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                                              Department Overview

The Front Office Department in the Novotel Hotel is the face of the hotel that ushers customers to the hotel. It is the first department guests encounter when seeking hotel services, and the last department that the guest interacts with as they leave has obtained services (Tewan, 2009). As a hotel entry department, it performs key roles such as reservation, reception, check-in/check-out, and complaint handling, as Vallen and Vallen (2014) further elaborate. The objective of my placement at the department was to groom my skills with real-world practice to gain life experience in dealing with guests and understanding the coordination of hotel operations. This report utilises Gibbs' Reflective Cycle to reflect on my placement experience at the Front Office department of Novotel Hotel from the initial observations to the conclusion of my action plan for future professional development. My learning goals include understanding front office operations, developing guest service skills, familiarising myself with reservation systems, improving communication and interpersonal skills, crisis management and resolution, and understanding the role of the front office in hotel operations. 


                  Reflection on Experience and Personal Development
          Critical Analysis of Work-Based Skills and Technical Knowledge

The experience of shadowing a supervisory position in the front office department educates and helps me comprehend the intricacies and dynamics of managing guest services within the organisation. I learned that effective communication is most prominent within the front office to draw guests' and employees' attention and be fluent in transmitting information effectively and compassionately  (Bardi, 2010). As in the case of my supervisor explaining the system glitch delay that led to the cancellation of the group check-in event, ensuring that clients felt heard and valued managed the situations that could have led to client dissatisfaction. The situation further emphasised the significance of problem-solving skills and adaptability in handling situations. Accurately recording clients' choices and remarks, such as preferred rooms or special diets, communicated during the reception also showed the significance of considering detail. Ensuring these details were reported and communicated to other departments time-efficiently enhanced the personalised guest service, thus improving their satisfaction with our services, as Johnston, Clark, and Shulver (2012) also suggest.
Consequently, the system breach exposed the need for detailed technical understanding to take appropriate responses and implement alternative solutions. Experiencing my supervisor working on room booking and inventory management also explained the need for effectiveness and accuracy of guest service. Additionally,  knowledge of the hotel's policies, particularly regarding processing guest data, cancellations of reservations, late check-outs, and customer complaints, was indispensable in empowering employees to handle multiple situations confidently and consistently. 
My academic journey established a strong foundation for me by providing a theoretical framework for my placement roles and knowledge on teamwork, task management, and personal skills like negotiation, communication skills, problem-solving, and customer relationship management, which are essential in keeping the Front Office Department in motion. The personal development further enhanced my understanding of how communication skills are critical when interacting with guests who have diverse cultural practices. Moreover, successfully interacting with multicultural guests motivated me to serve them to meet expectations.


             Critical Analysis of Work-Based Skills and Technical Knowledge

Practising nonverbal communication, such as empathy towards guests, helps to understand their needs and creates a satisfying customer experience (Islam and Kirillova, 2021). More often, I have met my supervisor buried in deep attention to the details given by the guests. Upon questioning him why it is necessary to consider every detail, my supervisor informed me that paying attention to details helps create a unique customer experience by meeting their specific needs, as Ali et al. (2021) also state. The supervisor paid attention to the room's cleanliness before the guests were assigned them. In addition, problem-solving skills are essential in solving unforeseen challenges that could hinder delivering quality guest services. In the department, I witnessed my supervisor handle the room shortage problem, cleanliness, and other guests' issues quickly, and guests' satisfaction was evident from their loyalty and courtesy in online reviews. Observing my supervisor display his problem-solving skills swiftly in the departmental issues shows how critical the skills are in ensuring departmental operations are running. 
Technical knowledge, interpersonal skills, and knowledge management skills competencies are also important for staff to enhance guests' quality service, as Kannan and Garad (2020) assert. Operating software such as virtual hotel tours and property management systems enhanced my proficiency in operating software. Additionally, observing the supervisor use the property management system in his operations, such as managing guest rooms, reservations, and processing of payments, highlighted how technical knowledge is key in handling complex issues quickly, as McGill, Heikkila, and Lazarowicz (2020) further assert.


                                 Reflection on an Organisational Issue

The Front Office Department experienced a high employee turnover rate and had its operations almost collapsing. Work–life imbalance, lack of growth opportunities, and increased working hours were among the major reasons cited by the employees. The high turnover led to inconsistency within the department as the available staff could not serve the increasing number of guests. The quality of the guest services also changed due to the constant shift in the skill combination of recruits who did not have a basic knowledge of customer demands and preferences and experienced staff.
The high employee turnover could be solved by establishing a workplace schedule that enhances work-life balance. Communication is vital in the department, so a feedback mechanism should be established to ensure that concerns raised by employees are addressed. Limited growth opportunities can be avoided by the introduction of employee empowerment programs, such as management skills programs, and technological packages, such as the use of artificial intelligence at the workplace, as the expectancy theory on employee motivation recommends (Eccles and Wigfield, 2020). In addition, Rai, Thekkekara, and Kanhare (2021) recommend Herzberg's Two Factor Theory, which states that showing appreciation to employees through rewards after an exemplary performance motivates employees and contributes to their productivity. 



Future Action Plan
	Problem
	Assessment 
	solutions 
	strategies
	Desired Outcome

	Communication
	Communication barrier
	1. Practicing active listening techniques
2. Staff training and open communication
	1. Comprehensive staff training
2. Introduction of feedback mechanism 
	Effective communication

	Team management
	Disorganised task allocation
	Tasks organisation, prioritisation, and tracking
	Use of task management software
	Meeting tasks deadlines
Improved tasks progress

	Personal skills
	Weaknesses in self-awareness, emotional intelligence
	Coaching sessions, meditation, and mindfulness
	Set goals for personal development and track progress. 
Seek mentorship
	Being self-aware 
Empathetic staff

	Teamwork
	Lack of cohesion 
	Team building workshops
	Collaborative cross-functional projects.
	Task completion and enhanced collaboration 

	Work-based skills and technical knowledge
	Limited technical skills
	Workshops and virtual courses that major on Front Office
	Create a timetable for training and practice every week. 
	Proficiency in systems
Familiarity and policing



	

The action plan matches my personal and vocational development goals and promotes the professional skills required for the hospitality industry. Personal skills are focused on enhancing self-awareness and emotional intelligence, which are the cornerstones of effective leadership and teamwork. The importance placed on team building through workshops and group projects prepares me for dealing with diverse teams. Moreover, the plan aims to improve work-based skills, which are technological, with specialized training, and enhance guest service operations. These strategies align to form a full-packaged program for personal and professional development for career growth in the hospitality industry.







Conclusion

A shadowing experience as a student was a great opportunity that enabled me to apply the theoretical framework of an academic journey into practice. Being in an environment that challenged my technical knowledge of translating concepts into reality, I had a couple of insights to compile. The shadowing experience not only gave an understanding of how guest expectations can be met and the service quality standard maintained, but it also paved the way for further vocational and personal development. Working alongside my supervisor taught me that patience, empathy, problem-solving skills, and attention to detail are great pillars in delivering quality guest service. The role played by the front office staff cannot be underscored as it is the leading department in the productivity and success of the whole hotel model.  
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