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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 (Whitbread, 2023). The entire package of booking tasks represents one of the main responsibilities undertaken by them, using the “Bart” PMS. 
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 arrival and departure processes, booking administration, and addressing visitors’ 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 (Townsend and Kellner, 2015). Therefore, to acquire an increased variety of these skills, I committed myself to a two-hour session of training on the “Whitbread Academy” platform to gain some basic knowledge of different departments, and important aspects such as health and safety, and modern slavery (Whitbread, 2024). Also, I ensured that I have fundamental understanding about the business’ standards and procedures before involving in specific tasks. I found it engaging and supportive, and an excellent method to instruct the new employees. 
[bookmark: _Int_031Yrd9g]During my previous placement experience at the Marriott Hotel in Swansea, I noticed that the main method of training is shadowing a more experienced employee. According to Jaworski et al., (2018), this can be a beneficial approach since it provides practical learning through real-world experience, contextual understanding, immediate feedback, and quick adaptation to the company’s culture. Thus, as a future manager, I will be able to use these two strategies to assure effective training for my team.
Also, I got more involved in check-in procedures, supported by either the manager or an employee. Creating a good first impression has been one of my interests since I acknowledged its major impact on the guest experience (Högnäs, 2015). Thus, my aim was not centered solely on completing some forms and passing the key to the guests, but on making them feel welcomed through polite conversation. However, I found it challenging to be done during busier time slots when more guests were waiting at reception. Another opportunity to check with the guest arrived when I addressed different inquiries, trying to sense any needs transmitted indirectly. Padma and Ahn (2020) noted that going the extra mile and trying to personalise the customers’ experience significantly contributes to their satisfaction.
Through “Reflection on action”, I remarked that communication skills are a key contribution to a positive experience, during the check-in procedure or dealing with guests’ requests. As Islam and Kirillova (2021) stated, the outcome of a dialogue is more influenced by non-verbal aspects (eye contact, facial expression, gestures, tone of voice) than the verbal dimension (words). Although I may perform well a task technically, if my attitude would be unpolite, the customer might be upset. Consequently, the entire experience may be affected, resulting in complaints or bad reviews. 
[bookmark: _Int_y52Mjclq]One of the hotel’s goals in the near future is to replace the Bart PMS with Opera to improve effectiveness. While asking the employees their opinion regarding this change, some of them seemed anxious, and doubtful. They reported feeling confident about using Bart and did not know what changes the new system will bring. Thus, I identified a possible resistance to change that could result from their discomfort of adjusting to the new system and lack of enough knowledge regarding the reasons for change (Furxhi, 2021). According to Lauer (2020), this situation may impact business performance through operational inefficiencies, declined work quality, and reduced productivity. Further, these can lead to increased costs, dissatisfied guests, and organisational stagnation. 
[bookmark: _Int_8rnETEZP]I consider that Lewin’s (1947) model of change management can be applied as a solution for diminishing employees’ anxiety and resistance to change, to achieve a successful implementation. During the first step, “Unfreezing”, the manager can communicate to her team about the importance of the new system and present its benefits. She needs to ensure them of her support and be open to listening to their concerns. Secondly, the “Change” phase should comprise the training for the new system, giving them plenty of time to accommodate. During this step, they should only explore the new system while still using the official one. Thus, there will be less anxiety and pressure throughout work. Lastly, the “Freeze” step should involve the implementation of the Opera system as a standard one while ensuring sufficient support for employees. They should be permanently encouraged to share their thoughts and opinions, without fearing others would label these as “wrong” or “unnecessary”.
In comparison with my first placement experience, I believe that my performance has improved due to the increased knowledge gained until the present. However, I still need to acquire more expertise in fields such as crisis management and handling conflicts through extensive research. These comprise enhanced communication and problem-solving techniques. For example, the Typsy platform (2024) hosts training sessions on this topic, held by industry professionals. 
As a manager, my responsibilities would include dealing with unfavourable circumstances and maintaining a safe, positive work environment. Although I did not encounter such circumstances during my placement, they are a real part of the industry that can affect the business. Therefore, these competencies will play an important role in protecting the hotel’s reputation, leading and supporting the team effectively, and delivering a quality guest experience (Alzoubi and Jaaffar, 2020). Also, they will provide me with more confidence in managing difficult situations, leading to increased job satisfaction and enhanced trust from my team.
In the end, I consider that my learning goals have been achieved during this placement experience. I could compare how managers apply different methods of training (technology and mentoring) to develop their team and improve performance. Working at the front desk gave me the opportunity to acknowledge the wide range of skills needed to create a good first impression and deliver excellent guest experience. Any interaction with the guest (check-in/check-out, addressing inquiries) can be used to display kindness and contribute to a positive image. Also, communication competencies have been highlighted as key to service quality. Despite the words must be appropiate, I realised that the non-verbal aspects of communication have a greater impact.
Shadowing the manager was a valuable experience for my professional development since I could see her approach to solving tasks, managing team and interacting with customers. 	Although I accumulated much information in the academic environment, the placement was not only an opportunity to put into practice theories, but also a gateway to new sources of knowledge. Continuous development is important for me as a future manager to be able to deliver outstanding service and be an inspiring model for my co-workers.
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