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[bookmark: _Toc223104804]1.0 Introduction to Front Office Administration
Guest satisfaction is facilitated by hotel administration. This reflective report concentrates on the Level 6 placement in the Front Office and Reception department at the Best Western Abbots Barton Hotel at Canterbury. When I had my Level 4 placement in this place, I was mostly an observer. But, in Level 6, I was entrusted to handle the check-ins, reservations, and complicated guest communications independently. According to Hagg (2013), responsibility in the placements is crucial in the process of becoming a competent professional after being a student. To critically reflect on my progress, I am going to examine Gibbs Reflective Cycle (1988) to reflect on one of my encounters with a guest that I managed. According to ASET (2017), the application of structured reflective models can assist students in determining precisely how the academic knowledge is relevant to the challenges they face at the workplace. Through the analysis of this situation, I shall illustrate how my practical skills have been developed, and how I used theories learned in my Level 4 modules to provide high quality administrative service.
[bookmark: _Toc223104805]2.0 Description and Feelings (Gibbs Stages 1 and 2)
The first stage described by Gibbs is the event, which occurred when there was a less busy operational day in the hotel (a Monday morning). The level of staffing of front desk was also low because of constant renovations. Consequently, I was working on the reception office with little monitoring. One of the guests was early and needed someone to help him or her in their luggage arrangements. They also requested specific suggestions on historical places of interest that were located in Canterbury and its environs. Being the main contact point I put their luggage in the storage room, and gave them individual recommendations: visiting Canterbury Cathedral and Dover Castle.
As I was helping them I also took a look at the reservation system and went through their booking. I saw that there was room of higher category that became free because of the late cancellation. On my initiative, I made a free room upgrade to the guest prior to their coming back after a day trip. According to Bardi (2010), front office administrative roles entail proactively seeking the chance to surpass the expectations of the guests when checking in. I made sure that all the administrative changes were properly entered in the property management system in order to have the new room keys ready whenever they returned.
The second step investigates my emotions. The first thing that made one feel quite pressurised was the management of the desk alone. According to Vallen and Vallen (2014), independent front desk work can be extremely stressing to trainees since they are directly accountable to the reputation of the hotel. Nonetheless, when I managed to place the luggage, had assured local experience, and carried out the system upgrade without mistakes, my emotions changed to being anxious but cognised as a professional. I was proud that I was able to perform these administrative tasks without any difficulties and have to consult a senior manager to assist me. This was the time of independence, which showed me that my working skills were much more developed than they were at the time of my initial placement. My decision making process was further confirmed by the positive response of the guest.
[bookmark: _Toc223104806]3.0 Evaluation and Analysis (Gibbs Stages 3-4)
The third and fourth phases entail evaluation and analysis. The positive nature of the experience was identified when the guest came back from Dover Castle. They came directly to the desk and said that they were grateful to receive the advice on the travel and were happy to find their room upgrade. In a bid to examine this success, I use theories that I studied at my Level 4 modules, namely Introduction to the Hospitality Industry and Customer Service to the Hospitality.
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Figure 1 SERVQUAL Model (Wood, 2013)
I came across the SERVQUAL model in my research on customer service and this model is used to measure the quality of service based on five dimensions. According to Johnston, Clark and Shulver (2012) SERVQUAL can be described as an extremely useful instrument to comprehend the level of satisfaction among guests. The two major dimensions that were directly touched upon in this situation are Empathy and Responsiveness. I exhibited Empathy by offering personalised local expertise in that I was interested in their general experience in the holiday. I have been Responsive by going out of my way to upgrade my room even when I was not requested to do so. According to Wood (2013), the greatest sign of high-quality service delivery is to anticipate the needs of a guest before he/she can even complain about his needs.
Nevertheless, the analysis also involves examining the organisational mechanics of the service. To be able to upgrade the room successfully, I needed to pay attention to the administrative information, arranging it with the housekeeping team so that the new room would be checked and prepared. According to Casado (2012), there is no use of front office decisions that are not accurately communicated to the cleaning staff. I was forced to check the room status on the system and check it by radio. According to Rughubalan (2009), this kind of cross-departmental coordination is the primary role of the hotel administration.
Comparing this with Level 4 points to my development. In the past, I was not knowledgeable of the system or confident enough to make changes to booking and explain the changes. According to Brotherton and Wood (2008), theoretical knowledge is not useful until a student is confident that he or she can put the knowledge into practice. Fallon and Rutherford (2010), further claim that the ability to solve problems independently is the difference between the entry-level staff and future managers. The analysis of this incident reveals that it was my skill to synchronise the academic theory of customer service with hard skills in the administrative system that has led to such a positive experience to the guest. Another point that I made is that administrative changes must be handled with a keen eye to detail. Had I improved the room without improving the central billing system, it may have led to confusion with funds being disbursed at the check-out. Hence, this required being diligent and good customer service to make the whole process a success. The hotel management is the key to this balance.
[bookmark: _Toc223104807]4.0 Conclusion and Action Plan (Gibbs Stages 5-6)
The Gibbs Reflective Cycle concludes with an action plan. To conclude, the independent front desk experience taught me that hotel management goes beyond data entry and phone answering. It manages risk, solves problems, and builds guest loyalty. I learned that taking proactive administrative activities can completely change a guest's view of the hotel. According to Martin (2020), front-of-house service is the best way to increase hotel revenue by retaining guests. I locked up their bags, gave them local advise, and renovated their room, which helped the hotel's reputation and revenue.
My objective is to continue this proactive technique. I'll be as proactive in a supervisory role. In addition, I will encourage junior staff to explore safe and in-service opportunities to exceed visitor expectations. Excellent apprenticeship and placement learning must lead to students sharing their practical expertise, according to Felce (2019). In the following table, I have set administrative goals to support this growth:
	Action Area
	Specific Goal
	Expected Outcome

	Revenue Skills
	Shadow manager in day to day billing tasks
	Improved financial management and minimised errors in payment

	Leadership
	Train the junior staff on upgrading the process
	Enhanced autonomy of teams and increased speed of check-in


My current Front Office Manager should expose me to more financial and revenue management at the front desk. Learning how to handle billing errors and daily income reporting is my next career move. I proved I can handle high-guest hotel administration in this role. I think calm, compassionate, and organised can handle uncertain situations. I'm excited to use these principles to my first job.
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