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	Introduction 
Reflective practice ensures that a learner is able to what he or she actually has learned and what extra needs he or she has to become more competent and efficient in their future career and professional paths (Williams et al., 2020). Under the course, I have completed my placement at DoubleTree by Hilton Dartford Bridge. In this learning log, I will reflect on my overall activities, learning experience, and evaluation and analysis of my knowledge using Gibb’s six-step reflective model (Williams et al., 2020). 
Journal on front office department placement 
Description: In the DoubleTree hotel, I was in the front office department where I had to cover all the related activities of different departments. I had various tasks and responsibilities that were essential for guest satisfaction and the efficiency of the overall operations. I have worked in all the departments combinedly, especially in reception, concierge, and finance (Bardi, 2011). I had to conduct guest inquiries, facilitate check-ins and outs, manage reservations, provide assistance and related services to the guests, and handle general financial matters with the main employees. Hence, my tasks were crucial to enhancing guest service experiences and managing hotel operations efficiently (Corgel et al., 2011). If I had failed with any matters, it would have delivered negative impressions to the guests and hampered the hotel. 
Feelings: As my activities were directly connected to the service of guests and operations of the hotel, initially I was a bit nervous about starting my work. I experienced a range of emotions, from excitement to nervousness over the whole placement session. Sometimes, some matters were stressful for me. The environment was quite fast-paced, and I needed to adapt to the environment. Especially during peak check-in and check-out times, I had to work very fast but effectively (Hammer, 2016). Initially, it was a bit tough for me to speed up, but I gradually managed to become better. Aside from that, I had to regularly communicate with the upper bodies. Besides, I had to improve my patience with the challenging activities. Even though the activities were challenging, they gave me a lot of opportunities to grow in a better way. 
Evaluation: To evaluate the overall performance, I can say that there are both positives and negatives. It is highly essential to be adaptive and culturally sensitive while handling guests (Tesone, 2010). I was quite good in these activities and was able to manage guests from different cultural points. Besides, I had to regularly multi-task. In the beginning, I was unable to cope with the tasks. I consulted with the employees and found ways to improve this skill. I was able to address guest concerns promptly. I also was a better communicator. But I found that I am not good at empathy it is essential to get the point of the guests to choose different services (Tewan, 2009). Also, my conflict-resolution activities were also weak. I need to work more and improve my problem-solving and conflict-resolution activities. lastly, I found that the overall working environment was very cooperative, and I was getting regular feedback. But I would seek more balanced responsibility and authority while doing desk activities here. 
Analysis: My placement experience provided quite insightful values with the front office activities. I am now more familiar with real-life front office activities. especially negotiating with guests and managing finances enhanced my professionalism and efficiency (Vallen and Vallen, 2014). Besides, I have learned that hoe effective communication can solve bigger issues. Hence, my professional experience will guide me in establishing activities to improve guest relations and satisfaction. 
Ethical and cultural considerations: Diversity is key while managing front office activities to enhance guest experiences (Fallon and Rutherford, 2011). I was very open while negotiating with different guests and tried my utmost to create a welcoming environment for them. Also, I was steady in my ethical points regularly. 
Conclusion: In conclusion, I can say that this placement has deepened my understanding of the hospitality industry and reinforced the significance of guest-centric front office services. Also, it made me understand how important continuous development is as the employees there were ready to learn regularly. 
Action Plan: As I lack empathy, problem-solving, and conflict-resolution skills, I must try to improve these skills in me. I planned to participate in relevant training programs and workshops. I will study different books and experiences of different hotel service specialists so that I can learn from their steps. Besides, I will conduct more real-life activities so that I become efficient in conflict resolution and problem-solving. Finally, I will get regular feedback from my instructors and guides for improving myself. 
Conclusion
In summary, this placement has strengthened my knowledge of the hospitality sector and emphasised the value of providing front desk services that are focused on the needs of the customer. The employees were willing to learn. So, it made me realise how important continuous development is. 
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Component Two: Practical task assessment- scenario

	

	

	

	Trip Advisor Review Response 

	One of the positive reviews posted recently on Tripadvisor expressed the gratitude of the guest regarding the overall experience, especially addressing the food and staff treatments. I have provided a response to the review by expressing gratitude with acknowledgment of his efforts to provide the review. Especially, I have addressed his point of food management as he was very happy as he got celiac, glutton, and dairy-free items. Then, I expressed that his positive review impacted the workforce positively, and the staff members will continue providing better services with higher enthusiasm and motivation from the appreciation the guest has provided. I have ensured that there was the maintenance of positive psychology in the feedback process ( Corgel et al., 2011). Besides, my emotional intelligence to recognize, understand, and manage myself helped greatly to enhance the overall feedback environment (Ushakov et al., 2020). I ended the response with a positive and friendly note so that he could continue to visit us.

