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[bookmark: _Toc160018049]Introduction

Front office placement experience in hotel administration allowed me to gain in-depth professional knowledge (Wodak, 2017). Through this experience, I was able to learn several things about managing hotel activities and evaluating my work ability. At this stage, I will present a learning journal using Gibbs' reflective cycle about this placement experience. 
[bookmark: _Toc160018050]Description 
In my placement experience, my primary work in the front office was to interact with guests in hotel management activities. Monitoring their arrival activities starting from the check-in and check-out stages. Speaking in the front office I worked to provide any kind of facilities to the guests. Specially to solve their problems and I effectively maintain communication with them, to achieve satisfaction (Rutherford and O'Fallon, 2019). I have also worked as a team member to provide the best facilities to the guests which has further enhanced my experience. As a new member in placement experience, I always try to learn from others and try to give my best to the guests.
[bookmark: _Toc160018051]Feelings
This placement opportunity was my first professional experience working in the front office. Because of this, I was very interested throughout the entire program and especially excited to observe the activities. Managing the work in the front office is very dynamic and as a new professional, I faced several challenges. I felt the pressure to complete the work quickly specially during the check-in stages of the guests and it took me time to adapt. I have tried to face the challenges in the work as much as possible so that I can acquire professional skills by gaining experience (Jackson, 2016).
[bookmark: _Toc160018052]Evaluation 
From the experience of working in the front office area, I have learned several things that have helped in various areas including problem-solving and multitasking. Also able to identify my strength areas. 
[bookmark: _Toc160018053]Strengths
Problem-solving: I have tried to handle any unexpected challenges very easily while working in the front office in hotel management. Being able to satisfy the guests by solving the problem really shows my creative work.
Multi-tasking: Multitasking is important in front office work. Because in this case together with check-in room service, communication with them has to be completed. I have completed this task and turned it into my strength (Pollak, 2018).
Conflict resolution: Conflicts in any type of work can happen at any time. Because of this, I always try to adapt to tense situations and play a role in resolving conflicts between guests and other members.
[bookmark: _Toc160018054]Areas of improvement
Adaptability: Adaptability is most important in any work so I want to develop adaptability to adapt to any situation including challenging ones. 
Time management: I would like to improve this because I used to face a lot of problems in time management when I was doing various tasks simultaneously (Barry, 2018).
Use of skills
Working in the front office I have been able to solve problems at various times. Also, I have been able to play the most important role in multi-tasking. Because I can do many things at once. Besides, I have played a role in resolving any kind of conflict. 
Analysis 
My role in the front office area was effective in providing a positive guest experience. Because I have always tried to work through interaction with my colleagues. I have demonstrated good results in welcoming and interacting with guests, providing proper service, and motivating other staff to furnish rooms. All these factors are specially needed in the hospitality industry to satisfy customers and create a positive environment.  
Cultural and ethical considerations
Knowledge of cultural and ethical considerations is essential when working in the front office. As there are guests from different cultures who may have differences, ethnic cultural issues need to be respected. I observed ethnic and cultural differences in serving guests. Apart from this, the linguistic difference was one of the issues that I worked with respect for (Braun et al., 2020).
[bookmark: _Toc160018055]Conclusion 
The opportunity I got to work in the front office area during this placement opportunity has enriched my experience. I have learned to deal with challenging environments in providing services to guests. I also realised the importance of professional activities that I can use to improve in the future. From this experience, I have been able to identify strengths in my professional work (Marland, 2023). Also, by identifying the areas that need improvement, I will be able to create action plans that will enrich my future professional life.
[bookmark: _Toc160018056]Action plan 
I have done several action plans to increase efficiency for work in the front office area:
· I will work on creating a schedule to improve my time efficiency.
· Create an inclusive environment in interactions with guests.
· Any action plan will be prepared in advance. 
[bookmark: _Toc160018057]Conclusion 
This placement work opportunity in the front office area has given me a unique opportunity to enhance my professional skills. I will always try to apply the skills gained from this which I have highlighted through reflection.
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	Trip Advisor Review Response 150 words +/-10%

