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1. Description:
The Front Office of Novotel Cardiff Centre has a central responsibility of managing bookings, responding to guest requests and ensuring that they deliver their expectations (Lucas, 2021). This job involves some of the unforeseeable events including dealing with the VIPs and sorting out the conflicts in the bookings. 
While working as a Front Office Assistant, I faced a problem with the check-in of guests during a busy time of Half Term and Halloween. I used Opera Cloud software for check-ins and check-outs and Visio line for making hotel room keys were the tools that could enable the handling of a full hotel. At this time families travelled long distances for kids to enjoy their vacation time and Halloween and visit Cardiff-by-the-Sea (Hall, 2021).
There was one family of two adults & three children, and they needed a standard room with two sofa beds; but as all rooms were occupied due to half term, I could only give them a standard room with one sofa bed. This angered the family, and they spoke their displeasure since they had been out on a long drive. Being unable to handle their anger on my own, I called the manager, who in turn spent 30-45 minutes talking to the guests concerning the issue. However, the check-in which normally begins at 3:00 PM took until 5:00 PM due to the argument making other guests impatient as well. However, we tried every possible remedy, such as offering discounts and a mattress to the family, but they left a bad review on the hotel website.
2. Feelings:
Stress, frustration and disappointment are the three emotions which I experienced during this process. At first, I was not worried about dealing with check-ins since I was already using Opera Cloud and Visio line. But the problem became unmanageable when I pointed out that there were no standard rooms with 2 sofa beds for the family (Kensbock et al., 2019). The Guests had every reason to be angry because they had expected the room to be bigger with 2 sofa beds for their kids and they had been driving all day.
I felt that I had let myself down and that I could not solve the issue without consulting the manager and on top of that, things worsened. As the manager and the guests continued arguing, I got more stressed up (Ineson et al., 2019). Furthermore, it made me frustrated with the negative comments posted on the booking.com, for I realised that this could be a potential issue for our hotel.
3. Evaluation:
Some parts of the situation were managed well, while others could be said to have been managed poorly. On the positive side, we attempted to satisfy the family by providing options to the problem, including providing an extra mattress and giving a discount (Warren et al., 2019). This was a good example to show that the team was willing to do whatever it takes to meet customers’ expectations despite the situation. Also, I personally called the manager when I perceived the situation as being out of hand in order to demonstrate responsibility in taking the issue further.
But at the same time, it pointed to some further potential developments. First of all, I might have paid more attention to the availability of rooms so I could accommodate families with children (Liebman, 2023). Moreover, I found that the manager’s intervention did not calm the situation down as expected and further quarrel extended the conflict which resulted in negative reviews on the social networks like booking.com and Google. Last, although there is little front desk and only two computers to handle check-ins for other guests, they were frustrated as well (Anaya Cardenas, 2023).
4. Analysis:
It also brought out some lessons on hotel management and client relations especially the issue of setting and meeting clients’ expectations. It was quite shocking to learn that during such periods as Half Term and Halloween, the hotels are expected to meet all sorts of guest demands. In this case, absence of large rooms for a family of four children was apparent and highlighted the importance of an active anticipation in the context of periods of high utilisation (Clifton, 2023).
Good communication also plays an important role in such cases. If I had explained to the family about the limitations of the rooms earlier before they arrived the amount of frustration they directed could have been minimised. Furthermore, it could have prevented such a negative result if the manager had been included earlier or if more effective conflict-silvering techniques had been used. Such a scenario showed that inadequate room and poor communication were the main causes of dissatisfaction among the guests.
5. Conclusion:
In hindsight, I have realised that I should be more proactive in managing the expectations of the guests during busy times. In any such cases in the future, I will make it a point to confirm the availability of the room as well as endeavour to allocate big rooms with sofa beds & extra mattress for the families whenever is possible. I also discovered that calling the manager is the last thing that one should do in case of a conflict since it most of the time increases tension. This experience emphasised the need to adapt, to be creative, and to be precise and concise in communication, even in conditions of frustration. It also highlighted the importance of having backup strategies to accommodate emergencies. Last of all, it raised awareness of the importance of the ‘face’ and of the fact that every guest’s experience does reflect on the online image of the hotel.
6. Action Plan:
To prevent similar situations in the future, I have developed an action plan with specific steps:
Enhanced Preparation for Peak Times: Before peak time, I will cross-verify the room assignments made for families with kids so that appropriate rooms are assigned. Besides, I will consult with the reservation department to ask for large families so that I can be aware of their needs earlier (Secchi et al., 2020).
Improved Communication with Guests: I will ensure that I personalise my communication so that guests with limited space requirements do not feel that they are being ripped off. This could be done during the booking confirmation stage for instance explaining to them the layout of the room (Masa'deh et al., 2019).
Conflict-Resolution Training: I wish to get supervision or attend training regarding conflicts and how to prevent the escalation of angry guests. This way I will be able to avoid such situations in future through building better communication with the guests and learning better ways of handling angry and frustrated guests without involving a manager.
Optimising Front Desk Operations: With a view of the current constraints on available resources, I shall suggest to my immediate supervisor the acquisition of more computers or support during busy hours. Instead, the problem of guest flow could be addressed through optimising the check-in process or implementing new technologies (Carr, 2024).
Follow-Up with Dissatisfied Guests: To counter any possible bad comments, I will recommend a feedback system for the guests who were dissatisfied with their experiences. This would also help the hotel recover and compensate for the bad impression created as we would be willing to contact the guests and offer an apology and a token like a discount on a future visit or a complimentary upgrade.
This reflective experience has underscored the need to prepare well, be communicative, and manage conflicts well when administering a hotel. According to the assessment based on Gibbs’ Reflective Cycle, it is now clear how I could address some of the most difficult situations.
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