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Guest service operations, particularly in the front office of a hotel, are crucial for ensuring a positive experience for guests from the moment they arrive until they depart. : The front desk serves as the nerve center of the hotel's guest service operations. Front desk staff handle guest inquiries, requests, and complaints promptly and professionally. They also provide information about hotel facilities, local attractions, transportation, and other services. (Dollarhide, 2019). 
 During my placement at Ibis Hotel, I had the opportunity to practice the following key aspects: 
· Booking Management: This involves handling reservations made via various channels (phone, email, online platforms) and ensuring accurate recording of guest information, preferences, and special requests.
· Check-in Process: This is often the first point of contact between the guest and the hotel staff. Efficient check-in procedures involve greeting guests warmly, verifying their reservation details, collecting necessary information such as identification and payment method, and providing them with key cards or room keys.
· Billing and Payment Processing: Front office staff handles guest check-outs, including finalizing bills, processing payments, and parking charges. They also manage the billing process for services such as room service, telephone usage, and other amenities.
· Safety and Security: Front office staff are responsible for ensuring the safety and security of guests and their belongings. This includes verifying guest identities, monitoring hotel premises for any suspicious activities, and responding promptly to emergencies or security threats.
· Technology Integration: Modern hotels often utilize technology to streamline guest service operations. This may include online check-in/out options, mobile key access, self-service kiosks, and integrated property management systems to manage reservations, room assignments, and billing efficiently.

 
Section 1: Reflection on Experience and Personal Development 

Reflecting on my experience as a supervisor in the Front office department, I find it essential to apply the Gibbs Reflective Cycle.
In terms of personal development, this experience has been invaluable. It has not only enhanced my professional skills but also contributed to my personal growth. Moving forward, I aim to continue learning and growing in this role, striving for excellence in guest service and team leadership.
As a supervisor in the front office, the experience has been both challenging and rewarding. 
Overseeing the front office operations has deepened my understanding of our systems and processes. This technical knowledge has been crucial in ensuring smooth operations and high-quality guest service.
Interacting with guests from various backgrounds has improved my interpersonal skills. I’ve learned to be more empathetic, patient, and culturally sensitive.
My experience as a supervisor in the front office has been a journey of personal growth and development. I've embraced opportunities for self-reflection, seeking feedback, and pursuing professional development to enhance my skills and capabilities. Each challenge and success has contributed to my growth as a leader and contributed to my confidence in my role.

Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 

During my placement, I found that effective supervision of the front office in a hotel requires a combination of work-based skills and technical knowledge. Supervisors must possess strong leadership, communication, and problem-solving skills while also being proficient in various technical aspects related to front-office operations, team management, guest relations, and compliance. By honing both their work-based skills and technical knowledge, supervisors can effectively lead their teams, optimize front-office operations, and deliver exceptional guest experiences. Remember Richard Branson’s advice: “Set realistic customer expectations and then not just meet them but exceed them.”(Cloudbeds,2022)
Effective communication is vital in understanding guest needs and delivering appropriate services. For instance, during the shadowing experience, it was observed that staff who communicated clearly and empathetically with guests were able to meet their needs more effectively. (‌ Phillpott, 2018)
Also, the ability to quickly identify and resolve issues is a key to maintaining high service standards. For example, during the shadowing experience, a guest had an issue with their room’s air conditioner or television. The staff member was able to diagnose the problem and arrange for immediate repair, thereby minimizing the guest’s inconvenience.
During my experience in a hotel, I understood why cultural awareness is important. In a globalized world, cultural awareness is crucial in serving guests from diverse backgrounds. Staff who demonstrated cultural sensitivity were able to make guests feel more comfortable and respected.
Technical Knowledge is the key to meeting guest service expectations. Understanding the operations of the establishment, such as reservation systems, room services, and billing processes, is essential. During the shadowing experience, it was evident that staff with a strong knowledge of these technical aspects were able to provide quicker and more accurate service.

Section 3: Reflection on Organisational Issues 

Reflecting on the issues at the Ibis Greenwich Hotel, several key points stand out:
Booking and Pricing: There have been instances of booking errors and dissatisfaction with the cost of rooms.
Parking Charges: The price for parking is 23£ per 24 hours, some guests are not comfortable with this. The parking is also used by non-residents, and the guests always have a problem with the parking space. Sometimes, the guests are paying for parking and they do not find space to park, becoming revolted.
Location: While the hotel is in a charming neighborhood, it is not in Central London, which some guests might find inconvenient.
These issues highlight the importance of maintaining high standards in customer service, room conditions, and booking management to ensure guest satisfaction. The hotel management must address these issues promptly and effectively.

Section 4: Future Action Plan 
During my hotel placement, I have discovered that by focusing on effective communication, teamwork, task management, personal skills, and guest operations the front office team can work more effectively together, providing exceptional service to guests, and contributing to the overall success of the hotel.
Effective communication may include clarity, active listening, and adapting communication styles to different situations. To improve this area I am planning to attend communication skills workshops to enhance active listening, empathy, and clarity in verbal and written communication.
 Teamwork is another crucial skill for the front office. Areas of improvement may include collaboration, accountability, and mutual support among team members.
 Strong teamwork fosters a positive work environment and enhances guest satisfaction.
Efficient task management is essential for maintaining productivity and delivering excellent service.

Conclusion: 

The shadowing experience provided invaluable firsthand exposure to the intricacies of front-office operations and guest service standards within the hotel industry. By observing experienced professionals in action, I gained practical insights into various aspects of guest interaction, reservation management, check-in procedures, and problem resolution. Also, I gained technical knowledge related to hotel management systems, reservation software, and operational procedures
Through shadowing, I gained a comprehensive understanding of guest service standards and the importance of prioritizing guest satisfaction. By observing interactions between staff and guests, I learned the significance of attentiveness, responsiveness, and personalized service in exceeding guest expectations.
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