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                                                    Front office learning log
Introduction:
Hotel management is a zone of the hospitality industry that requires supervising the functions of the various department of the hotel. Successful hotel management is one of the highly crucial factors that contribute to the business (indeed,2020). There are several Hotel departments including front desk, food and beverage, kitchen, and housekeeping. in Delta hotel by Marriott, I had an amazing opportunity to transform the learning, knowledge and the information acquired during the International BA course into tangible and intangible practices. Through this reflective essay I will consolidate the knowledge thought in university, integrate theory with practice, also express my personal thoughts, interpretations, opinions, and attitude toward Front desk in association with a personal experience.
 The front desk can be defined as the key nerve of the hotel is the main and the final department that deal with guests. While studying international hotel management the only thinking that I had is that the mission of front office employees starts and finish only in checking in   and check out of the guest. However, this idea has quickly changed. 
When I first took this course, my only concern and interest was to be a great front desk who delivers an excellent quality service to my guests. Before enrolling to this course, I was advised that there would be a placement in real hotel where I would be practicing, and I was motivated by the idea. moreover, lots of lecturer was also highlighting the indirect advantages I would achieve in studying this course.
 
on my first day of the placement, I was very excited, because this is my first experience in hospitality, after my induction and observation phase, I realised that front office is a hard job which require an excellent communication, multitasking, and technical skills. As the hotel front desk, is the first department which affect the efficiency and its profit. Also, it brings all the hotel sectors together to offer a high quality of service.
The first week I found myself in line with several type of guest (professional guests, tourist, business guest….). It was an important opportunity for me to learn from the lovely front desk team, on how to deal with guests in terms of checking in and out, greeting, providing the accurate information regarding their accommodation, meeting room, breakfast time and if necessary, help them carrying their luggage.

Throughout this placement, I have discovered that there are several personal details which front desk should be aware of to make a smooth reservation, when and how to ask a guest. Booking involves many detailed questions to guarantee precise data. I have noticed that front officer must always be aware of their guest and have good communication and attitude, because attitude and communication build the entire hotel reputation. From reservation, check in to check out, I have understood that there are numerous stages to know to me the process properly. I have also noticed that most of the front officers have a good background knowledge of what guest needs are especially repeated ones. 
I had chat with lovely supervisor called “Bruno” said that is not only important to serve the guest and offer the prestigious services, but also know the character and his/ her nature. Assist the guest with its personal issues during their stay at the hotel.    for example, when the guest checks in, we should have a reasonable background about the regular guest, give the guest feeling that we only look, serve after him/her, and we should leave a long-life memory. 
He also add that the front desk officer after the time and experience may identify the suspicious persons, analyse the expectation and forward them to the other department in order to fulfil the guests. Comparing to other departments within the hotel, the front office is the only one which can offer such wide range of services to the guests.
 Consequently, I believe that I had acquired a good experience which I can’t learn in the theory lessons. As a result, I know in the future that if I work in be in front desk front office I have to apply an excellent reflection and observation which   can help me offer the best assistance and good quality of services that provide the safety of the guests.

As student I learned that as “back up” it is mandatory for front office executive to check the emails and Fax machine regularly in order to identify the booking on OPERA and update the comments and card information then the back-up can be filled. From this procedure I can confirm that by actioning Back Up straight away will allow me and other members of the team to cut down the time it takes to conduct the pre-arrival planning. It also makes it easier and more efficient for anyone call to confirm the billing instructions of the reservation. It is also helpful as it allows me time to identify if there is an issue with the Back Up and to connect with the relevant person or company to correct the issue to ensure the guest Checking In receives a smooth and problem free welcome.

 I also learned If the guest wants to extend or keep the same room, I should have a good understanding of Marriott policy regarding hospitality structure, room accessibility and availability for example, I must make sure that we have the room available before I approve it with the Guest or Booking agency. I must ensure that I allocate the room immediately and leave a DO NOT MOVE on the Booking. It is also important to add a Trace or an Alert to the booking reconfirming that this Guest needs an accessible room (what are the accessible equipment, twins’ or luxury room, do they connect with others or not), and put note if I have agreed it with the Guest. Moreover, I must determine if the accessible room is available checking on OPERA PMS before agreeing to allocate a Guest an Accessible Room “CTRL + F2”.


 On the other side, my colleague warned me to pay a lot of attention, because if I failed to put the appropriate measures in place such as Traces/Alerts and DNMs and I have promised the room to the Guest, the Guest will be deeply unhappy, inconvenienced, and uncomfortable. Compensation will have to be made. The best course of action if deallocating the Guest is unavoidable, is to call the Guest ahead of time when possible. Inform them of the compensation and offer them free cancellation, even if they have booked through a third party and they’ve already paid.

One of the Taylor’s Graduate Capabilities (TGCs) that I managed to develop is my intrapersonal, technology and communication skill. On 2nd of February, I had chance to deal and process reservation for 8 French guests as my colleague Sophie knew already that I can speak French, she gave me this opportunity, It was a very beneficial for me to practice all the knowledge acquired during my previous placement.
Certainly, all this learning will come into use in the nearest future during my work as front desk officer, administrator or manager, I will have more confidence in terms of communication with guests, with various department. I will handle well problem which can be caused in hotel between guest and staff and even between lots of departments.
 Furthermore, I want to mention the role of PMS and excel worksheet, in front desk operations. It is a trustworthy tool to use and facilitate the process. It has helped me learn the booking process which was a part module and will help me in due course when I need to work with large number of reservation and large amount of sensitive data where manual calculations will not be possible.

Finally, I can only say that the days that I spent on Marriott hotel front desk has taught me how to deal with guest in a professional manner. It is clear that the only way to deal with guest is to appreciate and respect the guest. In the hospitality industry, in the administrative centre, commercial centre front  desk is part of our community lives, we all continue to encourage from more efficient communication skills. We desire for more than achieving social relationships. This placement has taught me a lesson that the business or hotel success is to make the customer satisfy, listen to what they want. They will feel happy and think that they wanted to come again to your hotel.in case of any issues surface, I would have the option to ponder other comparative circumstances and use the similar or a bit modified idea.
References 
. 




