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I am currently doing my placement in the Holiday Inn Sunderland hotel. I am here to learn key skills and develop any previous skills I learnt during my last placement in the Premier Inn Sunderland. I was shadowing team members from the front of house department. The front office operations are there are normally two staff members on shift. There are three different shifts, and shift starts from 7am to 3.00pm. 3.00pm to 11pm, and 11pm to 7am. The staff deal with the guests from check-ins to check-outs. Taking payments, checking emails, answering calls, handling guest queries, complaints, and questions. My learning objectives within this department is to:
· Gain customer service experience
· Learn how to use the hotels computer system
· Greet the customers
· Deal with any customer issues
I will be using the Gibbs reflective model to help me in this essay to write my reflection on this department. Gibbs reflective model is a model that was developed in 1988. It is a theoretical model. The model was developed by professor Graham Gibbs. This model focuses on 6 stages: description, feelings, evaluation, analysis, conclusion, and action plan. This model uses reflection to gain an understanding of the importance of experiences to help learn from mistakes and develop skills to improve in the future. (McLeod, 2024).
I have not been on the front of house department for too long, but the time I have been there I have developed a few skills. The front of house managers maintains the standard of the hotel. The staff at the front office always need to ensure guest satisfaction. They have direct relationships with the guests. These staff are the first view in hotel operations and set the tone for guests (Ward, 2024). While being on reception I was shadowing Kathleen a member of staff at front of house. Kathleen showed me how to do a check-in and check-out. Holiday Inn uses a system called Opera. Opera (oracle) is a property management system (PMS) used for hotels. Opera provides all the tools hotel staffs need to check guests in and out, handling reservations, manage room inventory, assign rooms, and accommodate in-house guest needs (Ayden, 2024). It was nearly 12pm so Kathleen asked me to go up and do due outs. Due out is to go and check if the guests have left. So, I went up to the allocated rooms I was given to check, I knocked once said hello reception, then knocked again and said reception and then when there was no answer went into the room stating I was coming in. All the rooms I needed to check were empty so I came down and told Kathleen and Kathleen then checked them out in the system. She also got me to do a few check outs while guiding me through it. From my experience on the system, I feel as if I could do with a bit more knowledge to better myself on how to use it independently. She then communicated this to the housekeeping supervisor to let her know that the rooms are empty so they had information that these rooms were ready to be cleaned. Two of the most important aspects in any hotel is the reception team and the housekeeping team. These two departments are responsible for most of the guest touch points so they need to work together properly or it could create problems for the hotel (Optii, 2024). Many of the guests when checking out wanted an email copy of receipt so Kathleen showed me how it is done. The system at first looked very complicated to me. But after a few times of doing it, it got a bit easier. In front of house, I have greeted a lot of guests and I few things I have learned is you have to be professional in your appearance as well as your language. In Front of house, it is important to start interactions with warm greetings such as: good afternoon, welcome to our hotel, how can I help you today? Be formal in the phrases you use. Setting a positive tone for the conversation help handle problems that may come up (Asap, 2024).  A guest approached me and needed help to get to his destination he was heading to. There is a machine at the front where guests can use to call a taxi. This guest was struggling as he was not familiar with it. I helped him out and the guest really appreciated it. By Actively listening to a guest staff can understand and solve guest issues more effectively. By understanding a guest concern, staff members can resolve situations based on the exact problem, this will lead to offering solutions that are tailored to the specific situation. This personalised method will enhance guest satisfaction (Mise en place, 2024).
There are many skills required when working at reception. Skills such as communication, listening, organisation, patience, and knowledge these are very important in this industry. Hotel receptionists play a crucial role in guest satisfaction. The guests interact many times during their stay with someone from reception (Welcome ware, 2022). It is important to have interpersonal skills for front of house because these skills allow you to effectively provide guest with the right information. The ability to maintain a polite and friendly tone helps build good customer relations. Receptionists also need strong communication skills (Indeed, 2024). I developed my communication skills while shadowing in reception. Whenever I dealt with a guest query, I have communicated that back to a member of staff so they know what is happening. For instance, if a guest came in earlier than check in time just to leave their baggage, I have taken that baggage of them and put it in the luggage room for when they come back, when it is check in time. As in this hotel they allow guests to leave the baggage if they need to before they check in. Effective communication is vital for reception staffs. Communication is crucial for staff members to understand each other and be on the same page, this also helps the guests feel welcomed and valued. To ensure that guest needs are met the staff must communicate effectively and resolve any issues quickly and efficiently (DPMI, 2023). Teamwork is crucial in reception as well because when the rules are clear and the team has set goals it is much easier for evaluation. This builds motivation for the whole team towards the goals and shows a good example in other departments (Piatek, 2019). 
While being on reception I have not experienced an issue yet. But in this department, it is very common that issues can arise. There could be an overwhelming demand so hotel staff need to put a maximum capacity on the number of guests that can be accommodated. Industry competition, this can put a strain on staff members because of the increased workload. The solution is staying one step ahead of competitors by analysing the local hotel scene. Unruly guests. Many times, there will be guests who are not happy with the service, employees need to be given the right training and necessary resources to help them handle such situations (Ward, 2024).
I have enjoyed being on reception. I have learned new skills but I think for future I would like to develop more skills and be able to work on the opera system. I would like to be able to get training so I am aware of their system as just shadowing for a short amount of time I have not been able to gain much knowledge of the system. 
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