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[bookmark: _Toc167991928]Introduction
My hotel reception/front office placement experience is documented in this student learning journal. The front desk handles visitor check-in, check-out, reservations, and queries and complaints. This function is crucial to visitor satisfaction and hotel efficiency. I'm using Graham Gibbs' 1988 Reflective Cycle to organize my reflection: description, feelings, evaluation, analysis, conclusion, and action plan. This methodology helps me evaluate my placement experience and identify areas for improvement.
[bookmark: _Toc167991929]Chosen Department Overview
The Front Office/Reception is chosen. This section handles guest check-in and check-out, booking, information requests, complaints, and satisfaction. The hotel's image, first impression, and guest comfort and happiness depend on the front desk (Flores, 2022). Its varied and crucial functions include extensive and demanding customer relations and close liaison with all other departments of the hotel. Reception/front offices ensure guest happiness and loyalty, which help hotels maintain their image and reputation.

[bookmark: _Toc167991930]Introduction to the Reflection Model
I used Gibbs' Reflective Cycle. Graham Gibbs introduced the model in 1988. The model's six steps and structured reflection framework make it ideal for reflection. The six steps include experience description, feelings, assessment, analysis, conclusion, and action plan. The model improves experience analysis and improvement. Gibbs' Reflective Cycle examines all aspects of experience, from events and feelings to consequences and strategies. Most importantly, this model works well in the diverse and tough front office. Sometimes situations develop, and since we're working with humans, this environment is dynamic (Gibbs and Hall, 2020).

[bookmark: _Toc167991931]Learning Objectives
What I aim to get my placement on the Reception/Front Office:
1. Understand and manage the day-to-day operations of the front office.
2. Enabling enriched communication and customer interaction skills through guest communication.
3. Learn and apply problem-solving techniques in handling guest complaints.
4. To learn to appreciate management and coordination of tasks up on the front office level.


[bookmark: _Toc167991932]Section 1: Experience and Personal Development Reflection
The office front supervisor let me observe and help with all office front procedures during my employment. This experience taught me how work-based skills and technological knowledge are used in guest service.
Communication Skills: Daily contact with guests helped me learn how to quickly and effectively meet their different demands. Front-office communication is vital because guests have many questions and concerns. I learnt how to clearly deliver information, listen, and reply, which improved visitor interaction and pleasure (Rahim and Tazijan, 2020).
Teamwork: Working with the front office team to ensure smooth operations taught me the value of collaboration. To satisfy guests, housekeeping, maintenance, and other departments had to work together. Every member of the front office team contributes to providing excellent service in all its tasks. Proper communication, support, and harmony among the team members led to seamless client service.
Task management: Time management was essential for managing various check-ins, checkouts, and guest inquiries and organising and prioritising work. In the Frontline, multitasking is a major challenge. This capacity to multitask is key to seamless operations and frontline guest happiness. This experience taught me how to organise tasks, create priorities, and manage time to improve job performance (Srivastava et al., 2020).
Personal Skills: This placement strengthened my problem-solving skills, especially with guest concerns. I learned to be calm and offer realistic solutions while listening to guests. Handling guest complaints requires calmness, empathy, and rapid thinking to resolve the situation to the customer's satisfaction. I gained confidence and problem-solving skills by analysing visitor difficulties and applying creative solutions. 

[bookmark: _Toc167991933]Section 2: Critical Reflection on Work-Based Skills and Technical Knowledge
Work-related skills: Front-office workers must communicate, coordinate duties, and collaborate. Applied skills ensure speedy, efficient service that improves guests' experiences. Effective communication simplifies understanding and meeting visitor needs. Teamwork fosters a collaborative environment where one person complements the other to serve well, while efficient tasks management streamlines procedures (Elziny, 2021).
Technical Knowledge: To supply accurate information and run efficiently, front office software systems used to manage reservations, check-ins, and check-outs required technical knowledge. The front office runs best with software knowledge, especially property management systems (PMS) (Kock, 2021). Perfect information, real-time updates, and visitor and reservation control are provided by the systems.
Work Experience: One guest's reservation didn't go through while I was working. I handled the problem by communicating with the passenger and reservations. This made me realise how important technical knowledge and communication are. The understanding of how to run the software system, diagnose the problem, and communicate with the visitor and reservations staff was the key to fixing the problem and satisfying the guest.

[bookmark: _Toc167991934]Section 3: Reflection on Organizational Issues
Situation experienced: One major situation I found myself in was a complaint by a guest about a room that was too noisy. The customer was so troubled and stressed for a quick solution. This required immediate attention and coordination with a number of departments to solve the issue to his satisfaction.
What I Did: I personally responded to the complaints of the guest, apologized for the inconvenience, and changed the guest room. I also went on with the maintenance department to attend to the noise levels. The ability to listen empathetically, offer a sincere apology, and provide a quick solution were all critical in helping de-escalate the situation and ensure the guest was satisfied.
Analysis and Solutions: This situation was influenced by the performance of the department, as it was expected that an instant solution be provided and that it had to collaborate with other departments. Among other possible alternative solutions there could be either giving the guest a compensatory service or discount as a goodwill gesture. The use of theories like the SERVQUAL model based on reliability, assurance, and responsiveness can further be used to make the satisfaction level of the guest perfect (Parasuraman, 2020). The improvement in the quality of the services and the satisfaction level of the guest can also be brought by the front office if all the other departments have an idea regarding the issues that can arrive at the hotel and react to them immediately.
[bookmark: _Toc167991935]Section 4: Future Action Plan
Areas of improvement: The areas of improvement are listed in my review as communication, task management, and technical knowledge areas. Improvement in these areas will further increase my ability to render highly effective guest service and operate effectively.
Areas of Improvement:
1. Communication: Attend workshops and engage in training to develop my skills in communication. This can be achieved through practice, such as role-playing exercises, attending seminars, and learning from professionals, on communication with guests and among the team.
2. Task Management: Use some of the tools and techniques that normally go about the purpose of effective task management, so that an equitable way to set priorities may be achieved. Task management would therefore be achieved via the use of strategies, to include the use of to-do lists, employing task management software, and techniques for good time management.
3. Technical Knowledge: Remain updated with the new systems under the front office software and attend technical training for added competency. Remaining abreast with the development of new systems under front office technology plus attending training sessions can make me a better operator of systems (Tas et al., 2022).
Alignment with Personal/Vocational Goals: This action plan would be aligned with an individual's career objectives in the hospitality industry, focusing on continuous improvement and professional development. Enhancement in these skills will help me be more effective within the appropriate roles in the guest service operation that I will manage. Continuous improvement of my skill and knowledge will lift my performance for the front office's overall benefit and take my career forward.

[bookmark: _Toc167991936]Conclusion
Overall, the shadowing experience in the Reception/Front Office has proved to be very valuable in developing the majority of my work-based skills, technical knowledge, and knowledge of guest service standards. Reflection through Gibbs' Reflective Cycle helped me identify strengths and the areas that could be improved. The personal and vocational development gained from this placement will shape my future career aspirations within the hospitality industry. Analyzing experiences, learning from them, and bringing improvement are only possible tools for continuous growth and success in the hospitality industry.
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