Learning Log: Administrative role within Front Office


Overview
Front Office of Ibis Wembley Hotel
Ibis Wembley’s front office is the heart of the hotel or as Walker (2017) puts it, "The reception is the nerve centre of a hotel. It is the first and last point of interaction between the guest and the hotel". At any one time, 3 receptionists work at the front office and they usually rotate with the back office, where finances and reservations, complaints and guest enquiries get answered.

Learning objectives
· Understand the day-to-day tasks of a FOM
· Observe how complaints are dealt with in-person and online
· Observe the implementation of hospitality, psychology, and management theories in real time 
· Understand the day-to-day challenges that face a FOM and how to deal with them.

Reflection
To structure my reflection, I utilized Kolb's Experiential Learning Cycle (1984). 

Section 1: Reflection on Experience and Personal Development

Concrete experience
I had very little experience shadowing the front office manager due to the hotel’s scheduling issues. she spent most of her time in her office at the back office, scheduling the staff’s rota, answering emails, and dealing with complaints. Since I haven’t yet had the opportunity to have longer hours working in reception, I started by familiarising myself with their PMS system, their SOPs, their system of rotating between front and back office, and interacting with guests. I used my non-verbal communication skills while checking out guests and would often engage in conversation with them, asking questions such as ‘How was your stay?’ to determine the satisfaction of guests at the hotel. Shadowing experience is crucial for understanding work-based skills. Skills like time management, staff management, and communication were emphasized by staff, all aimed at enhancing guest service. Efficient management leads to meeting guest expectations and satisfaction. Knowledge, including technical knowledge, plays a key role in managing teams effectively. Understanding the role of supervisors and promoting teamwork contributes to meeting service standards and guest expectations. 

Reflective observation
Shadowing in a supervisory role helped me to understand the principal elements of a job in a particular field together with the methods of learning and performing such work. Secondly, it also enabled me to evaluate my personal and vocational capability. For example, my personal reflections during that period showed that I have strengths in effective teamwork and consulting others, but I also realized that I mostly lack self-confidence. I have had no experience in managing people, particularly in a work situation and that is something which I must learn to overcome any fear of failure. Through continuous shadowing in a supportive environment, vocational experiences help individuals to learn and develop for example, by increasing self-esteem and self-confidence (Good Practice for Placements Guides, 2010). This is true because work placements such as shadowing provide opportunities to develop independence and may lead to a greater sense of professionalism and this has been clearly manifested in me during this shadowing period.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge

Abstract conceptualization
Efficiency in the front office depends not on how well tasks are performed but on how well employees are motivated and instructed to meet the goals and objectives of the plans the general manager and staff have formulated. The plans developed by the general manager along with the department supervisors provide the vision the business needs to compete for the hospitality markets as they take an active role in gathering information of interest to guests and in developing procedures for the front office to use (Bardi, 2011). For example, Paulina, the FOM of Ibis Wembley, installed a light-up sign that said, ‘rooms from £99’. She turned this on every time their rates reached £99, and this was a very effective way of capturing the attention of anyone walking past. 

Managers, as outlined in the managerial roles theory by Partridge and Mintzberg (1974), are tasked with three main roles: interpersonal, informational, and decisional. Within the realm of hotel administration, proficiency in work-based competencies such as communication, leadership, and problem-solving is essential to fulfil these roles effectively. These skills enable managers to engage with guests, communicate information across departments, and make well-informed decisions to tackle operational obstacles.

Section 3: Reflection on Organisational Issues

Concrete Experience
As with all departments and organisations, there are issues. Visitor management system is what provides security, especially at times of emergency. It is vital to always confirm identities of guests and keep security of the guests, belongings of guests, as well as the employees themselves at the back of our minds at all times. However, in this instance, an individual who was not a guest at the hotel possessed a room key of the hotel (perhaps the guest staying in the room had dropped her key or he had previously stayed but had taken a key home – still unconfirmed). He went up and came downstairs a couple of times and then again to reception and claimed that his card had stopped working, presumably due to the magnetic nature of the card, which happens quite often. The reception staff, in this instance had automatically renewed his card without checking whether he was a guest staying or not – they had assumed he was. After having been granted access, he stole a lady’s whole suitcase and her belongings. As one can imagine, this ensued a big problem for the hotel and the police were called a large investigation into this started. 

Reflective Observation
There are many reasons as to how and why something like this could occur. Firstly, the time in which the individual came was peak check-out time (around 11AM) and the staff were too overwhelmed by the sheer volume of guests waiting to check out and perhaps leave their luggage, etc. This could’ve prompted them to not go that extra step to double check the identity of the individual, especially since the staff had probably already seen him going upstairs before. Therefore, two organisational issues stand out from this situation, and they are SOP adherence, and stress on staff (O'Neill & Davis, 2011). SOPs not only ensure the delivery of high service standards and guest satisfaction, but also greatly reduce the possibility of something going wrong. Total quality management (TQM), developed by Deming, is a management technique that encourages managers to look with a critical eye at processes used to deliver products and services (Bardi, 2011). Managers must ask front-line employees and supervisors to question each step in the methods they use to provide hospitality for guests. However, the theory is very different from the implementation of it practically, and I think this is where the FOM deficiency can be seen.

Section 4: Future Action Plan

Abstract Conceptualization and Active Experimentation
Based on the TQM theory discussed earlier, in the future, when I do assume a managerial position, the strategies I will use to ensure this theory is in effective use are:
· Implement a task management software system such as Asana or Trello to assign tasks, set deadlines, and track progress.
· Conduct regular performance reviews to identify inefficiencies and areas for improvement in task management processes.
· Provide training on time management and prioritization techniques to ensure effective task execution and resource allocation.

One of the most important factors that contribute to a successful organisation is its building blocks – the employees, and their satisfaction and motivation. To foster such a culture, I will:
· Ask for more placement in the front office as I feel it is the focal point of a hotel and the part I would want to go into in the future. 
· During this time, I will proactively analyse and reflect on the ways in which the managers at ibis Wembley implement the service profit chain theory (Heskett et al., 2008), as well as their shortcomings. I will do this by asking the managers questions about the standards set by ibis as a whole in this regard and the standards set specifically at their Wembley branch. 
· I will utilise my findings well when I do start working in the FO department in the future.
Lastly, understanding guests will be my main job as a manager and to that I will read up on the psychology and personality psychology of guests to not only empower myself, but my employees as well (Mishra & Pal, 2014).
Conclusion
In conclusion, my learning log has provided valuable insights into the administrative role within the front office of ibis Wembley London Hotel. By utilizing Kolb's Experiential Learning Cycle, I gained a deeper understanding of the day-to-day tasks of a Front Office Manager (FOM) and observed first-hand how complaints are handled in-person and online. Through reflection and critical analysis, I identified areas for improvement such as communication, teamwork, and SOP adherence. Moving forward, I plan to implement strategies grounded in theories such as Total Quality Management and Service Profit Chain Theory to enhance task management processes and employee satisfaction. By proactively seeking further placement opportunities and learning from experienced managers, I aim to contribute positively to the future success of front office operations.

