





Reflection: Front Office Department
 
Amar Haddouche (2017328)
Managing Hotel Administration
BMIH6004
Lecturer: Natalie Brailsford 
 
 









Reflection: Front Office Department
Introduction
According to Salem (2021), reflection practice is critical to the success of any placement experience, as it promotes learning acquisition and personal growth. Through crucial observation of one's experiences, people can benefit from the knowledge gained, identifying areas that need improvement and sharpening specific skills. During my placement, I was privileged to be part of the front office team of the Leonardo Hotel Cardiff, a distinguished hotel with a reputation for top-notch guest service and hospitality. Settled in the very center of Cardiff, the hotel will surprise you with its beautiful rooms, cutting-edge facilities, and well-trained staff. Thus, this paper explores my reflection on this experience by following Gibbs' Reflective Cycle. 
Description of the Experience
While working at the Leonardo Hotel Cardiff, the front-of-house section played the most crucial role, coordinating activities and combining the operational years. As a receptionist, I handled customer relations, whereby I greeted customers, managed reservations, and responded to their queries and complaints. The front desk team encompassed receptionists, concierge staff, reservation agents, and guest service representatives, each of whom took part in the realization of guest satisfaction and successful operations. The experience showed that the front office delivers guests' opinions and feelings to the hotel. As the prominent authors (Filimonau, 2021) said, staffing levels and competencies are key issues the department majored in to implement high-quality services effectively. Appropriate management approaches, including participative leadership, enable employees to share their ideas and take responsibility for their roles, contributing to the culture of accountability and teamwork (Zhong et al., 2021).
Working together became the primary element in guest service and management processes, with employees exercising their joint efforts to respond to the clients' needs and reach the organization’s target level. This aspect aligns with Franco et al.'s (2020) research, which shows that teamwork is essential in providing top-quality service and improving labor efficiency in hospitality settings. Communication was the dominant tool used in that hotel and made guests feel welcomed, as Leung et al. (2020) argued in their work. Another monumental part of the front office was task planning, which demanded so much respect, organization, and a strict schedule of tasks to ensure the service was provided on time and the workflow was smooth and efficient.
Hotels needed detailed step-by-step procedures for taking in new and existing reservations, sending confirmation letters, checking guests in and out, processing payments, and handling such guest requests as complaints and special needs. Management performs different processes, guarantees perfectionism of hotel operation, and ensures satisfactory guest experiences (Peng et al., 2020). Policies and procedures like data privacy policy and complaints handling policy are integral to the overall security of guest data and ensure that complaints and other issues related to guests' stays are dealt with quickly and effectively. Introducing these policies applies to regulatory prescriptions and the best industry practices. Therefore, the hotel keeps its brand image intact. This part coincides with the research of Ahmed et al. (2021), which indicates that you should establish specific policies and procedures when operating in the hospitality business to promote consistency, reliability, and professionalism.
Feelings
Working in the front office department evoked enormous feelings. I was filled with joy in a new role, but, at the same time, it turned out to be more nerve-wracking as I had to deal with many duties to make my clients feel exceptionally good. At first, it was challenging to handle all the tasks, but as time passed, I got used to it. The happiness of fulfilling all my guests' demands and receiving excellent reviews was my primary motivation and made me feel my job was important. Through our mutual work, I could understand and connect more with the members of my team, and we joined hands to conquer the busy periods and every project we were assigned and shared our smiles every time we attained our goals. Establishing relationships with co-workers and the common belief that we were working towards the same goals created a positive atmosphere and increased my satisfaction with my job.
Evaluation
My time at the Leonardo Hotel Cardiff's reception outlet was an intellectually stimulating and eye-opening experience, providing me with in-depth knowledge of the hospitality business. The problems I had, like dealing with guest expectations and solving operational issues, gave me the characteristics of being the resilient problem solver I am today. A series of lessons on communication, teamwork, and task management highlighted that they significantly impact the delivery of excellent customer service (Yallop & Seraphin, 2020). Although I had to contend with some of my moments of irritation and confusion, what made the job worthwhile was the feeling of delight and fulfillment that came with the realization that I had helped the team achieve its goals by meeting the needs of our guests. In conclusion, this particular experience was transformative, and it has exposed me to the tools I can use to enhance service and bring value to hospitality. Overall, the internship at Leonardo Hotel Cardiff marked a significant milestone in my ability to develop professionalism in the hospitality industry.
Analysis
Working as a front office agent at Leonardo Hotel in Cardiff gave me the experience of the interconnected hotel industry and its behind-the-scene processes. Thus, I am more aware of this industry. The communication systems were the fundamental approach for achieving the hotel service level by implementing data privacy and complaint-handling procedures. Implementing these policies enabled us to comply with regulations and created an environment where professionalism and reliability were the ruling norms (Song et al., 2020). Besides, the procedures of conduction and guest communication are centralized, resulting in standardization of operations and improved speed. Time management and task prioritization applications became a significant part of my decision-making processes, which led to boosting my productivity and meeting my guests' requirements. It is usually a system of policies and procedures that must be in place to ensure unbiased and consistent performance (Alvarez et al., 2021).
Conclusion
Reflecting on my internship with the Leonardo Hotel Cardiff at the front office, I was undergoing a life-changing experience. I have unintentionally discovered so much and gained skills. Even though it had its challenges like guest demands and daily operations, I finally came out more robust with a modified skillset. Moreover, this experience proved that the ultimate success factor in providing the best guest experiences is cooperation, teamwork, and task order. As I look ahead, the lessons captured from this experience will guide me in my future journey within the hospitality industry.
Action Plan
With the knowledge acquired and experiences gained at the internship, I am determined to continue refining my competencies and making meaningful contributions to the hospitality industry. Consequently, I will ensure that I am always engaged in professional development, like communication classes and leadership seminars, aiming to improve my interpersonal and managerial skills. Moreover, I seek to establish a culture of teamwork and mutual support where the organization becomes a team of people with clear communication channels and a common purpose of high performance. Apart from that, I plan to keep working on my task management methods, which will be based on using technology and employing time management skills to increase productivity. By adopting a growth mindset and staying alert to current trends and industry standards, I can make impactful contributions and improve guest experiences in hospitality management.
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