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Introduction

In my learning log, I will write about my experiences in the Front Office (FO) during my placement at the Mercure Bedford Centre Hotel owned by Accor Group. I first encountered this department of the hotel, because, as in all hotels, the reception area is a key section within the FO and serves as a first touchpoint between the guest and the hotel. In this hotel there are other sections belong to FO, like the telephone operator, bell desk, information, and concierge (Oaky, 2023). The tasks of all sections are performed by receptionists and supervisors. The department is headed by the FO manager who is a qualified person. Under the manager there are the supervisors, who are followed by the receptionists. They are not necessarily qualified. It is a hierarchical structure where each level has clear responsibilities and tasks (Indeed, 2024).
Throughout the period of my placement, I aimed to gain practical experience to get a deep understanding of the technical knowledge and work-based skills needed by supervisors and managers in FO department to deliver exceptional customer service.

Reflection on Experience and Personal Development

On my first day I found the people working in the FO to be very nice, open and good communicator.  It was very motivating to see them work. The way they give information and help the guests, who leave satisfied and with a smile on their face. 
Following the work of the employees was quite challenging for me at first due to the high volume of information flooding to me. I experienced how much more complex the employees' task is than checking in and out of guests. They have to make a lot of administration on each shift. For the workers on different shifts, the manager compiled a daily checklist of administrative tasks, which I found very useful and a great help.
I also had the opportunity to work with their FOLS property management system, which is the Accor’s own innovation (Hollander, 2023). I feel that this has greatly contributed to my professional development. 
Due to my university studies, I have already gain knowledge about hospitality in theory, such as what is a PMS system and why is it essential in a hotel’s operation. For me the best way to deepen my knowledge is to put it into practice. 
Acquiring theoretical knowledge can provide a deeper understanding of a concept by exploring the underlying reasons behind it. Practice helps deepen knowledge through the act of experience. (Bradely, 2012)
This is expressed most strikingly by a quote from Johann Wolfgang von Goethe:
“Knowing is not enough; we must apply. Willing is not enough; we must do.” 

Critical Analysis of Work-based Skills and Technical Knowledge

These experiences were highlighted the soft skills employers need in this department, such as communication skills, customer service skills (patience, confidence, attentiveness, responsiveness and adaptability), time and stress management skills and attention to detail (Gianotti, 2019).
Later I saw behind the scenes and saw that workers also must perform many administrative tasks, which are mostly done on laptops, tablets, and phones, but there is even the old paper-based administration. This drew my attention to what kind of hard skills are needed for the employees, especially for the supervisors and manager to be able to do our work properly. Computer skills, Microsoft Office skills, language skills, technology skills are essentials for manage to make the administrative tasks and manage the department smoothly (Chan, 2024). These skills can all be developed through study and practice. I will still have the most to do with developing my language skills. 

Reflection on Organisational Issues

My overall experience was good in this department. I was learning a lot from the receptionist colleges about what is an excellent customer service. They all have a confident and polite personality with very hard soft skills, what I already mentioned above. However, I have also observed that this is not enough. To do our work properly in this department and to have a continuous flow of information with the other departments, attention to details and accurate administration are essential. 
In the following, I will evaluate an experience of mine that was caused by a lack of administrative skills using Gibbs’ Reflective Cycle, a widely utilised model of reflection. It functions as a structured approach to assist individuals in systematically reflecting on the experiences they encountered in a specific situation. (Main, 2023)
1. Description
The front office is obliged to hand over to the other department the list of guests who have an allowance. This list is paper based, as the FOLS system and the system used by F&B are not connected virtually, which already foreshadowed the possibility of problems (Jasenovcova, 2021). 
Thus, when the list changes, FO employees often fail to update it. As consequence, money was deducted from the accounts of people whose company would pay their expenses.
2. Feelings
It was an unpleasant feeling to explain to a guest about a mistake that was clearly our inattention.
3. Evaluation
In most cases, a polite apology for the inconvenience caused and, of course, a refund of the deducted amount proved to be a good solution. If the guest is still unhappy, the protocol is to offer a free meal or stay in our hotel. However, the F&B manager lacks the authority to make this decision independently; only the general manager has the power to approve such compensations.
4. Analysis
In order for this problem not to happen, much greater concentration is needed. People should be motivated to do their work more carefully and not to forget to update the list continuously. Increasing work efficiency can be achieved by increasing the happiness of employees. Statistics prove that satisfied employees exhibit up to 20% higher productivity levels compared to unhappy employees in the workplace (Aldana, 2023).
5. Conclusion
A successful manager must therefore ensure regular training and development of employees, and promote those who achieve agreed-upon goals, enhance retention by not only making the promoted employee happy but also helping others see the potential career path offered by the company, thus increasing the likelihood of them staying.




6. Action plan 
One of the topics of the training should be about strategies that help solve the situation that has already developed. One of the topics of the training should be about strategies that help solve the situation that has already developed in relation to the already detailed problem. 
For instance, the “4 As” framework is a useful tool for handling a situation where anger is being openly expressed (Gautam, 2024):
· Admit the facts of the situation.
· Acknowledge the influence of the situation on the upset person.
· Apologise to them and express regret for the situation.
· Act to rectify the situation and reduce its effects.

Future Action Plan
To manage the FO properly, in addition to gaining further experience, I will need to improve my English language knowledge and update my Microsoft office knowledge. I can easily learn through online courses or workshops on these topics. 

Conclusion
 
For me, working on FO department is a very challenging but enjoyable experience. The practice highlighted the difficulties and problems of this work and what work-based skills and technical knowledge needed to perform the work here and to overcome problems occur. It turned out that I need to improve my English language knowledge  and computer skills. I feel that the valuable placement at the hotel had a noticeable positive effect on my professional and personal development and gave me enough knowledge to not have to start my career at the bottom of the hierarchy in the hospitality sector. 
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