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The role and function of the Front Office in the Hotel Operation

To provide a detailed personal reflection about the role and function of the Front Office in the Hotel Operation I will use the Gibbs’ model of reflection which is suitable because it provides and in-depth template to follow in order to come up with suitable conclusions and to be able to build an action plan to apply the gained knowledge (Gibbs, 1988). 
The start point of the Gibbs’ model of reflection is the description. I have learned during the past few weeks about the role of the Front Office in a hotel. There are many roles and attributions for the Front Office in hospitality, and a few examples are to greet clients, to keep a record of customers, and to do the check-in and the check-out of the guests, while also ensuring that they are satisfied during their stay and any issues is being solved timely (Sanjaya et al, 2020). On a deeper level, the Front Office symbolizes the face of the hotel (Namira, 2010), and the front office workers are the ones that have the first contact with the client, meaning that they must ensure that they offer an impressive first interaction (Scott, 1994) and that the guests’ first impression is always a positive one (Gumaste et al., 2015). 
The following point in Gibbs’ model is known as feelings. I believe that the importance of the front office has been established very clearly, as the front office is, in essence, the connection between the customers and the Hotel, as it is the main point of interaction  between the two (Shao, 2017). At the same time, I believe that customers’ experience can be easily influenced by the connection and communication with the front office (Mandke, 2021). The only area of concern is represented by the actions that must be undertaken by the front office staff in order to maintain a good image of the hotel and to provide the best possible experience for the clients, and therefore this area will be further investigated to ensure that the knowledge acquired will be applicable during practice. 
Evaluation is the next point of Gibbs’ model. The knowledge about the Front Office role in the Hotel has been clearly established. However, certain aspects are not very clear, such as how a front office worker can ensure that the role of the department is fulfilled and what are the best ways to ensure that. Even more than that, a further point of investigation is represented by the skills and knowledge that the staff must have to successfully perform in this role. 
Based on the previous points, it is necessary to analyse them in continuation of the Gibbs’ model of reflection. Within this area, I can certainly say that my main focus point has been the concrete action which I can do while in practice to ensure that the role of the Front Office is fulfilled. While researching this, I discovered that apart from the knowledge of the hotel’s procedures (My, 2019), the most important skills that a front office worker can possess in the communication skills, along with patience and problem-solving skills (Gamal, 2016). Even more than that, the worker’s attitude is very important as well, as they need to radiate positiveness at all times (Gamal, 2016). 
The following point of Gibbs’ model is the conclusion. To conclude, I was able to clearly define the roles of the front office in a hotel, and apart from the administration role, the front office is also responsible for the hotel’s image. At the same time, the front office represents a very important part of the hotel because it can be the main connection with the customers, and their experience can depend on this connection, therefore it is mandatory that the workers are wisely chose and trained. 
To ensure that the knowledge acquires is applicable, Gibbs proposes as the last point of his model the action plan (Gibbs, 2013). My action plan to put in practice my knowledge about the role and importance of Front Office in the hotel is to keep a positive attitude during my practice, to assimilate the company’s rules and put the in practice and at the same time to ensure that I am able to effectively communicate with the guests and be patient. 
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