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Reflective Journal on My Front Office Placement Experience at The Harboro Hotel

Intro

My placement in the front office of The Harboro Hotel served as a comprehensive initiation into the complexities and rewards of hospitality management. This reflection, guided by the Gibbs Model, delves into the multifaceted nature of my responsibilities, my emotional journey through the experience, and the professional and personal insights gained. (Bengsch, 2016)

Main tasks

My role was inherently dynamic, with responsibilities that spanned the spectrum of guest services. Daily duties included facilitating guest check-ins and check-outs, a process that required not only operational efficiency but also a personal touch to make guests feel welcomed. Additionally, I managed inquiries, both in-person and via phone, providing information and resolving concerns with both tact and resourcefulness. Reservations management was another critical area, involving detailed coordination to ensure guests' preferences were met, from room selection to special requests, thereby personalizing their stay. My objective was always clear: to enhance the guest experience from arrival to departure, ensuring each interaction was marked by attentiveness and a commitment to service excellence. (Bennett, 2022)


First impressions

The initial immersion into the hotel's front office was both exhilarating and daunting. The pace was unrelenting, and the stakes of guest satisfaction were high. I experienced a mix of emotions; the joy of positive guest interactions was occasionally tempered by the stress of managing multiple demands simultaneously. Particularly challenging were peak periods, where the volume of check-ins and inquiries escalated, pushing my multitasking abilities to their limits. However, these moments of pressure also provided opportunities for growth, testing my resilience and adaptability in real-time. (Daniel Formolo, 2023)

Reflections

Upon reflection, my strengths were most evident in one-on-one guest interactions, where my empathy and attentiveness often translated into positive experiences and feedback. However, the role illuminated areas for improvement, especially in multitasking and time management under pressure. I also recognized the importance of delegation and efficient problem-solving—skills that were crucial in navigating the complexities of front office operations and ensuring guest satisfaction amidst a fast-paced environment. (Ezyinn, 2024)

Understanding of the tasks at hand

This placement profoundly impacted my understanding of the pivotal role the front office plays in shaping guests' experiences. Interactions with guests and colleagues highlighted the essence of hospitality: creating memorable experiences through service excellence. The importance of effective communication became evident, not just in resolving issues but in building a collaborative team environment. Moreover, encounters with cultural and ethical considerations enriched my perspective, emphasizing the need for sensitivity, respect, and adaptability in addressing the diverse needs of guests. (Farooqi, 2023)

Conclusion

The placement at The Harboro Hotel was instrumental in cementing my passion for hospitality. It reinforced my desire to make a meaningful impact on guests' experiences and solidified my career aspirations within the industry. The experience fostered significant personal growth, enhancing my confidence, communication skills, and appreciation for the nuances of hospitality.

  To ensure continuous professional growth and to address the areas for improvement identified during my front office placement at The Harboro Hotel, I have developed a detailed action plan. (GODOY, 2018)

Time Management Enhancement

Recognizing the need for improved efficiency, especially during peak operational periods, my first goal is to master time management. To achieve this, I will enrol in an online time management course tailored for hospitality professionals, focusing on strategies for prioritizing tasks, handling stress, and optimizing workflow. Platforms like Coursera and LinkedIn Learning offer courses designed to enhance productivity in fast-paced environments. Additionally, I will adopt digital tools such as Asana for task organization, setting weekly goals to monitor progress and adjust strategies as needed. (Lemon, 2016)

Leadership Skills Development

To foster leadership qualities that encourage teamwork and positive workplace dynamics, I plan to engage in both formal education and practical experiences. Participating in a leadership development program offered by a reputable hospitality school will provide foundational knowledge. Concurrently, I will seek opportunities within my current role to lead small projects or cross-training sessions, applying theoretical knowledge in practical settings. This hands-on approach will be complemented by regular feedback sessions with my supervisor, aimed at identifying strengths and areas for leadership growth.

 Cultivating Cultural Competency

Acknowledging the importance of cultural sensitivity in delivering exceptional guest service, I aim to deepen my understanding of cultural diversity. This will involve participating in cultural competency workshops that offer insights into effectively interacting with guests from various backgrounds. To further this goal, I will initiate a language learning endeavour, focusing on languages most commonly spoken by our guests, using resources like Duolingo for daily practice (Shah, 2023)

 Continuous Learning and Industry Engagement

Staying informed about the latest trends and developments in the hospitality sector is crucial for my professional development. I will subscribe to key industry journals such as the “Journal of Hospitality and Tourism Management” and actively participate in webinars and online forums hosted by hospitality networks. Attending annual hospitality conferences will not only broaden my industry knowledge but also enable networking with professionals and experts, fostering a deeper understanding of global hospitality trends and innovative practices.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Colin C,

We're overjoyed to read your review of The Harboro Hotel following your recent stay with us, especially as you visited the 10 Para Memorial at Burrough on the Hill. It's an honor to have been your chosen place of rest and relaxation during such a significant trip.

