Introduction

The Reception/Front Office department is one of the most important departments for the Royal Grosvenor Hotel’s guest service operations, as for the any other hotel, as it is handling the first and last impressions of each guest's stay. This department is responsible for reservations, check-ins, and check-outs, addressing different inquiries, and coordinating with all the other departments to meet guest needs promptly. 
In my placement in this department, I tried to develop:
· A better understanding of the role and its responsibilities within the guest service operations.
· Work-based skills, such as communication, organisation, and conflict resolution, to better manage guest expectations.
· An insight into the technical knowledge required for efficient front office operations, such as using a reservation system and adhering to the guest service protocols.
· An enhanced knowledge of task management and teamwork in a different setting.

Section 1: Reflection on Experience and Personal Development

Kolb’s Experiential Learning Cycle (1984) is a model of experiential learning that aims to describe a four-stage process, a process in which individuals can learn through their own experiences. The stages included in the model are: the Concrete Experience, where an individual goes through the new experience; Reflective Observation, in which they reflect on the experience; the Abstract Conceptualization, where the person develops theories or concepts using their reflections; and the Active Experimentation, where they apply what they learned into future situations. This is a cyclical model that encourages continuous learning and adaptation, which is ideal for personal and professional development in future career (Kolb, 1984).

Concrete Experience

During my placement at the Royal Grosvenor Hotel, I managed to work and observe different tasks in reception and the front office area, such as check-in and check-out procedures, creating and changing reservations, and helping with guest requests. The front office and the supervisor's role required skills such as multitasking and the ability to anticipate needs. I noticed that in order to deal effectively with guests in reception involves a constant need for coordination with other departments such as housekeeping, maintenance, and food and beverage departments to help resolve guest concerns faster and more efficiently.

Reflective Observation

In the beginning, I was impressed by the complexity of managing guest expectations as soon as they appeared. Guests usually approach the front desk with last-minute requests, which require skills such adaptability and problem-solving. I identified in this experience that clear communication was important, not only with guests but also with other staff members, to make sure requests were handled efficiently and delivered to the appropriate department. This experience showed me the importance of interpersonal skills and organisational awareness to adhere to the high standards that the customer expects (Lashley & Morrison, 2018).

Abstract Conceptualisation

Reflecting on my development and the experiences I had, I identified that my previous industry experience helped me adapt faster to the fast-paced environment that can be found in the reception and front office. My academic background also helped me by offering the theoretical foundation, such as strategies that can be used in customer service, theories to solve conflict, and communication skills, which I can apply practically in the current setting (Mullins, 2016). I had a better understanding of task management and teamwork as I started to observe how the supervisor and the receptionist prioritised guest needs and coordinated with all the other departments and team members. Based on Huczynski and Buchanan (2013), task management is important to ensure consistent service quality in guest-facing roles, which was clear for me throughout this experience.

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

Importance of Work-Based Skills and Technical Knowledge

In order to meet the expectations of guest in the reception area, a mix of work-based skills and technical expertise is required (Baum, 2020). One of the essential skills that cannot miss in this area is communication, which is essential for ensuring clarity and building trust with guests, which directly impacts the satisfaction of the visitors. Additionally, technical knowledge is necessary, as a receptionist cannot do their job without familiarity with the hotel’s property management system (PMS), which is critical for managing bookings and resolving issues swiftly.

Technical Knowledge in Practice

One of the best examples of technical knowledge in reception areas is using the PMS to receive the bookings, manage room assignments and coordinate with housekeeping on room status. I had observed the supervisor handle multiple tasks at the same time, which highlighted the importance of system proficiency to be able to provide timely service (Baum, 2020). This experience also reinforced that technical skills are needed to be able to offer a good guest service, and without these skills the employee is unable to manage reservations, monitor occupancy, and fulfil guest requests (Ottenbacher et al., 2019).
Another skill that is highly important not only in reception, but in all the areas of hospitality is teamwork as all the departments need to collaborate for an overall great customer experience. Effective communication and collaboration are essential to handle high volumes and ensure requests were relayed accurately. Kolb’s concept of Abstract Conceptualization proves this observation by showing the importance of reflection in understanding how interpersonal skills contribute to team efficiency (Kolb, 1984). By reflecting and analysing these experiences, I saw how each interaction is important and could shape overall guest satisfaction and operations.

Section 3: Reflection on Organisational Issues

Concrete Experience of Issue

One of the biggest issues I encountered were the delays in the check-in process during a particularly busy period. Due to a technical problem in the PMS, the reservations could not be accessed, which led to frustration among the guests waiting to check in. This bottleneck created a ripple effect that affected the entire department’s performance, as it impacted both guest satisfaction and staff workload.

Reflective Observation and Impact on Operations

This issue demonstrated that the technical challenges could disrupt operations and negatively impact the guest experience. It also highlighted the importance of preparing contingency plans for technical failures and having a good team to solve the technical issues as soon as possible. The delay not only slowed down check-in and check-out process, but also led to negative feedback from the customer, which impacted the department’s reputation. This aligns with Mullins' (2016) observation that efficient operations and guest satisfaction are connected, especially in guest-facing roles where time and service quality are closely monitored, and the customer service is one of the most important skills. 

Suggested Solutions

As a proposed solution for such issues, creating and implementing a backup system or manual check-in procedure during technical disruptions could be beneficial. Additionally, preparing and providing training on contingency protocols to the employees would enable smoother operations during system failures. Based on Herzberg’s Motivation-Hygiene Theory (1966), offering the staff training and preparing them for technical issues can enhance both the employee’s confidence and the guest satisfaction, as employees are better equipped to handle service interruptions.

Conclusion and Action Plan

Summary of Key Insights

This shadowing experience showed me the importance of work-based skills and technical knowledge in offering great customer service and delivering high guest service standards within the Reception/Front Office department. By observing a supervisor’s approach to task prioritisation, guest interaction, and teamwork, I gained a deeper appreciation and a better understanding of how these skills contribute to operational success. Additionally, the organisational issue related to system failure proved the need for adaptability in critical situations and technical troubleshooting skills.

Future Professional Practice

In order to develop my skills and my career, I plan to strengthen my technical skills through further training on property management systems and guest service software, but also other software required in other departments. I will also pursue additional training in crisis management and problem-solving to learn how to better handle unexpected operational challenges. This action plan will help me improve my current skills, be more consistent, offer better customer service and learn how to react efficiently in challenging situations.
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