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Section one 

This report will reflect on my experience working in the front office for Holiday Inn. This department is the initial point of contact for guest arrival. The staff is primarily answerable for check-in and check-out of guests, making and processing reservation requests, maintaining guest accounts, responding to guests’ telephone calls and messages, helping guests and coordinating various services for the guests.  (Bardi, 2003).

 From this experience, I have learned the importance of communication. The Front office staff must have excellent communication skills, as the front office is one of the first meeting points for customers. (Jawabreh et al, 2022). Sayın and Karaman 2018).  I've learnt that communication is an essential skill because it allows the employees to listen to the guest's needs and respond to them courteously and professionally. This will boost guest satisfaction, which is essential for creating customer loyalty.

I have also learnt that teamwork is essential to ensure successful guest service. Whilst an individual staff may have their own delegated task, it is a team's collective efforts that ensure service runs smoothly (Ingram and Desombre 2000). Teamwork improves the efficiency of the business and increases guest satisfaction. During my previous experience working front office for Marriott Hotel, I learnt that teamwork is vital for ensuring success for a hotel.  The front office employees are able to work in collaboration to address customer complaints, schedule their next meeting, and look for methods to enhance their performance. Font desk staff who have good cooperation abilities may effectively collaborate with other hotel departments such as housekeeping, to provide a positive visitor experience. 

To ensure task management of the front office, Holiday Inn use a management software called Opera to ensure guest service efficiency (Oaky, 2023). This seamlessly integrates all the hotel's operational processes into one centralised system. This system ensures the efficiency of task management by delegating specific tasks to different staff members. The technology system saves the guest's history information, and preferences, allowing the staff to provide personalised service. It can anticipate guests' demands, allowing front desk workers to properly respond to them.

Section 2 

This work experience has provided me with useful insight into the importance of understanding guest service standards as the hotel front office plays a vital role when ensuring the hotel runs efficiently.  I was able to utilise my communication skills whilst utilising the hotel software system to effectively manage hotel bookings, answering all queries such as room availability, amnesties, and rates of rooms. I was able to effectively communicate with guests regarding the rewards programme and provide adequate information about the complimentary included in packages. This was critical since efficient communication is very crucial while completing administrative work. My duty in the front office was to serve as the initial point of contact between visitors and the rest of the business. As a result, it is my responsibility to listen to the customer, analyse their needs, and either resolve the issue or refer them to the right point of contact. These tasks could not be accomplished successfully unless I had excellent verbal and listening skills.

 I have developed my problem-solving as the front desk is the primary point of contact for answering guest problems and resolving issues that emerge during their stay. One issue that was encountered was a lack of guest information, which meant that a customer's request detail was not fulfilled. The customer had requested a family room but was provided with a standard double room. The client was not happy. Through this error, I  learnt that the way staff handle complaints and difficulties has a huge impact on the guest's emotional state and overall satisfaction.  I ensured that the consumer was provided with the correct room and that they were satisfied with this booking. I was able to effectively use my problem-solving and empathic complaint-handling skills to ensure that the guests felt heard and respected.


Section 3

One organisation issue was communication problems during shift changes. Some information had not been recorded by the staff on the previous shift.  When a customer had complained about the heating in the room, the first shift employees had not recorded this complaint down on the system and when the consumers had raised further questions, the employees on the next shift were unaware a complaint had been made. Thus, they did not have enough adequate information to provide an accurate solution to the customers. This resulted in a delay in providing a response, which led to guest dissatisfaction.

A solution that could be implemented is setting up a brief meeting between the different shift teams to communicate what happened the day before, any updates or information regarding yesterday's arrivals, and any key details for the day. This will assist the staff to understand the significance of communication. It will allow each employee to understand what is expected of them and who must work together to complete their tasks (Lacalle, 2022).


Section 4 

To strengthen my communication abilities, I would seek in-depth training, which would equip me with the ability to use the internal hotel management system.  This will ensure that I am able to execute tasks independently, as I was only provided with a temporary login for the system which did not contain all guest information. This meant that at times I was unable to respond to the customer's queries regarding their stay which meant I required assistance from another staff member. This will ensure I have all the required details to respond to customer enquiries and to provide accurate solutions catered to the needs of the customer.  

I will use Gibbs' reflective cycle to reflect on my placement. (Sibson, 2008).  One of my responsibilities was checking in and out guests; when I confirmed a guest reservation, a customer had booked a room for himself without alerting me that additional individuals would be staying in the room. This affected the occupancy fee charged.  The consumer refused to pay and then was asked to leave. However, the guest threatened the staff. As a result, police officers arrived at the hotel. At the time, I was worried about my safety as well as the safety of the other staff members surrounding me.(Adeani et al, 2020).  The bad aspect of this event was that other customers were concerned about their safety, which might have a detrimental impact on the hotel's reputation.  The positive aspect of this experience was that the hotel has made further efforts to ensure that this event does not occur again and has elevated the topic of security issues.  This experience has taught me that, while the hotel industry is focused on offering an inviting and enjoyable visitor experience. However, protecting their safety and security is equally important. When assessing the circumstances, one explanation for the incident was the hotel's lack of security measures, such as security guards. (He et al, 2018). If this situation occurs again, I will be more proactive in ensuring that it does not escalate and that the incident is reported quickly. This would ensure that I am not endangering myself or others.

In conclusion, this experience has allowed me to hone a variety of critical work-related abilities, including communication, teamwork, and problem-solving.  This experience will achieve my long-term professional objective of owning my own restaurant. Prior to this experience, one of my learning objectives was to learn about the structure, role, and work-based skills required to work in the front office operations, as well as how to use systems and procedures for reservations and registration. This experience has helped me acquire a variety of work-related abilities. The knowledge I have gained from working in the front office can be applied to understanding what skills and knowledge are essential for successful front-of-house service in restaurants. Similarly, to the front office at a hotel, the front-of-house staff, including the manager, are the restaurant's face and the first people a customer sees when they walk in. Their function has a huge impact on the quality of the dining experience and whether a customer chooses to return. Next time, I'd like to learn more about how to operate the software system. This will give me more confidence in providing tailored visitor experiences.
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