	
Title: Great Stay!
Mrs. Hannah James 
TripAdvisor
Reviewed in February 2024
We appreciate Joanna Blake for sharing her splendid evaluation of her stay at the Ibis Budget hotel in London. We’re honoured to have you as a visitor and are happy to be of service to you. Our dedication to offer the greatest lodging preferences for visitors ensures the finest experience and pinnacle-notch services. Through keeping the distance neat and organized, we do our exceptional to provide super provider. I’m glad to examine which your idea the brunch used to be exquisite. 
We constantly take some time to customize the scrumptious meals for our visitors. Your positive remarks regarding the breakfast encourage us to offer visitors the best viable consuming experience. Every visitor is essential to us, for that reason our group of workers contributors are especially committed and keen to satisfy their desires. We admire your choice for your stay at Ibis Hotel. We are eager to help you and provide you with another magnificent experience.
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Figure 1 Guest Review TripAdvisor (2024)

	

	

	

	Letter of complaint response 500 words +/- 1-%

	
Title:  We are Sorry for any inconvenience caused to you while you were staying at the Ibis Budget in London.
Ibis Budget, London
Essex,
 Highbridge Rd, 
Barking
IG11 7BA
Dear Mrs. Joanna Blake,
We want to thank you for your negative revel in on the Ibis Hotel. Your input is a lot valued because it enables us to make enhancements and offer our visitors super enjoy. We value this input since it demonstrates our dedication to giving guests an amazing enjoy. 
We like to carry our heartfelt regrets in your discontent with the supplied carrier. We regret now not being capable of meeting your demands, however we do our quality to satisfy the desires of our visitors. We are attempting to tell our traffic through which includes remarks at the significance of preserving a peaceful environment at night-time Please enable us to put your faith lower back in us by way of making up for the difficulties you have experienced.
To maintain a high level, our cleaning staff are always available to you, and we value your input in this instance. We investigated the situation and discovered some unresolved concerns. To avoid this kind of difficulty, corrective measures have been implemented. In response to your comments, our housekeeping staff have received further training to reaffirm the correct cleaning protocols. A rigorous quality control procedure has been put in place to provide a baseline for very high levels of cleanliness. 
We are aware that business travellers depend on a dependable Wi-Fi connection to complete tasks and show up to meetings. We take great responsibility for the poor Wi-Fi connection and apologize for any inconvenience this has caused. We want the visitors to have a flawless stay. To provide visitors with the best possible experience, our IT staff has already conducted a full analysis of the network architecture and started an increase of bandwidth capacity. To assist customers with Wi-Fi problems, we are providing front desk personnel with training. Additionally, proactive monitoring is being conducted on the network infrastructure to find problems before they affect visitors' experiences.  
The overwhelming volume of noise is not indicative of the excellent quality of service we strive to provide. After carefully examining this, we made the decision to install solid core doors and invest in high-quality soundproofing. To successfully address the issues of the guests, we are also offering training to the personnel. To reduce noise, we are now promoting certain quiet hours. In addition, we are putting measures into place in hotels to deal with the problem of excessive noise. We want to make up for the unpleasant experiences you had at the Ibis Budget London by giving you a complete refund. 
We appreciate your kind comments and work to make improvements to our services to provide our visitors the best possible experience. We hope to have the pleasure of hosting you again in the future and giving you the greatest experience in town. 
With all due respect,
Kind Regards, 
Elena Mirabela Radu 
Line Manager 
Ibis Budget  
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Great stay!

Booked for a weekend away although live fairly local. The
refurbishment is still in progress but we were not interrupted and
the new look i beautiful, resembling the interiors of some much
higher end hotels I've stayed in. Bed was extremely comfy and
how was quiet and relaxing. Breakfast was wonderful- special
mention for the very quality options such as delicious Kentish
apple juice and proper meat-free options for vegetarians! They
had veggie bacon from the brand ‘This Isn't’ which is a very
premium vegetarian brand. Staff were pleasant and the
location is great for exploring Canterbury. Definitely
recommend.

Read more v

Date of stay: November 2023
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