


Student Learning Log for Guest Service Operations
Overview of the Department:
During my placement, I shadowed a supervisory position in the Front Office department of an IBIS BUDGET BARKING. The Front Office, often regarded as the nerve centre of the hotel, is crucial for guest satisfaction as it is the first and last point of contact for guests. It includes responsibilities such as guest check-in and check-out, reservations, concierge services, and handling guest inquiries and complaints. This department requires a blend of technical knowledge and interpersonal skills to ensure efficient operations and high levels of guest satisfaction.
Model of Reflection:
For this reflection, I will use Gibbs' Reflective Cycle (1988), which includes six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This model will help structure my reflection to critically analyze my experiences and learning outcomes.
Placement Learning Objectives:
1. Enhance Technical Knowledge: Gain a comprehensive understanding of the technical aspects involved in Front Office operations, such as the use of Property Management Systems (PMS).
2. Develop Communication Skills: Improve both verbal and non-verbal communication skills to handle guest inquiries and complaints effectively.
3. Understand Team Dynamics: Observe and understand the importance of teamwork and how various roles within the department contribute to overall guest satisfaction.
4. Improve Task Management: Learn to prioritize and manage multiple tasks efficiently in a fast-paced environment.
5. Guest Service Excellence: Develop strategies to anticipate guest needs and exceed their expectations.
Reflection on Experience:
Description:
During my placement, I was involved in various activities such as checking in guests, managing reservations, and resolving guest complaints. One particular incident that stands out involved a guest who was dissatisfied with their room allocation. They had booked a sea-view room but were given a garden-view room due to overbooking.
Feelings:
Initially, I felt anxious and overwhelmed, as the guest was very upset and vocal about their dissatisfaction. However, I also felt a sense of responsibility and eagerness to resolve the issue to the guest’s satisfaction.
Evaluation:
The situation was challenging but also a valuable learning experience. It highlighted the importance of effective communication and problem-solving skills. While the immediate resolution was to offer a room change the next day and a complimentary meal, I felt that the initial handling could have been smoother with better preparation and communication.


Analysis:
The incident underscored several critical skills required in guest service operations. Communication was paramount in de-escalating the situation. The ability to listen actively, empathize with the guest's concerns, and offer a sincere apology helped in calming the guest. Teamwork was also essential, as I had to coordinate with housekeeping and reservations to facilitate the room change. Task management skills were put to the test as I juggled this issue alongside other front desk duties.
Additionally, the experience reinforced the importance of technical knowledge. Understanding the PMS allowed me to quickly find alternative room options and update the reservation accurately. According to Hinkin and Tracey (2000), technical skills combined with effective communication significantly enhance guest satisfaction.
For example, during a busy check-in period, I observed how the supervisor seamlessly managed multiple tasks by prioritizing guest interactions and using the PMS to streamline processes. This efficiency not only reduced wait times but also maintained a high level of guest satisfaction.
Conclusion:
This experience was instrumental in highlighting areas for improvement, such as anticipating potential issues and improving my problem-solving skills. It also emphasized the importance of being proactive rather than reactive. The ability to remain calm under pressure and use available resources effectively were key takeaways.

Action Plan:
To build on this experience, I plan to:
· Improve my technical skills by familiarizing myself with various front-office software systems. This includes taking online courses or tutorials on the specific systems used in the hotel, such as Property Management Systems (PMS) like Opera or Fidelio.
· Develop better communication techniques through role-playing exercises and feedback sessions. For example, I can participate in training workshops that simulate guest interactions and receive feedback from peers and supervisors.
· Enhance my problem-solving abilities by studying common guest issues and effective resolution strategies. Reading case studies on guest service management and discussing these with experienced colleagues can provide deeper insights.
· Engage in proactive learning by seeking out situations where I can observe or participate in handling complex guest interactions. Volunteering to take on more challenging tasks during my placement can help build confidence and experience.
Additionally, I plan to:
· Attend workshops and seminars on customer service excellence to stay updated on best practices and new trends in the industry.
· Seek mentorship from experienced professionals in the hospitality field to gain insights and advice on handling various guest service scenarios.
· Regularly reflect on my experiences using Gibbs’ Reflective Cycle to continuously improve my approach and effectiveness in guest service roles.
Observations and Relevant Examples:
Observation 1: Communication Skills:
I was critical in managing guest expectations and resolving complaints. For instance, during a particularly busy weekend, I observed the supervisor handle a situation where a guest’s room was not ready upon their arrival. The supervisor communicated clearly and empathetically, offering a complimentary drink at the hotel bar while the room was prepared. This not only diffused the immediate tension but also turned a potential complaint into a positive experience for the guest. This example underscores the importance of maintaining clear and empathetic communication in guest services.
Observation 2: Team Dynamics:
The synergy within the Front Office team was evident in their ability to handle high-pressure situations. For example, during a large conference event, the coordination between the Front Office, Housekeeping, and Events teams ensured that guests were checked in efficiently and rooms were ready despite the high turnover. Observing this teamwork highlighted the importance of inter-departmental communication and collaboration in delivering seamless guest service.
Observation 3: Technical Proficiency:
Proficiency in using the PMS was crucial for efficient operations. I observed the supervisor adeptly managing room allocations and swiftly addressing booking discrepancies, which minimized delays and guest dissatisfaction. This technical skill, coupled with a thorough understanding of the hotel's services and amenities, enabled the supervisor to provide accurate and prompt information to guests, enhancing their overall experience.
Observation 4: Task Management Observation:
Effective task management was essential for maintaining service standards during peak times. The supervisor demonstrated exceptional organizational skills by prioritizing tasks, such as addressing guest complaints immediately while delegating routine check-in tasks to other team members. This ensured that all guests received timely and attentive service, even during busy periods.
Observation 5: Guest Service Excellence:
Anticipating and exceeding guest expectations was a recurring theme in the supervisor’s approach. For instance, I observed the supervisor arranging a surprise birthday cake for a returning guest, which was noted in the guest’s profile. This personalized touch not only delighted the guest but also reinforced their loyalty to the hotel. Such actions illustrate the impact of going above and beyond in guest service.
Future Action Plan:
Conflict Resolution Training: Enrol in specialized training programs to improve my conflict resolution skills. This will help me handle guest complaints more effectively and turn negative experiences into positive ones.
Technical Skill Enhancement: Gain advanced proficiency in the Property Management System through additional training sessions. This will enable me to handle bookings, room allocations, and guest inquiries more efficiently.
Regular Performance Reviews: Implement a system for regular feedback and performance reviews with my supervisor. This will help identify areas for improvement and track my progress over time.
Proactive Guest Engagement: Develop strategies to engage with guests proactively, such as personalized welcome messages and pre-arrival confirmations. This will help anticipate and address potential issues before they arise.
Team Building Activities: Participate in team-building activities to strengthen relationships within the Front Office team. This will improve communication and collaboration, leading to a more cohesive and efficient team.
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