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Introduction
The front office is one of the most crucial departments in a hotel, acting as the central point for guest interactions, reservations, and administrative operations. At DoubleTree by Hilton Dartford Bridge, the front office team is responsible for a range of tasks, including guest check-in and check-out, handling special requests, managing bookings, and ensuring smooth communication between departments (Bardi, 2010). The efficiency of the front office directly impacts guest satisfaction, making it essential to maintain high standards of customer service, organisation, and problem-solving (Alemar, 2024).
During my placement, I had the opportunity to develop essential front-office skills, including:
· Understanding front-office operations, including reservation management and guest relations.
· Learning how to handle guest inquiries and resolve complaints effectively.
· Gaining insight into leadership within the hospitality industry, particularly in managing front-desk teams.
· Exploring the role of digital booking and front-office management systems in enhancing efficiency.
To reflect on my learning, I will apply Gibbs’ Reflective Cycle, which provides a structured approach to assessing experiences, evaluating outcomes, and identifying areas for improvement (University of Edinburgh, 2024).
1. Description
During my placement, I shadowed the front-office team, observing and assisting in tasks such as processing guest check-ins, managing reservations, and handling special requests. The shift typically started with reviewing the reservation system to ensure all room allocations were accurate and any guest preferences had been noted (Bardi, 2010). At 3:00 PM, the check-in process began, requiring the front desk to confirm guest details, take payments where necessary, and issue room keys.
A notable challenge arose when multiple guests arrived simultaneously, leading to long queues and delays. The system used for check-in was experiencing technical difficulties, which meant reservations had to be manually confirmed. As a result, some guests had to wait longer than expected, which created frustration (Hospitality Staffing Agency, 2025). Without real-time access to room availability, fulfilling upgrade requests efficiently became difficult, leading to guest dissatisfaction. The integration of digital front-office management systems has been widely recognised as a solution to this issue, helping hotels streamline room allocations (Itefy, 2024).
The front office was also responsible for guest relations beyond check-in. This included responding to calls from guests regarding missing amenities or maintenance issues. I observed that communication between the front desk and housekeeping was critical for ensuring timely room service, especially when handling late requests (SetupMyHotel, 2023).
2. Feelings
Initially, I felt overwhelmed by the fast-paced nature of the front office. Handling multiple guests at once, particularly during peak hours, required a high level of multitasking and quick decision-making. The stress was heightened when dealing with complaints, as some guests became impatient with the wait times.
At first, I found it challenging to remain composed when handling difficult guest interactions. There were moments when I felt under pressure, particularly when a guest became frustrated due to delayed room availability. However, as I observed experienced front-desk staff, I realised the importance of maintaining professionalism and using effective communication strategies to de-escalate situations (Galli & New, 2022).
Over time, I gained confidence in greeting guests, providing information about hotel services, and resolving minor issues. I also developed a better understanding of how to manage time effectively by prioritising urgent tasks, such as checking in VIP guests or handling last-minute booking modifications. By the end of my placement, I felt much more comfortable in a front-office role, appreciating the balance between customer service and administrative efficiency.


3. Evaluation
Several aspects of my placement were positive. I developed a stronger grasp of front-office operations, particularly in reservation management and guest service standards (Campbell, 2022). Observing how experienced staff handled complex requests provided valuable insight into customer service best practices. Additionally, I improved my ability to use hotel management software, understanding how digital tools streamline booking processes and guest interactions (Itefy, 2024).
However, I encountered challenges that highlighted areas for improvement. The lack of real-time communication between departments sometimes caused inefficiencies. For example, when guests requested early check-ins, front-office staff had to contact housekeeping to confirm room availability manually. A more integrated system that allows departments to update room statuses instantly would improve this process, reducing delays and enhancing guest satisfaction (Bahl, 2024).
Additionally, managing guest expectations was difficult when unexpected delays occurred. Guests expected a seamless experience, and when issues arose—such as waiting for a room to be cleaned—some became frustrated. Learning how to handle complaints effectively and maintain guest satisfaction despite operational challenges was a key lesson (Bahl, 2024).
Despite these challenges, I found the placement to be an invaluable learning experience. It reinforced the importance of team coordination, time management, and professional communication in front-office roles (Hospitality Staffing Agency, 2025).
4. Analysis
Front-office management relies on efficient processes, strong leadership, and clear communication between departments. During my placement, I observed that structured standard operating procedures (SOPs) ensured consistency in guest interactions and reduced errors (SetupMyHotel, 2023). According to Siguaw & Enz (1999), well-defined hotel operational practices lead to increased efficiency and service quality, which is essential in front-office management. Having clear protocols in place helped the team manage high check-in volumes effectively, despite occasional system failures.
One major takeaway was the role of technology in front-office efficiency. Many hotels now implement automated check-in kiosks and AI-driven reservation management to minimise guest wait times (Itefy, 2024). At DoubleTree by Hilton Dartford Bridge, a more advanced system could enhance operational efficiency and improve guest satisfaction by reducing manual processing (Bardi, 2010).
Another critical factor was leadership style and team motivation. Studies show that front-office managers who adopt a servant leadership approach—actively supporting and guiding their team—tend to have more engaged and productive staff (Whitelaw, 2016). Encouraging regular training and communication between team members would foster a more efficient work environment, ensuring staff feel supported in high-pressure situations.
5. Conclusion
During my Level 4 placement, I was first introduced to front-office procedures, but this placement allowed me to apply those concepts in a more complex setting. I observed how digital booking systems, which were discussed in my studies, play a crucial role in reducing errors and enhancing guest experiences.
My front-office placement at DoubleTree by Hilton Dartford Bridge reinforced the importance of structured workflows in maintaining seamless hotel operations and guest satisfaction. Effective procedures ensure smooth check-ins, prompt issue resolution, and efficient reservation management. Additionally, strong leadership plays a key role in motivating staff and enhancing service efficiency (Whitelaw, 2016). I observed how engaged managers foster teamwork, leading to more confident and proactive guest interactions.
The placement also highlighted the need for real-time communication tools, as delays between departments can impact room readiness and overall guest experience. Furthermore, the growing role of digital solutions, such as automated check-ins and reservation systems, has improved efficiency in modern hospitality (Bahl, 2024). Overall, this experience deepened my understanding of front-office operations and emphasised the need for continuous improvement to enhance both efficiency and guest satisfaction.

6. Action Plan
To develop my skills for future roles in hotel management, I will:
1. Enhance my customer service and complaint-handling skills – By learning more about de-escalation techniques and guest relations best practices, I will improve my ability to manage difficult situations effectively (Alemar, 2024).
2. Develop leadership and team coordination abilities – Understanding different leadership styles and their impact on staff motivation will help me become a more effective team player in front-office roles (Whitelaw, 2016).
3. Gain more experience with hotel management software – Learning how to use advanced digital tools for reservations and guest tracking will increase my operational efficiency (Itefy, 2024).
4. Stay updated on emerging hospitality trends – Keeping informed about automated check-in systems, AI-driven customer service, and data-driven guest experiences will give me a competitive edge in future hotel roles (Bahl, 2024).
This placement has provided a strong foundation in front-office management, allowing me to develop practical skills that will be invaluable in my future career. By focusing on customer service excellence, leadership development, and digital innovation, I aim to contribute effectively to hotel administration roles in the hospitality industry.
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