We're thrilled to hear that you found our accommodation spotless and our bar lively and friendly. Our team works tirelessly to maintain the highest standards of cleanliness and hospitality, so your acknowledgment means the world to us.

Should your travels bring you back to Melton Mowbray, we look forward to welcoming you again. We have many more delightful dishes and friendly smiles waiting for you. If there’s anything specific you would like to experience during your next stay or any feedback, you’d like to share to make your future visits even more enjoyable, please don’t hesitate to reach out.

Warmest regards,

Harboro Hotel team.


154 word





	Screen shot of referenced Trip Advisor review used:
[image: ]

	

	

	

	Letter of complaint response 500 words +/- 10%

	12 January 2024

Mrs. Joanna Blake  
558 Longford Road,  
Swansea  
SA1 2AR  

Subject: Our Sincere Apologies and Commitment to Excellence

Dear Mrs. Blake,

I hope this letter finds you well. I am writing to you not just as the manager of The Harboro Hotel but as someone who deeply values the experience and satisfaction of our guests. Having received your letter dated January 10th, 2024, detailing your recent stay's disappointments, I wish to extend our sincerest apologies for the inconveniences you faced. It is with a sense of urgency and seriousness that we address the concerns you've raised regarding the cleanliness of your room, Wi-Fi reliability, noise levels, and the customer service you received.

Firstly, regarding the cleanliness of your room, we understand that this is fundamental to a guest's comfort and satisfaction. It is disheartening to learn that we fell short of our own high standards in this area. Our housekeeping team will undergo additional training, focusing on meticulous attention to detail and adherence to our comprehensive cleaning protocols.

The issue of unreliable Wi-Fi service is another concern that we take seriously, recognizing the critical role that connectivity plays in our guests' stay, especially for those, like yourself, who require it for work purposes. We are in the process of upgrading our internet infrastructure to provide a robust and high-speed connection, on the importance of technology in enhancing guest experience.

Furthermore, the excessive noise levels you encountered are unacceptable. We are implementing stricter noise control policies and exploring additional soundproofing measures to ensure that all our guests enjoy a peaceful and restful environment.
We care about your sleep at night and to prove that if we can we will make amends in any of your future stays.

The unresponsiveness and unhelpfulness of our staff that you experienced are particularly concerning, as it contradicts the values of hospitality and service excellence that we stand for.

Mrs. Blake, I assure you that your feedback has been taken with the utmost seriousness and will serve as a catalyst for immediate and long-term improvements across our services. As a gesture of our commitment to regain your trust and as a token of our apologies, we would like to offer you a complimentary stay in one of our premium rooms, along with a special dinner curated by our executive chef. We hope to have the opportunity to welcome you back, providing an experience that not only meets but exceeds your expectations.

Thank you for bringing these issues to our attention. Your feedback is invaluable to us as it helps us to improve and better serve our guests. We look forward to the opportunity to restore your faith in The Harboro Hotel.

Warm regards,

Raj

Hotel Manager 

The Harboro Hotel  
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Providing exceptional customer service, communicating effectively, staying organized, and creatively solving problems are essential skills for front office staff at hotels. Anticipating guest needs, resolving issues promptly, and exceeding expectations require friendliness, empathy, and care. Clear verbal, nonverbal, written, and interpersonal abilities allow smooth information exchange with diverse guests. Multitasking, attention to detail, and meticulousness enable efficient operations. Finally, empowered critical thinking transforms negative situations into positive experiences through customized service recovery. Mastering these customer-focused service, communication, organizational, and problem-solving skills creates memorable stays, enhances satisfaction, and builds brand reputation.
	
Key Skill 1 – Customer Service Skills  


	
Providing exceptional customer service is the most vital skill for front office roles like front desk agents or concierges. Employees must exhibit friendliness, patience, care, and empathy when interacting with guests. This involves anticipating needs, answering questions promptly, responding to requests and complaints quickly, and ensuring complete satisfaction (Brownell, 2019).  

Staff should build rapport through warm greetings, active listening, and displaying positivity in their verbal and nonverbal communication. A smile, eye contact, and enthusiastic tone makes a strong first impression. Employees must remain cool under pressure when handling frustrations. Learning and using guest names shows personalization. Empowerment to resolve issues on the spot by waiving fees or providing amenities transforms dissatisfied guests into loyal patrons (Torres & Kline, 2013).

