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OVERVIEW OF HOTEL GUEST OPERATIONS
The placement at Ibis Greenwich Hotel offered me the opportunity to shadow a supervisory position in front office department. The front office at Ibis Greenwich serves as the central hub for guest interactions, reservations, and administrative tasks.
Here's an overview of the front office operations at Ibis Greenwich:
· Guest Check-in and Check-out: The front office staff at Ibis Greenwich are responsible for welcoming guests upon arrival, checking them in efficiently, and providing any necessary information about the hotel amenities and services. Similarly, during check-out, they ensure that guests settle their bills, provide feedback, and depart the hotel smoothly.(Chambers,1992)
· Reservations and Room Assignments: The front office handles room reservations, both through direct bookings and third-party platforms. They manage room availability, assign rooms based on guest preferences and availability, and maintain accurate records of reservations and occupancy.
· Concierge Services: Front office staff often provide concierge services, assisting guests with various requests such as restaurant recommendations, transportation arrangements, local attractions, and general inquiries about the area.
· Telephone and Communication Management: Managing incoming calls, forwarding messages, and providing information over the phone is another important responsibility of the front office staff. They ensure clear and professional communication with guests and other hotel departments.
· Payment Processing and Financial Transactions: Front office staff handle guest payments, process credit card transactions. They maintain accurate records of financial transactions and reconcile accounts at the end of each shift.
· Administrative Duties: In addition to guest-facing responsibilities, front office staff perform various administrative tasks such as filing paperwork, updating guest records, and preparing reports for management.


[bookmark: _Toc159281258][bookmark: _Toc159287660]Section 1: Reflection on Experience and Personal Development 
Having the opportunity to shadow a supervisor in the front office department gave me tremendous insight into the day-to-day operations and responsibilities of handling reservations, guest interactions, and administrative work.
During the shadowing experience, I learned about the various operational procedures involved in front office management. I observed how reservations were handled, guests were checked in and out, and inquiries were addressed.
Customer service is paramount in the front office department, and shadowing allowed me to see firsthand how the supervisor and staff prioritized guest satisfaction. I observed how they greeted guests warmly, anticipated their needs, and resolved any issues or concerns promptly and professionally. This emphasis on guest service reinforced the importance of creating positive guest experiences and building guest loyalty.
One of the most valuable aspects of the shadowing experience was witnessing how the supervisor handled challenges and unexpected situations. Whether it was addressing overbookings, resolving guest complaints, or managing staffing shortages, I saw firsthand the importance of adaptability, quick decision-making, and problem-solving skills in the front office department.
Overall, shadowing a supervisory position in the front office department provided me with a comprehensive understanding of the responsibilities, challenges, and opportunities for growth in hotel front office management. It deepened my appreciation for the importance of effective leadership, guest service excellence, and teamwork in delivering exceptional hospitality experiences.
[bookmark: _Toc159281259][bookmark: _Toc159287661]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 

Work-based skills and technical knowledge are crucial in meeting guest service expectations. They form the foundation of service delivery, influencing the quality of service and overall guest satisfaction.
Strong communication skills are essential for understanding guests' needs, preferences, and expectations. Frontline staff must communicate clearly and professionally with guests to ensure their requests are accurately understood and fulfilled. Additionally, effective communication among team members ensures smooth coordination and collaboration, leading to efficient service delivery and positive guest experiences. 
Guest service standards are best achieved through teamwork and collaboration among all hotel departments. Effective collaboration ensures seamless coordination between front office, housekeeping, food and beverage, and other departments, resulting in a cohesive and memorable guest experience. Staff members who prioritize teamwork can leverage each other's strengths and resources to deliver exceptional service consistently.
Technical knowledge of hotel systems, processes, and amenities is essential for delivering efficient and personalized service. Staff members must be proficient in using reservation systems, point-of-sale software, and other technology to streamline guest interactions and transactions. Additionally, in-depth knowledge of hotel facilities, services, and local attractions enables staff to provide accurate information and recommendations to guests, enhancing their overall experience.

[bookmark: _Toc159281260][bookmark: _Toc159287662]Section 3: Reflection on Organisational Issues 
During my experience ,I have determined that ineffective communication channels between front office staff, housekeeping, maintenance, and other departments can result in misunderstandings, delays, and errors.For examples, one main task for  morning shift  is to check the list off arrivals and to make a note about day use bookings,about  the guests who are coming with childrens and also to comnicate this information to the housekeeping department. If is not a clear communication between front office and housekeeping may lead to confusion and inefficiencies in coordinating tasks and addressing guest needs.

[bookmark: _Toc159281261][bookmark: _Toc159287663]Section 4: Future Action Plan 
Based on my experience shadowing a supervisor in the front office department at Ibis Greenwich, I recognize that communication skills are crucial and I aim to  further to improve verbal and written communication skills, including active listening, empathy, and effective communication with guests and colleagues.To enhance the communication  I am planning to take communication workshops to improve verbal and written communication skills ,including active listening,empathy and conflict resolution. Also a good method to improve the communication si to practice effective communication in various situations such as handling guest inquiries, resolving complaints, and collaborating with team members.
Also,teamwork is a a very important skill that contribute to excellent service . Participating in team building activities and exercises, open and transparent communication can strengthen relationships and collaboration between team members
Task management may be improved with time management strategies such as prioritizing tasks, setting goals, and creating to-do lists 
To enhance the guest services I am planning to attend training sessions or workshops specifically focused on guest service excellence and hospitality standard Also, to learn about cultural awareness and sensitivity to better accommodate diverse guests and provide personalized service.

[bookmark: _Toc159281262][bookmark: _Toc159287664]Conclusion: 
In summary, the shadowing experience is invaluable in developing work-based skills, technical knowledge, and understanding of guest service standards within the hotel guest service industry. Combined with personal and vocational development efforts, shadowing experiences provide me with a solid foundation pursue and succeed in my career aspirations within the dynamic and rewarding field of hospitality.
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