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Novotel Hotel Southampton is a 4-star hotel situated in city center of Southampton that offers pleasant stays in 121 rooms: standard, superior, twin, and executive rooms. Also, 8 conference rooms are prepared to host events along with a pool and gym area that are open for guests. Novotel is a perfect and comfortable stay for business or family. 
Doing a placement at a Novotel hotel Southampton is a great opportunity to gain experience in the hospitality industry. As a student I have set up few objectives to help me make the most of my placement time at front office:
-Learn the Basics. Familiarize myself with the hotel's policies, procedures, and standards, understanding the brand and its values is crucial.
 - Customer Service Skills. Develop effective communication and problem-solving skills, as customer satisfaction is the key in hospitality.
 - Networking. Build relationships with colleagues and supervisors. Networking can lead to future job opportunities.
 - Be Proactive. Take initiative and show a willingness to learn. Volunteer for tasks and responsibilities beyond your assigned duties.
 - Feedback. I regularly seek feedback from supervisors to improve my performance.
 - Time Management, Hospitality can be fast paced, to prioritize tasks and manage my time effectively.
 - Cultural Sensitivity. Novotel is an international brand. I have prepared to interact with guests from diverse backgrounds and cultures.
 - Professionalism. Always maintain a professional demeanor. The attitude and appearance should reflect the high standards of the hotel.
 Improving communication within a front office team is crucial for enhancing overall efficiency and ensuring smooth operations. Effective communication strategies can lead to better teamwork, increased productivity, and enhanced customer satisfaction. 
 Key Strategies for Better Communication
 1. Implementing Regular Meetings.
Regular meetings are essential to keep everyone informed and aligned with the team's goals and objectives. These meetings should have clear agendas and allow for open discussion, ensuring all team members can share updates and address concerns. As noted by Smith (2021), "frequent and structured meetings help teams stay on track and maintain transparency" (p. 45).
 2. Utilizing Collaborative Tools.
The use of collaborative tools such as Slack, Microsoft Teams, or Asana can significantly improve communication. These platforms facilitate real-time messaging, file sharing, and project management, making it easier for team members to stay connected and collaborate effectively. Johnson (2020) highlights that "collaborative tools reduce miscommunication and enhance team collaboration by providing a centralized platform for all communication needs" (p. 102).
    3. Encouraging Open and Honest Communication.
Creating an environment where team members feel comfortable expressing their ideas and concerns is vital. This can be achieved by fostering a culture of respect and openness. According to Brown (2019), "open communication leads to a more engaged and motivated workforce, as employees feel valued and heard" (p. 78).
 4. Providing Continuous Training,  
Regular training sessions on communication skills can help team members improve their interactions. These sessions can cover topics such as active listening, conflict resolution, and effective feedback. Thompson (2018) states that "continuous training ensures that employees are well-equipped with the necessary skills to communicate effectively in various situations" (p. 33).
 
5. Setting Clear Expectations and Responsibilities. 
Clearly defined roles and responsibilities prevent confusion and ensure that each team member knows what is expected of them. This clarity helps in reducing overlaps and gaps in communication. As highlighted by Lee (2017), "clear expectations and responsibilities lead to more organized and efficient teamwork" (p. 22).
By adopting these strategies, front office teams can enhance their communication, leading to improved performance and better overall outcomes for the organization.
One of the issues I have noticed is the lack of transparency and communication between shifts at Novotel. Effective briefing between shifts in the front office is crucial for maintaining seamless operations, ensuring continuity of service, and minimizing errors. There are key considerations and best practices for conducting shift briefings, supported by academic and industry sources that I found and should be implemented: 
a. Consistent Structure. Each briefing should follow a consistent structure to ensure all necessary information is communicated. This includes a review of outstanding tasks, updates on guest statuses, and any notable incidents from the previous shift. According to Wang and Wang (2017), a standardized approach reduces the likelihood of missed information and enhances team coordination.
 
b. Clear Communication. Communication should be clear, concise, and free from jargon that might not be understood by all team members. Effective communication is vital in hospitality settings to avoid misunderstandings that can affect guest experiences (Baum, 2015).
 
c. Documentation. Maintain a logbook or digital record of key points discussed during the briefing. This documentation serves as a reference for both incoming and outgoing staff and can be useful for tracking recurring issues and solutions (Jones & Lockwood, 2004).
 
d. Interactive Sessions. Encourage interaction during briefings, allowing team members to ask questions and clarify uncertainties. Interactive briefings foster a collaborative environment and ensure that all team members are on the same page (Bardi, 2011).
 
e. Focus on Key Metrics. Highlight key performance metrics such as occupancy rates, VIP arrivals, and special requests. This focus helps align the team's efforts with the hotel’s strategic goals (O'Fallon & Rutherford, 2010).
 
f. Emergency Protocols. Regularly review emergency procedures to ensure all staff are prepared to handle unexpected situations. This preparation is crucial for maintaining safety and security in the hotel environment (Enz, 2010).
To implement effective shift briefings, management should provide training in communication skills and the use of briefing tools. Additionally, feedback from staff can be invaluable for refining the briefing process. Technology can also play a role; for example, using digital platforms to streamline communication and record keeping can enhance efficiency and accessibility (Jones & Lockwood, 2004).
 Effective shift briefings are an essential practice in the front office to ensure seamless transitions, uphold service standards, and maintain operational efficiency. By adhering to best practices such as structured communication, thorough documentation, and interactive sessions, front office teams can better serve their guests and support each other.
 Future action plan.
Developing a future action plan for a front office involves focusing on enhancing customer service, streamlining operations, and incorporating technology to improve efficiency: 
1. Enhancing Customer Service.
   - Training Programs. Implement regular training sessions for front office staff to improve their communication and problem-solving skills. Studies show that well-trained employees are crucial for superior customer satisfaction (Lovelock & Wirtz, 2016).
   - Feedback Mechanism. Establish a robust feedback system to gather customer insights and address issues promptly. This could include online surveys, suggestion boxes, and follow-up calls.
   2. Streamlining Operations.
[bookmark: _Int_y4CxlDYD]   - Standard Operating Procedures (SOPs). Develop and update SOPs to ensure consistency and efficiency in front office operations. This helps in maintaining high standards and reduces errors (Jones & Robinson, 2012).
   - Cross-Training Staff. Train employees to handle multiple roles within the front office. This flexibility can reduce downtime and improve service delivery during peak times or staff shortages.
 3. Incorporating Technology.
   - Automation Tools. Implement software solutions for appointment scheduling, check-ins, and customer management. Automated systems can reduce wait times and enhance the customer experience (Lovelock & Wirtz, 2016).
   - Digital Communication Channels. Utilize chatbots, social media, and mobile apps to provide customers with 24/7 assistance and instant responses to their inquiries.
 By focusing on these key areas, I consider that front offices can improve their operational efficiency and customer satisfaction levels, positioning themselves for future success, and by adopting these strategies, front office teams can enhance their communication, leading to improved performance and better overall outcomes for the organization.
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