	Screenshot of referenced Trip Advisor review used:
[image: ]
Figure: Tripadvisor DoubleTree Hotel Positive Review (www.tripadvisor.co.uk. 2024)



	Letter of complaint response 

	To respond to the letter of complaint, I need to initially find out the issues that the complaint letter has addressed. The guest was very disappointed as there was a lack of cleanliness inside the room. Also, the Wi-Fi service was also slow to her with regular disruptions. Hence, her work was hindered. She also addressed that the noise level was very high. Finally, she said that the staff members were not that responsive and helpful. Hence, she had addressed quite a lot of issues which I had to respond to her quickly and effectively. After getting the complaints, I have properly analysed the matters whether they actually occur and hamper the experience of the guest (Fallon and Rutherford, 2011).
Initially, I expressed my formal apology to her for the disappointment and dissatisfaction she had experienced. Then I expressed my ownership for the overall negative experience that me and my team were unable to provide. Then I have expressed the matters respectively that were addressed in the letter. 
The initial issue was regarding cleanliness. I have expressed that we did not leave any room for any issues that can break out practices for impeccable cleanliness and hygiene standards (Weber et al., 2020). But somehow our housekeeping department was unable to maintain those standards that made the guest suffer. I had addressed that I have started to reevaluate our housekeeping procedures. Besides, I also assured that soon there will be an extensive training session so make the staff members highly compatible. 
Then I addressed the Wi-Fi issues she had faced. I again provided a formal apology with the acknowledgment of the internet connection that day. I had cleared her about some technical difficulties at that time that caused her that much inconvenience. I assured her regarding extra instructions were provided to the technical team so that these issues do not happen in the future (Rossidis et al., 2021). 
Then I deeply regret the inconvenience caused by the excessive levels of noise. We always focus on the tranquillity and comfort of our guests. Hence, there must not be any issues that can hamper the overall experiences of our guests. I assured her that I would discuss the matter with our administrators so that this issue is addressed with reduced noise and disturbances. 
The last matter was regarding the responses of staff members. I again expressed my sorry state and said that our aim is always to provide responsive services. I assured her that I would conduct a thorough analysis of the staff members to identify different areas in which they lack proper initiative. Besides, I will focus on skill development of them properly so that these types of issues do not happen in the future. 
Finally, I concluded my response by acknowledging the issues and apologising once again. Aside from that, I offered a complimentary stay with the hotel, and contacted us based on her convenience (Tesone, 2010). 



Component Three: Portfolio
	Key Skill 1 – Customer Service Skills  

	Guests usually want to spend their special days, vacations, and other special occasions in different luxury hotels so that their days remain special and memorable (Tewan, 2009). Hotel administrators and the front office departments, thus, try their best so that the guests have the best possible experiences by balancing all the front office operations and negotiations (Ushakov et al., 2020). Better customer services create word-of-mouth effects. According to research, it is found that 90 per cent of people trust a hotel or motel on the recommendations they get from other people (Ushakov et al., 2020). Besides, better customer services build loyal customers, help boost loyalty, and gain a competitive edge. This course, before going for the placement, has especially emphasised customer service skills that will help learners like me serve the hotel customers better and enhance overall value. A crucial matter that I have found while from the placement is that customer expectations greatly shape their perceptions and final satisfaction outcomes. They expect to have a very pleasant experience, and everything will be seamless. Hence, my understanding from the course helped me to balance these matters. Aside from that, they want that they will be very actively listened to. In my placement experience, I experienced one of the guests providing higher applause to me because I was a very active listener when he was sharing his past experiences and how we should manage his activities for a consistent experience. I was prepared as the course emphasised customer service skills and was able to implement the knowledge. 

