In the dynamic field of the hospitality industry, where service is paramount and first impressions linger, the front office serves as the gateway to a guest's experience. At Premier Inn Newport, the front office is a bustling hub of activity, orchestrating the seamless intersection of guest arrivals, departures, and myriad requests in between. Usually, two associates ensure the smoothness of operations, shadowed by their manager. Professionalism, kindness, and attention to detail stand as core values for Premier Inn receptionists. The entire package of booking tasks represents one of the main responsibilities undertaken by them, using the software “”. 
This paper examines through personal reflection the manager’s strategies and behaviours in the process of supporting the front office employees. The Schön’s (1983) reflective model serves as a tool for comprehensive elaboration. It comprises two sections, “Reflection in action” and “Reflection on action”, highlighting the thoughts in the middle of the experience, but also afterward it. Thus, the model empowers learning through a double set of connections and can mirror the goal achievement.
The key learning goals I have set for the front office area state as following: 
1) To learn about the front office manager's approach to employee training, development, and performance management, with a focus on enhancing individual and team capabilities; and 2) To gain an extensive understanding of the daily operations of the front office, including check-in and check-out procedures, reservation management, and handling guest inquiries.
Shadowing a supervisory position within the front office area represented an enriching opportunity to gain knowledge from an experienced worker in the industry. Also, it provided unique insights regarding successful dealing with daily responsibilities, and challenges. Through “Reflection in action”, I noted that a front office manager needs consistent hard and soft skills to achieve success. In the case of the Premier Inn Newport hotel, the manager deals with at least three categories of people: hotel employees, guests, and third-party stakeholders. Therefore, her ability to multitask and switch over almost instantly to deal with different requests is a dominant managerial characteristic. As Townsend and Kellner (2015) stated, this capacity is sustained by skills such as task management, communication, problem-solving and decision-making.
[bookmark: _Int_OsfCVpxT]Also, I agree that as a front office manager and leader, she represents the Premier Inn brand in terms of values, mission, and goals (Merhaut et al., 2017). She is among the first people in the company who must ensure that these are met and encourage her colleagues, mostly through her example, to aim for their accomplishment. Thus, the team will be motivated and inspired to strive for similar attitudes and achieve performance. For example, genuine care for customers is a main value of Premier Inn (Whitbread, 2023). A pleasant attitude, a warm welcome, polite communication, meeting different needs or requirements are counted as practical manners to display this value, which has been noticed at both manager and employees. The check-in is the foremost opportunity to express it, followed by a guest’s first impression (positive or negative), which is significant for service evaluation (Landmark Hotel Group, 2023). 