Role-playing scenarios during training covers specific situations like calmly handling a reservation mix-up, customizing a room for an anniversary, or accommodating a late checkout. This immersion builds confidence to provide memorable service. Legendary hotels ingrain customer service into their culture through values-based training programs that empower staff to exceed expectations (Michelli, 2008). 

Real life experience example:
- A guest checking in for their honeymoon is disappointed to find their ocean view room actually faces the parking lot. The front desk agent apologizes sincerely, empathizes with their frustration, and upgrades them to a premium suite with an ocean view at no extra charge. The guests are delighted at the recovery service.

- When a regular guest arrives, the front desk agent greets them by name and asks how their family is doing, mentioning their son's upcoming basketball tournament. This personalized service makes the guest feel valued.

	
Key Skill 2 – Communication Skills 


	Communication is the foundation of quality customer service. Excellent verbal, nonverbal, written, and interpersonal skills allow effective information exchange (Ismail, 2016). Clear enunciation, professional language, and positive tone are essential, especially during phone, email, and in-person interactions. Active listening, full attention, and patience demonstrates courtesy. Multilingual abilities bridge language barriers (Shin et al., 2007).

Nonverbal communication like smiling, eye contact and mirroring body language aligns with brand image. Written skills apply to confirmations, invoices, and informational materials using proper phrasing. Digital communications via email and text require similar tone and care. Finally, interpersonal skills enable smooth coordination between departments through cooperation, sensitivity, and respect (Hilton, 2022).

Ongoing training through role-play, simulations, and workshops develops well-rounded communication abilities. Practicing phone conversations, de-escalating conflicts, and collaborating with other departments provides realistic experiences. Feedback facilitates growth. Leading hotels provide communication resources like manuals and toolkits (Marriott, 2022). 

Real life experience example:

- A front desk agent calmly handles an irate guest complaining about construction noise. They listen attentively without interrupting, empathize, apologize for the disturbance, and explain the situation. They offer earplugs and a discount on the room rate. Their composed, caring communication defuses the guest's anger.

- A concierge provides a foreign couple with directions to local attractions using a map, simple English phrases, and hand gestures. The concierge's use of multiple communication strategies helps the guests understand the information clearly.


	
Key Skill 3 – Organizational Skills 


	Front office staff must stay organized to efficiently manage reservations, requests, payments, and daily operations (Stutts, 2019). Multitasking, prioritizing, and meticulous attention to detail are crucial. Checklists and standard procedures ingrain organization. For instance, Marriott front desk employees follow detailed steps for check-in while housekeeping uses set cleaning sequences (Marriott, 2022).

Creating task lists, keeping workspaces tidy, and monitoring inventories also foster organization. Most importantly, staff must follow up to ensure guest requests get fulfilled properly. Seeking feedback provides opportunities for improvement. Staying organized amidst the chaos of a busy hotel enables smooth guest experiences.
Real life experience example:

- A front desk agent handles checking in a large group for a conference while also responding to other guests' requests. By staying focused, calmly multitasking, and methodically working through their checklist, they get everyone checked in and satisfied despite the busy lobby.
- Housekeeping staff improve efficiency by organizing their carts identically each day, following a set sequence to clean each room, and restocking carts methodically at end of shift. Their organization optimizes productivity.

	
Key Skill 4 – Problem Solving Skills 


	
Hotel front office staff regularly encounter guest complaints and issues that require creative problem-solving skills (Fisher et al., 2018). This could involve a reservation or billing error, maintenance request, or dissatisfied guest. Empowering employees to offer solutions builds loyalty, like comping a meal or upgrading a room to appease a customer. 
Scenario training helps improve critical thinking in responding to unique cases. For example, role-playing how to handle an irate guest who was assigned an incorrect room type or arranging medical assistance for an ill guest. Practicing creative problem solving in various situations gives employees confidence to resolve issues (Hyatt, 2022). The goal is to transform negative experiences into positive ones through caring, empowered service recovery.
Real life experience example:
- A billing error results in a guest being overcharged. The front desk agent apologizes, investigates the issue, and works with the accounting department to promptly refund the guest. They follow up to ensure the problem is fully resolved, turning the guest's frustration into satisfaction. 
- A guest calls late at night about a clogged shower drain. The front desk agent apologizes and dispatches maintenance immediately. By handling this disruption quickly and maintaining a caring tone throughout, the issue is resolved with minimal disturbance to the guest's stay.
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Visiting the 10 Para Memorial at Burrough on the Hill nearby
Review of The Harboro Hotel

QOOOO Fevicned 25et 2022

Return visit, always stay at the Harboro. Accomodation is spotless, bar is busy and lively and very
friendly and to top it ll the food is excellent (especially the Indian Menu). f your visiting Melton
Mowbray then definitely the place to stay.

Date of stay: September 2022
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