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The Front Office of IBIS Hotel is the department responsible for managing guests’ communications, which issues in reception and services (Nurtirtawaty et al., 2021). Some of the roles and tasks that are associated with this position are the registration and the checkouts of guests as well as taking and processing reservations, giving out information and assistance, and handling guests’ complaints and diplomatic requests (Chibili et al., 2019). They are responsible for communicating the visions and expectations of the establishment, being polite during interactions with guests, and ensuring the technicality in the booking system and payment are well handled. The overall reflection piece will be explored based on the Gibbs reflection model. 
Learning Objectives for the Placement
1. Understand the operational dynamics of the Front Office.
1. Develop proficiency in handling check-ins, check-outs, and reservations.
1. Enhance communication and customer service skills.
1. Learn effective teamwork and task management within a hospitality setting.
1. Gain insights into addressing guest complaints and providing solutions.
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Being a supervisory position in the Front Office, it was necessary to shadow the work process of a Front Office attendant and assist with reservations, greeting and answering guest inquiries and resolving any guest complaints that may arise. Sometimes I was happy, sometimes scared of the incomplete unfamiliarity of the processes and the means of their implementation as well as the means of communication. the practical showed how essential it is to be concise in communication with guests and employees and that there are always going to be different scenarios that staff must be prepared for. This practical learning helped complement the theoretical learning in my previous training where I learnt how to handle guests with a positive demeanor. Specific competencies like careful listening, understanding of guests’ needs, and negotiating skills also proved to be essential in dealing with expectations (Dondi et al., 2021). Shadowing was beneficial in the sense that the theory learnt during lessons was taken to its practical sense by the Sodexo team, underlining the value of people skills along with vocational knowledge in offering the best guest service. In the future, therefore, it shall be an important goal to acquire further communication skills and improve my ability to solve difficult guest-related issues by discussing with other individuals and receiving professional guidance (Sultanova et al., 2021).
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Dealing with guests, it is essential to be able to communicate with the guests and manage their expectations when it comes to complaints. One of my responsibilities during the placement was to attend to and solve a guest complaint regarding a billing error and I realized that the process entailed effective and efficient communication that was professional as well as apologetic to the guest (Murtazin, Shvets, & Piho, 2020). Such exposure reinforced the significance of communication when handling customers because by listening to their complaints and immediately attending to them, I was able to change their perception and make it more positive.
Similarly, cooperation with colleagues was also important for the effective operations of an organization. Often I used to call housekeeping for room preparations and used to coordinate with maintenance for technical aspects. From this experience, it was evident how the departments are closely related and how their synergy can lead to the provision of satisfying and exemplary guest experiences (Dogara, Kamin, & Saud, 2020). For example, when there was a delay in setting a room, knowledge and coordination helped the guests know the situation and feel at ease while waiting, thus improving their experience.
Another essential skill that was important during my placement was the ability to manage the various tasks. Coordinating multiple roles, including, checking in guests or handling phone calls, demanded time and organizational management skills in addition to decision-making abilities (Stephen & Festus, 2022). This was useful, especially during the period when there were many customers in the hotel and the front desk needed to manage their tasks with precision to maintain a good level of service (Johnston, Clark and Shulver, 2012).
The level of technical knowledge was equally relevant to my duties. This involves skills in the use of the booking system, payment, and reservation in the industry to support front-office operations (Tavitiyaman et al., 2022). It was quite an eye-opener as it made one understand the usefulness of being conversant with these systems to enhance efficiency in the performance of tasks
This means that for the establishment to deliver the high levels of hospitality expected among its guests then it has to have the ability to attend to technical activities as efficiently as it does to handle its customers. Staying at the Ibis Hotel allowed me to see how technological expertise, as well as interpersonal skills, complement to ensure every guest has the best time. I was able to effectively translate the general concepts of technical skills along with organizational and interpersonal skills to improve the mood and efficiency around me and to make the necessary adjustments that would ensure guest satisfaction and adherence to policies and procedures. This proactive strategy of guest management is beneficial in the hospitality industry because the focus is on the guest (Hendriyatmoko & Poernomo, 2023).
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In my placement, I had a situation where the guest complained about a room and items in it including especially the linen and dusty area on a table. This complaint highlighted a poor manner of hygiene at the hotel and left a lasting impression on the minds of the guests. In response, the supervisor immediately apologized, informed the guests that a room change would be done immediately and provided them with a service for free as the hotel’s way of apology. This prompt and courteous reaction will reduce the extent of damage to the guest experience (Welly, Hardini, & Digdowiseiso, 2024). 
In addition, better understanding by the housekeepers that they should report any problem to the front office would likely reduce incidences of problems lingering for long. These strategies apply Herzberg’s Two-Factor Theory for Work, whereby hygiene factors such as cleanliness are pivotal since failure to meet them contributes to guests’ dissatisfaction (Satpute & Venkatraman, 2021). 


[bookmark: _Toc167380296]Section 4: Future Action Plan
	Area for Improvement
	Action Plan
	Alignment with Goals

	Enhanced Communication
	Participate in workshops to refine communication skills, particularly in conflict resolution and empathetic listening.
	Enhances ability to manage guest interactions and resolve conflicts, contributing to a positive guest experience.

	Technical Proficiency
	Gain advanced training on the hotel's booking and payment systems to ensure accuracy and efficiency (Bennett, 2020).
	Improves operational efficiency and accuracy, essential for a seamless guest experience and career advancement (Tewari & Jatashankar R, 2016).

	Task Management
	Develop better multitasking strategies through time management courses and practical exercises.
	Enhances ability to manage multiple responsibilities effectively, improving overall service quality and operational flow (Wood, 2013).

	Team Collaboration
	Engage in team-building activities to foster a more cohesive working environment (Chibili et al., 2019).
	Strengthens teamwork and collaboration, crucial for a harmonious work environment and consistent guest satisfaction.
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Obtaining insights and work experience through shadowing real-life experiences in the Ibis Hotel Front Office has helped in achieve an efficient understanding of the essential skills and know-how in the guest service line of business. I was also able to witness several organizational functions of the front office operations and their potential difficulties due to working directly on a particular assignment. From this, I learned the importance of proper communication as it opens up a new level of appreciation for communication where guests can be made to feel the friendliest and most appreciated. Furthermore, I identified the significance of task integration to the smooth flow of operations as a central element of why departments work together by, for instance, observing how the housekeeping, maintenance and front desk departments function in a cohesive service delivery system. 
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