	Key Skill 2 – Communication Skills 

	The field of hospitality industry is heavily dependent on proper communication (Pineda-Rodríguez and Fusté-Forné, 2023). Effective communication is critical to the performance of any hospitality organisation, whether it is used to coordinate staff to deliver excellent service or to communicate with guests to guarantee their satisfaction (Priyangika et al., 2020). From the study of the course, I have gathered proper knowledge about how to communicate with both customers and employees. Besides, the need for digital communication skills has also been highlighted by the course (Fe Causin et al., 2011). In my placement, I had to communicate directly and from the back end of any operations using technology like office communication channels. When I was working in reception, I had to manage communication with both of the parties. When I was working in the accounts department, then I had to communicate with the officials. Once I was communicating with one of the guests in the corridor of the hotel, I had to immediately inform the officials. But that time I found another staff member and passed the information to her as I had to do some hotel facility activities. hence, I had to remain so much cautious and aware to communicate promptly when necessary, so that customer experience is not hampered, and hotel operations run smoothly. Besides, the right information to the right people is key to hotel service communication (Fe Causin et al., 2011). Sometimes, I had to do paper communication so that it created special effects for the betterment of the customers. Besides, I was always aware of the communication barriers so that the effectiveness was not hampered (Fe Causin et al., 2011). 

	Key Skill 3 – Organisational Skills 

	As I had to work in almost every department in the front office, organisational skills were essential to follow and demonstrate for me. The key organisational skills that I have learned from the course are teamwork, adaptability, multitasking, leadership, empathy, and time management (Tewan, 2009). I have found that time is of the essence in hotel service management (Corgel et al., 2011). When everything is organised with proper schedules and work lists, it becomes easier for staff members and executives to maintain those tasks accordingly and ensure that everything is going smoothly (Corgel et al., 2011). I was also provided with their regular operations rotations and management chart. Besides, their task-management software also managed activities that I also followed. Their initiatives for managing work and organising tasks were top-notch. I have witnessed that the business provides a special focus on managing financial and accounts management matters. Being able to work in the front office departments gave me an understanding of resource planning and related decision-making combining the needs and financial targets (Bardi, 2011). Another crucial implementation of proper organisational skills is team coordination. Working as a team while managing different events, plans, and user experience matters is very important (Bardi, 2011). I was properly advised to manage activities in an organised manner so that other staff members or executives do not face any difficulty in conducting activities that may create disruptions. 



	Key Skill 4 – Problem Solving Skills 

	It is likely to face different instant issues while working in the front office departments like reception, switchboard, finance, etc. (Vallen and Vallen., 2014). Without problem solving skills and abilities, it is likely to delay certain operations and hamper customer experiences. The common problems that may be faced while operating in a hotel are complaints, failure of equipment, staffing issues, supply chain disruptions, safety concerns, customisation challenges, etc. (Fraser, 2020). I have seen that once the hotel faced disruption in its supply chain that led it a delayed serving of food to the guest. Also, once there was a small technical difficulty in a room that I did not know how to fix. Then I had to inform the manager. The issue was quite silly, and it showed the area where I must have a certain know-how level of knowledge so that I can fix that issue. Also, the course taught me that it is important to provide services on behalf of other designated staff members. Hence, in the absence of a staff member, I have served the request of one of that staff’s guests. And it is quite common to provide services to others as they may be busy with other activities. Another crucial matter is to handle customer complaints (Fraser, 2020). I had to remain prompt and professional at the same time to address the issues and try to fix them. If I was unable to solve the issues, I would inform the manager and ensure better outcomes of the issues. 
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Excellent hotel - good catering for celiac, gluten & dairy free

Review of DoubleTree by Hilton Hotel London -Tower of London

Reviewed weekago [] viamobile

Excellent stay at this hotel last weekend- all the staff here are so welcoming and can't do enough for
you

The rooms are lovely and clean - and the hotel s very close to all amenities and sites. Tube station is
only 2 minutes walk

Breakfast was fabulous- special mention to Mohammed who really helped with my gluten and dai
intolerances- he was very knowledgable and showed me all the foods | can eat, and asked the kitchen

free

to make a separate omelette for me and he remembered for the next day too - thank you again
More

Date of stay: February 2024
Room Tip: Ask for hard pillows - the ones they supply are like air

Trip type: Travelled os a couple

.

This review s the subjective opinion of a Tripadvisor member and not of Tripadisor LLC. Tripadisor performs checks on
reviews as part of our indlustry leading trust & safety standards. Read our transparency report to learn more.

See all 8,053 reviews




