, and they are currently working to enhance the reliability and speed of our internet connection. We are committed to providing a seamless online experience for all our guests, and we appreciate your patience and understanding as we work to improve our Wi-Fi infrastructure. 

In regards to the noise disruptions you experienced, we sincerely apologize for the inconvenience caused. We have reinforced our noise control policies with our staff and are taking additional measures to ensure that noise levels are kept to a minimum throughout the hotel. We understand the importance of a peaceful environment for a restful night's sleep, and we are committed to ensuring that all our guests can enjoy a quiet and relaxing stay with us.

Furthermore, we are deeply disappointed to hear about the unsatisfactory customer service you received during your stay. Providing exceptional service to our guests is a top priority for us, and we apologize for any failures in our service standards. We have addressed this issue with our team members and are conducting additional training to ensure that all staff members are equipped to provide prompt, courteous, and helpful assistance to our guests at all times.

In recognition of the issues you experienced during your stay, we would like to offer you a complimentary night's stay with us, along with our sincerest apologies. Please let us know if you would like to take advantage of this offer, and we will make the necessary arrangements for your next visit.

Once again, we apologize for any inconvenience or disappointment you experienced during your stay. We genuinely appreciate your feedback, and we are committed to taking all necessary steps to address your concerns and improve the overall guest experience at our hotel.

Thank you for bringing these matters to our attention, and we hope to have the opportunity to welcome you back for a more enjoyable stay in the future.

Warm regards,

Cristina Petrache
Front office team member
Queens Hotel Cheltenham 

References:

Kasavana, M.L. Managing Front Office Operations, Google Books. Available at: https://books.google.com/books/about/Managing_Front_Office_Operations.html?id=StHwPgAACAAJ (Accessed: 17 February 2024). 
Determinants of hotel guests’ satisfaction and repeat patronage in the Hong Kong hotel industry | Scholars Portal Journals. Available at: https://journals.scholarsportal.info/details/02784319/v20i0003/277_dohgsaithkhi.xml (Accessed: 17 February 2024). 
Hospitality strategic management: Concepts and cases. Goodreads. Available at: https://www.goodreads.com/book/show/7975320 (Accessed: 17 February 2024). 
CHERDOUH, S. et al. (2022) Using sentiment analysis of online hotel reviews to explore the effect of information and Communication Technologies on hotel guest satisfaction, Journal of Tourismology. Available at: https://dergipark.org.tr/en/pub/iuturizmoloji/issue/69816/1038566 (Accessed: 17 February 2024). 
Baker, D.A. and Crompton, J.L. (2000) quality, satisfaction and behavioral intentions. annals of tourism research, 27, 785-804. - references - scientific research publishing. Available at: https://www.scirp.org/(S(lz5mqp453edsnp55rrgjct55))/reference/referencespapers.aspx?referenceid=1901585 (Accessed: 17 February 2024). 
Sharing tourism experiences: The Posttrip experience - jeongmi ... Available at: https://journals.sagepub.com/doi/abs/10.1177/0047287515620491 (Accessed: 17 February 2024). 





















































Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	Portfolio – 4 skills – front office operations

The hospitality industry stands as a principle of personalised service and guest satisfaction with the front office serving as its vital connection. In the complexity of hotel operations, the front office is the frontline representative managing the guest experience from arrival to departure. This various nucleus involves a spectrum of functions, from check-in procedures and reservations management to addressing guest inquiries and resolving issues promptly. As the first and last point of contact for guests, the front office holds the key to shaping lasting impressions and promoting guest loyalty. Its significance exceeds basic administrative tasks, it illustrates the essence of hospitality embodying warmth, efficiency, and impeccable service. Therefore, the role of the front office in the hotel industry highlights its indispensable contribution to the seamless correlation of guest interactions and the overarching success of the hospitality industry (Rutherford, 2006). 

This essay explores and evaluates the essentials skills required to thrive in a hotel's front office focusing on customer service, communication skills, organisational proficiency, and problem-solving abilities. Real industry examples will illustrate the practical application of these skills, providing insights into their critical role in elevating the guest experience.
Customer service lies at the heart of the hotel industry, and front office employees serve as the ambassadors of this standard. Exceptional customer service involves more than a superficial exchange, it requires a genuine commitment to anticipating and fulfilling guests diverse needs (Petty, 2024). 
Consider a scenario where a front desk agent experiences a guest dissatisfied with their room. The skilled agent, armed with empathetic customer service, not only resolves the issue promptly but goes the extra mile. This might include offering a room change, providing a complimentary service, or engaging with management to ensure the guest leaves with a positive impression. In essence, the front office becomes a stage where customer service is not solely a task but a performance, an assuming attentiveness, empathy, and a promptly resolution that leaves guests with lasting positive impressions. Customer service in front office operations is exemplified through attentive and personalized interactions such as greeting guests warmly, actively listening to their needs, and providing timely and accurate information create a positive impression (Michael M. Coltman et al., 1970). Training staff in empathy and continuous feedback mechanisms ensures consistent and exceptional customer service, fostering a welcoming and hospitable environment within front office operations.







