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Novotel Southampton is a 4-star hotel situated in city center, with 121 rooms on 5 floors. The combination of room types is standard, superior, twin, and executive rooms.  We can also find pool and gym facilities, 8 conference rooms, 5 on the ground floor and 3 on the 5th floor; bar and restaurant. 
As part of my study, placement at the front office at Novotel is crucial for the smooth operation of hospitality business, guest satisfaction, and overall success.  
Shadowing a supervisory position as a receptionist in the front office at Novotel Hotel Southampton is an effective way to gain valuable insights and experience in leadership, management, and operational skills. This process involves closely observing and learning from a current supervisor, allowing me to understand the complexities and nuances of the role.
Understanding the Role
Shadowing a supervisory position provides an immersive learning experience. According to Dessler (2020), shadowing allows employees to gain a practical understanding of the job requirements, the decision-making process, and the interpersonal skills necessary for effective supervision. This hands-on learning approach is invaluable for grasping the intricacies of managing a front office, which often includes handling customer complaints, coordinating staff schedules, and ensuring a smooth operational flow.
Skill Development
During the placement period, I have developed critical skills such as conflict resolution, time management, and effective communication. As noted by Mathis, Jackson, and Valentine (2019), these skills are essential for supervisory roles and can significantly impact the efficiency and atmosphere of the front office. 
Building Confidence
Observing, in placement time, helped me build confidence in aspiring supervisors by providing a clear picture of what the role entails. It demystifies responsibilities and highlights the importance of leadership in creating a cohesive and motivated team. Research by Robbins and Coulter (2018) suggests that confidence in one’s abilities is crucial for effective leadership, as it influences decision-making and the ability to inspire and manage a team effectively.
Networking and Relationships
The process of shadowing also fosters professional relationships and networking opportunities. According to Noe (2020), establishing a rapport with existing supervisors and colleagues can open doors for mentorship and future career advancement. These connections are essential for professional growth and can provide ongoing support and advice as one transitions into a supervisory role.
Learning Objectives at the Front Office department
Learning objectives in the front office department are essential for ensuring that employees have the necessary skills and knowledge to effectively manage guest interactions, administrative tasks, and overall front office operations. Key learning objectives include:
 1. Customer Service Excellence. Employees should develop skills in providing exceptional customer service, including greeting guests, handling inquiries, and resolving complaints efficiently. Training should emphasize empathy, active listening, and problem-solving skills (Hayes & Ninemeier, 2009).
 2. Reservation Management: Proficiency in managing reservations using hotel management software is crucial. This includes taking bookings, updating room availability, and coordinating with other departments to ensure accurate guest information (Baker, Bradley, & Huyton, 2000).
3. Communication Skills. Effective verbal and written communication skills are necessary for interacting with guests and colleagues. This includes clear articulation of information, active listening, and professional email correspondence (Walker, 2010).
 
4. Financial Transactions. Understanding and managing financial transactions, such as processing payments, handling cash, and maintaining accurate financial records, are critical skills for front office employees (Kasavana & Brooks, 2001).
 
5. Crisis Management. Employees should be trained to handle emergency situations, such as medical emergencies, fire alarms, and other unexpected events. This includes knowing the emergency procedures and communicating effectively during crises (Ismail, 2002).
 
6. Multitasking and Time Management. The ability to prioritize tasks and manage time effectively in a fast-paced environment is essential. Employees should be trained in techniques for efficient multitasking and time management (Hayes & Ninemeier, 2009).
 
7. Cultural Awareness and Sensitivity. Given the diverse nature of hotel guests, employees should be trained in cultural awareness and sensitivity to provide inclusive and respectful service to all guests (Baker et al., 2000).
[bookmark: _Int_0THFxTq5][bookmark: _Int_xN11rP99]Dealing with guest complaints effectively is crucial in maintaining a high standard of customer service and ensuring guest satisfaction. The following strategies, supported by relevant literature, outline the best practices for handling guest complaints in a professional and constructive manner. During placement time at the front office there were situations when the receptionist had to deal with a specific complain. A party was hosted by the hotel, and the guest was informed only on the previous day that led them to worry about a peaceful relaxing time in the evening. The steps that receptionist took were as following:
Active Listening
Active listening is the foundation of effectively managing guest complaints. According to Johnston and Marshall (2016), demonstrating genuine interest in the guest’s concerns by actively listening helps in understanding the issue completely and shows the guest that their concerns are taken seriously. This involves maintaining eye contact, nodding, and refraining from interrupting while the guest speaks.
Empathy and Apology
Expressing empathy and offering a sincere apology are essential steps in addressing guest complaints. Acknowledging the guest's feelings and apologizing for any inconvenience caused can significantly de-escalate the situation. An empathetic response shows the guest that the staff cares about their experience and is committed to resolving the issue (Barsky and Nash, 2019).
Problem Solving
Once the issue is clearly understood, prompt and effective problem-solving is necessary. Lovelock and Wirtz (2016) emphasize the importance of taking immediate action to rectify the problem. This may involve offering a solution on the spot, such as providing a replacement service or compensation, changing the allocated room in case the noise will disturb or a bonus as a discount of 10 percent. All these alternatives were presented promptly and responsibly to the guest. For any uncomfortable situation, the guest was asked to discuss it first with the front office and the solution will follow. Quick and effective resolution demonstrates the organization's commitment to customer satisfaction.
Follow-Up
Following up with the guest after the initial resolution can further enhance satisfaction and show that the organization values their feedback. In the evening, a front office member was sent to check if the guest was disturbed by the event, and the response was predicted by the management team, there was no disturbance. According to Zeithaml, Bitner, and Gremler (2018), a follow-up call or message to ensure the guest is satisfied with the resolution can turn a negative experience into a positive one, potentially leading to guest loyalty.
Documentation and Analysis
Documenting complaints and analyzing them for patterns can help prevent future occurrences. By keeping a detailed record of complaints, management can identify recurring issues and address systemic problems. As Heskett, Sasser, and Schlesinger (2015) suggest, using this data to improve service processes can lead to higher overall guest satisfaction and operational efficiency.
Conclusion.
[bookmark: _Int_OxmZidtK]Overall, working at the front office provides any student with practical work experience, enhancing their administrative, communication, and problem-solving skills, which are valuable in any career. Gaining experience in a front office role provides a solid foundation in customer service, communication, and organizational skills. This experience is invaluable for understanding the dynamics of business operations and client relations. Working in a front office honed my ability to manage administrative tasks, handle inquiries, and interact effectively with diverse individuals. Ultimately, this role equipped me with practical skills and professional insights that are transferable to various career paths, fostering personal and professional growth.
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