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Student Learning Log: Reflecting on My Experience in the Front Office at Ibis Hotel Chesterfield
[bookmark: _Toc181620697]Introduction
The front office at the Ibis Hotel Chesterfield serves as the primary point of contact for the guests. This department is responsible for managing the guest reservations, check-ins and check-outs, and handling the guest inquiries and complaints. The efficiency and the effectiveness of the front office operation are key in shaping the overall guest experience (Nangpiire et al., 2022). My role during this placement involved the shadowing the front office manage. This allowed me to observe the intricate processes that underpin the successful hotel administration. During my 10-week level 6 hotel placement at the Ibis Hotel Chesterfield, I gained valuable insights into the operational and managerial aspects of the front office department. This learning log follows the Gibbs reflective cycle. By reflecting on my experiences, I aim to highlight that how this placement has contributed to my development.
[bookmark: _Toc181620698]Section 1: Reflection on Experience and Personal Development
Throughout my placement, I shadowed the front office manager, who provided me with the various insights into the daily operations. My responsibilities included observing and also assisting with the various tasks, such as managing the booking system, checking in guests and also responding to inquiries. The first experience, which I encountered was the check-in process. I observed that, how the front office staff welcomed the guests, which provided them with the necessary information about the hotel and also ensured that their needs were addressed promptly. The key highlight of my experience was participating in the handling of the guest complaints (Hall, 2024). I witnessed that, how the front office team effectively managed these situations by actively listening to the guests. This empathizing with their concerns and also providing the appropriate solutions. For instance, when a guest expressed dissatisfaction with their room due to the noise, the staff promptly offered the room change and also provided the complimentary amenities to enhance the stay (Domanski, 2020).
Initially, I felt a mix of the enjoyment and nervousness as I began my placement. The fast-paced nature of the front office was both exhilarating and also overwhelming. However, as I settled into my role and also built the understanding with my colleagues, my confidence grew. I enjoyed the interactive nature of the job and also found fulfillment in assisting the guests. There were moments of the frustration, which is particularly when dealing with the challenging guest complaints (Sigala et al., 2021). I felt the pressure to perform well and provide satisfactory resolutions.
[bookmark: _Toc181620699]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Positive Aspects:
Shadowing the front office manager, which allowed me to gain the practical insights into the operational processes. I learned the importance of maintaining the organized booking system. I also learned that, how the efficient check-in procedures can enhance the guest satisfaction. For example, I noticed that when the staff members were well-prepared, the check-in times were significantly reduced, which resulted in a smoother guest experience. Interacting with the guests and the colleagues enhanced my communication skills (Mulet-Forteza et al., 2022). I learned to tailor my communication style, which is based on the needs of the different guests. For instance, when assisting an elderly guest, I adopted the more patient and the clear communication approach. This ensures the understood the information is understood.
Negative Aspects:
The challenge, which I encountered was managing the time effectively during the peak check-in hours. The high volume of the guests often resulted in the long queues, this leading to the stress among staff and the dissatisfaction among guests (Wong and Yang, 2020). This experience highlighted the need for the effective time management and prioritisation skills in the front office.
[bookmark: _Toc181620700]Section 3: Reflection on Organisational Issues
My placement experience reinforced the significance of the work-based skills and technical knowledge in the hospitality industry. The key areas of the focus included communication, teamwork, task management, personal skills and the guest service. The effective communication is dynamic for ensuring the smooth operations and the positive guest experiences (Rane et al., 2023). I learned that the clear communication, which helps to prevent the misunderstandings and facilitates effective problem resolution. The ability to convey information succinctly and clearly to guests was the essential; this is particularly when explaining the hotel amenities and services and the collaborative nature of the front office became evident during my placement (Ferguson et al., 2020). The working closely with my colleagues fostered a sense of the camaraderie and encouraged us to support the one another during busy periods. I learned to prioritize the tasks based on urgency and the importance, this is especially during the peak hours. 
[bookmark: _Toc181620701]Conclusion and Action Plan
Based on my experiences in the front office department, I have developed the following action plan to guide my future professional development, which includes the enhancement of the time management skills or actively seek opportunities for the training in time management and the prioritization to improve the efficiency during busy periods. Develop the leadership skills or pursue the opportunities to shadow and learn from the supervisory roles to gain the insights into the effective leadership practices within the front office. Engage in the guest service training or participate in the additional guest service training programs to refine my skills in handling the guest inquiries and complaints. Implement the best practices or share best practices learned during my placement with the colleagues in future roles to contribute to improving overall departmental performance (Kravariti et al., 2022). Apply the theoretical knowledge or continue to integrate the theoretical frameworks from my academic studies into my practical experiences to enhance the guest service and operational efficiency.
	Objective
	Action
	Expected Outcome

	Enhance time management skills
	Actively seek training in the time management and prioritization techniques. Seek workshops or online courses on time management skills or use the time-management apps or tools to organize tasks.
	Improved efficiency during busy periods. Reduced stress and improved productivity.


	Develop leadership skills
	Pursue the opportunities to shadow and also learn from the supervisor.s
	Gain insights into effective leadership practices within the front office

	Engage in guest service training
	Participate in additional guest service training programs
	Refine skills in handling guest inquiries and complaints

	Implement best practices
	Share best practices learned during placement with colleagues
	Contribute to overall departmental performance improvement

	Apply theoretical knowledge
	Integrate service theories (e.g., service recovery models, customer satisfaction principles) into daily tasks 
Reflect on how theories can improve guest handling in real situations 
Document insights for future learning and application
	Enhanced quality in guest interactions and service efficiency 
- Stronger alignment of theoretical knowledge with practical skills, benefiting both personal development and the organization



[bookmark: _Toc181620702]Conclusion
In conclusion, reflecting on my placement experience at the Ibis Hotel Chesterfield has provided me with the invaluable insights into the operational aspects of the front office department. The importance of the effective communication, teamwork and the task management has been reinforced through my hands-on experiences. The challenges which, I faced highlighted the need for the continuous improvement and adaptation in the fast-paced environment. These insights will undoubtedly inform my future professional practice within the hospitality industry, this guiding me to prioritize the guest satisfaction and the operational efficiency. 
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