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Introduction
The Victorian design of the Rossington Hall Hotel, together with a variety of additional amenities, set it apart from other lodging establishments. With facilities for weddings and major conferences, in addition to conference rooms that are always in use for business meetings and smaller events, it is a well-known centre for events.
My placement at Rossington Hall gave me a hands-on learning opportunity where I was able to pick up useful skills and knowledge relevant to the hospitality business. I had the chance to experience real-world situations, learn about customer service operations, and gain insight into the inner workings of a hotel.
Overview of chosen department:
Being the main point of contact between visitors and the hotel at Rossington Hall, the reception/front office division is the hub of a hotel's activities. Numerous responsibilities are managed by this department, including as reservations, guest questions, check-ins/check-outs, and complaints. It is essential to determining how visitors are treated and guaranteeing their happiness. Gibbs' Reflective Cycle (1988), which has six stages—description, feelings, evaluation, analysis, conclusion, and action plan—will be used for this reflection.
Learning objectives within the department:
1.Acquire a thorough understanding of the front office's everyday activities. 
2.Gain expertise in responding to questions and grievances from visitors.
3. Develop your coordination and task-management abilities. 
4.Become more adept at communicating with team members and visitors. 
5.Learn the technical aspects of front office systems and processes.

Description
I saw the daily operations and worked as the front office supervisor's shadow during my placement. My duties included taking care of reservations, helping with check-ins and check-outs, and responding to questions and grievances from visitors. I also saw how the manager oversaw the team's operations and assigned duties.
Feelings
I was first concerned about the great degree of responsibility and the fast-paced atmosphere. But as I grew more at ease with the procedures and self-assured, I discovered that the experience was educational and enjoyable.
Evaluation
It was quite helpful to shadow the front office supervisor. It emphasised the value of task management, collaboration, and communication while giving me actual events insights into the difficulties of front office operations. It was especially amazing how the supervisor was able to manage several responsibilities while remaining composed.
Analysis
This event made clear how important good communication is to maintain efficient operations and happy visitors. Collaboration and teamwork were also crucial because the front office needs everyone to coordinate their activities in order to run smoothly. In order to prioritise and handle the many obligations that come with the position, task management abilities were essential.


Conclusion
The front office placement experience really improved my conception of the value of technical knowledge and work-based abilities in guest service operations. It also made clear the areas in which I still need to grow, especially in managing stress and multitasking.
Work-Based Skills
1.Teamwork: According to Jones and Lockwood (2004), effective problem-solving and service delivery are ensured by team members' collaboration.
2.Communication Skills: According to Ford, Sturman, and Heaton (2012), effective communication is crucial to comprehending visitors' needs, communicating information clearly, and quickly addressing problems.
3.Problem-Solving: According to Hinkin and Tracey (2000), resolving guest concerns promptly and effectively is essential to preserving their contentment.
4. Task Management: In order to handle the changing environment of the front office, it is essential to prioritise duties and manage time effectively (Walker, 2017).

Technical Knowledge
1.Booking Systems: Optimising hotel occupancy requires an understanding of online booking systems and channel managers (Barrows & Powers, 2009).
2.Front Office Software: To effectively manage reservations and visitor information, one must be proficient in property management systems such as Opera or Fidelio (Kasavana & Brooks, 2012).
3.Standard Operating Procedures (SOPs): According to Baker, Bradley, and Huyton (2000), familiarity with SOPs guarantees consistency in the provision of services and adherence to hotel policies.
Reflection on Organisational Issues
Situation Encountered
Managing a guest complaint regarding a noisy room resulting from neighbouring construction was one noteworthy instance. To rectify the situation, the manager gave free services and a new room right away.
Impact
This circumstance brought to light the value of prompt problem solving and clear communication. The guest's opinion of the hotel was enhanced by the supervisor's prompt and sympathetic resolution of the problem.


Possible solutions
1.Employee Training: Consistent instruction in complaint handling and conflict resolution can enable employees to handle problems more skilfully (Lashley & Morrison, 2000).
2.Guest Feedback Systems: Putting strong feedback systems in place can assist find problems that keep coming up and enhance the quality of the services provided (Brotherton, 2012).
3.Proactive Communication: Managing expectations and lowering complaints can be achieved by informing guests in advance about possible disruptions (Kotler, Bowen & Makens, 2014).

Future Action Plan
Areas for Improvement
1.Developing Technical Proficiency: Through online classes and hands-on training, learn more about front office software and booking systems.
2. Improving Verbal and Nonverbal Communication Skills: Take part in training sessions and workshops to enhance your communication abilities.
3. Enhancing Task Management: Manage tasks more effectively and lessen stress by using tools like to-do lists and scheduling software.

Steps or Strategies
1.Regular Feedback: To pinpoint your strengths and areas for development, get input from peers and supervisors.
2. Always Learning: Enrol in courses for professional development that focus on customer service and hotel administration.
3.Find a mentor in the field who can offer advice and assistance in developing your career.
4. Networking: To keep up with the latest developments and best practices in guest service operations, join professional networks and go to conferences.
By concentrating on these areas, I hope to improve my guest service operations skills and move closer to my long-term objective of being a skilled front office manager. My technical and social abilities will also be enhanced by this action plan, which will further position me for leadership positions in the hospitality sector.  The location for the placement was the Rossington Hall Hotel, and the management there make excellent mentors. I gained courage, industry knowledge, and useful skills from this encounter. It also enhanced my capacity to solve problems on a personal and professional level. 
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