	
Key Skill 2 – Communication Skills 


	Effective communication is the essence of a successful front office operation. The ability to forward information clearly, whether in verbal or written form is crucial for interactions with guests and an ideal collaboration with colleagues across various hotel departments. Illustrating the idea of a concierge tasked with recommending local attractions, dining options, and transportation services to a guest, strong communication skills are vital tailoring recommendations to the guest's preferences, ensuring clarity, and promptly addressing any queries. It's not just about dispensing information but creating a dialogue that enhances the guest's overall experience. Moreover, the importance of communication extends to internal collaboration. The front office must collaborates with housekeeping, maintenance, and other departments to ensure the smooth flow of operations. A lapse in communication can lead to errors, affecting both guest satisfaction and operational efficiency. Clear communication channels prevent misunderstandings, showcase attentiveness, and contribute to a positive guest experience, highlighting the importance of communication skills in a front office hotel environment.







	
Key Skill 3 – Organisational Skills 


	Organisational skills empower front office employees to manage a multitude of tasks smoothly. From handling reservations and check-ins to coordinating with housekeeping and managing guest requests these skills enable employees to prioritize, plan, and execute tasks effectively (ManishGurnule, 2023). This efficiency is particularly critical during peak periods, ensuring that guest interactions are effortlessly and timely. Front office staff with strong organisational skills are better equipped to maintain accurate and up-to-date reservation systems. This accuracy is crucial for avoiding overbookings, ensuring that guests have the accommodations they expect, and preventing potential conflicts or dissatisfaction. An organised front office is better equipped to handle unexpected challenges, demonstrating resilience and adaptability in dynamic situations. Front office manager allocates tasks among the front desk staff based on individual strengths, ensuring each team member knows their responsibilities. Organisational proficiency of the front office department not only prevents issues but also ensures a positive and well-coordinated experience for guests during a high-pressure period.









	
Key Skill 4 – Problem Solving Skills 


	Challenges are characteristic in the hotel industry, and the front office must be equipped with robust problem-solving skills to handle them effective based on immediate identification of issues and the ability to come up with creative solutions are crucial for maintaining guest satisfaction. In particular, anticipate a front office supervisor faced with an overbooking situation. The supervisor, armed with strong problem-solving skills, might negotiate with nearby hotels for alternative accommodations or offer upgrades to affected guests. The focus is on turning challenges into opportunities to enhance the guest experience. In the absence of adept problem-solving, issues can escalate, leading to unhappy guests and potential reputational damage. On the other hand, if a guest encounters an issue with their reservation, a front desk agent with strong problem-solving skills would calmly assess the situation, identify alternative solutions, and promptly resolve the problem (Admin, 2022). Whether it's addressing overbookings, room discrepancies, or guest concerns, the ability to think critically, make informed decisions, and provide effective solutions ensures a positive guest experience. The ability to think on one's feet and find solutions tailored to the specific situation is a stamp of authenticity of a skilled front office professional.
In conclusion, the success of a hotel's front office operations matches on the improvement and application of key skills: customer service, communication skills, organisational proficiency, and problem-solving abilities. These skills work in concordance allowing front office staff to handle a range of scenarios effectively. In summary, a practical understanding of key skills in the hotel's front office operations involves not only theoretical knowledge but also the ability to apply these skills in real-time scenarios. It requires adaptability, quick thinking, and a commitment to creating positive guest experiences.
In the hospitality industry, possessing a comprehensive set of skills is essential for employees to meet and exceed the diverse needs of guests. These skills not only contribute to guest satisfaction but also serve as a foundation for professional development and career advancement.
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Great location - lovely hotel

We had a flying one night stop at the Queens for the second time in a year. It is undoubtedly the
grandest address in Cheltenham, overlooking Imperial Square and adjoining the beautiful
Montpelier area. When we stayed last year, we were impressed by the refurb. It still looks great,
but we had a couple of minor niggles. On arrival, there were loads of parking spaces on their
private car park, which was a bonus. We arrived early and, although the reception staff were
charming there seemed to be a little ‘on-the-job" training going on. We left our luggage and went
for lunch in Cheltenham which was fine. We returned at 2.15 and the room was not ready. We
were asked to take a seat in the bar and returned at 3 to collect our key. We were then
presented with a voucher for a complimentary drink...in the bar. Anyway. Our room on the third
floor was really comfy - large bed, sweeping views and strange whiff from the bathroom. It did
dissipate with time, so maybe a drains issue. The good points massively outweigh my pedantic
nit-picking: great price, beautiful common areas; friendly staff - particularly the young woman
in the bar - and a relaxing atmosphere. We would happily return as it's a quality hotel in a
superb position.

Read less a

Date of stay: February 2024

Trip type: Travelled as a couple
Room Tip: Higher rooms are quieter

See more room tips

Value
Service





