
Reflective Journal Entry: Front Office Department Placement Experience






[image: A picture containing text, font, logo, symbol

Description automatically generated]







·  Madalin Mihai Simion
· 2246328
· Hotel Administration & Front Office Operations (BMIH4004)
· Giulia Chifari
· Word count: 656




    During my placement in the front office department, I had the opportunity to engage in various tasks and responsibilities that significantly contributed to the overall guest service experience. In this reflective journal entry, I will utilize the Gibbs Model of Reflection to analyse my experiences, emotions, challenges, and learning outcomes during my time in the front office.
    In the front office department, I undertook tasks such as managing guest inquiries, handling check-ins and check-outs, and ensuring smooth communication between different departments. These responsibilities were crucial in creating a positive first impression for guests and maintaining guest satisfaction throughout their stay. Effective communication and professionalism were paramount in ensuring seamless interactions with guests and colleagues alike.
    Throughout my placement experience, I experienced a mix of excitement, nervousness, and fulfilment. The fast-paced environment presented challenges, particularly in managing multiple tasks simultaneously. However, as I grew more accustomed to the role, I felt increasingly confident in my ability to handle guest inquiries and resolve issues efficiently.
    One of the challenges I encountered was managing guest expectations during peak hours. The volume of inquiries and check-ins sometimes felt overwhelming, requiring quick thinking and prioritization. However, these challenges also provided opportunities for growth and development. Additionally, I was pleasantly surprised by the supportive atmosphere within the team, where colleagues were always willing to lend a helping hand.
    Reflecting on my performance, I identified strengths in problem-solving, multitasking, and conflict resolution. I found that my ability to remain calm under pressure and adapt to changing situations greatly contributed to my effectiveness in the front office area. However, I also recognized areas for improvement, such as enhancing my knowledge of hotel systems and refining my time management skills.
    My placement experience deepened my understanding of the front office's role in providing a positive guest experience. Interacting with guests from diverse backgrounds and working closely with colleagues highlighted the importance of creating a welcoming and efficient environment. These interactions shaped my perception of customer service, emphasizing the significance of personalized interactions and attention to detail.
    Throughout my placement, I encountered various ethical and cultural considerations, particularly when addressing sensitive issues or accommodating diverse guest needs. I learned the importance of cultural sensitivity and respect for diversity in providing exceptional customer service. By actively listening and adapting to individual preferences, I ensured that all guests felt valued and respected during their stay.
    In conclusion, my placement experience in the front office department has been invaluable in shaping my perception of the hospitality industry. I have gained not only practical skills but also a deeper understanding of the importance of effective communication, professionalism, and cultural sensitivity in guest service. Moving forward, I am committed to continuous improvement and development, and I am confident that the lessons learned during my placement will serve me well in my future career in the hospitality industry.
Action Plan
 To further enhance my skills and knowledge in the front office area, I plan to:
1. Participate in additional training programs to familiarize myself with hotel systems and procedures.
2. Seek opportunities to shadow experienced colleagues to learn best practices in guest interaction and problem-solving.
3. Actively engage in cultural competency workshops to deepen my understanding of diverse guest needs and preferences.
4. Reflect regularly on my experiences and seek feedback from supervisors to identify areas for improvement and growth.
5. Explore opportunities for cross-departmental collaboration to gain a holistic understanding of hotel operations.
My placement in the front office department has profoundly shaped my understanding of hospitality. I am committed to ongoing growth, focusing on refining skills, broadening knowledge, and fostering innovation. Beyond fulfilling my role, I aspire to exceed expectations, setting new standards for service excellence. With professionalism and empathy, I aim to create memorable experiences, leaving a lasting positive impact on guests. This experience has ignited a passion within me to make a meaningful difference in the industry, where every interaction is an opportunity for genuine care and hospitality.












Response to Positive TripAdvisor Review:

We are delighted to hear about your positive experience during your recent stay at our hotel. Thank you for taking the time to share your feedback with us. Your kind words serve as a great source of motivation for our team.

At Orida, we strive to provide exceptional service to all our guests, and it is rewarding to know that we succeeded in meeting your expectations. Your compliments regarding the cleanliness, amenities, and overall ambiance of our hotel are greatly appreciated.

We take pride in delivering personalized experiences that leave a lasting impression, and we are thrilled to learn that you enjoyed every aspect of your stay with us. Your satisfaction is our utmost priority, and we look forward to welcoming you back for another memorable stay in the future.

Thank you once again for choosing Hotel Orida. We value your patronage and hope to have the pleasure of hosting you again soon.

Warm regards,
Madalin Simion
Front Desk Receptionist
Hotel Orida





Letter of Complaint Response:
Mrs. Joanna Blake
558 Longford Road
Swansea
SA1 2AR

January 10th, 2024

Subject: Resolution of Your Recent Stay Experience

Dear Mrs. Blake,

I sincerely apologize for the disappointing experience you encountered during your recent stay in room 330 at our hotel. Please accept my heartfelt apologies for the inconvenience and dissatisfaction you experienced.

I assure you that the issues you raised regarding the cleanliness of your room, the reliability of our Wi-Fi service, noise disturbances, and the quality of customer service are taken very seriously. Such lapses do not reflect the high standards we aim to uphold at [Hotel Name].

Immediate steps are being taken to address the cleanliness issues in room 330, and our housekeeping team has been reminded to ensure meticulous attention to detail in every aspect of room preparation. Additionally, our technical team is investigating the Wi-Fi connectivity problems to rectify the issue promptly.

To address noise disturbances, we are reviewing our policies and procedures to ensure a peaceful environment for all guests. Furthermore, we are conducting additional training sessions for our staff to enhance their responsiveness and attentiveness to guest needs.

In recognition of the inconvenience caused, I would like to offer you a complimentary stay at our hotel, including complimentary breakfast and a room upgrade, during your next visit. Please contact me directly at [Your Phone Number] or [Your Email Address] to arrange your future reservation.

Once again, please accept my sincerest apologies for the shortcomings you experienced. We value your feedback as it helps us identify areas for improvement and ensures that we provide exceptional service to all our guests.

Thank you for bringing these concerns to our attention. We hope to have the opportunity to regain your trust and welcome you back for a more enjoyable stay in the future.

Warm regards,

Madalin Simion

Hotel Orida.



Portfolio
Key Skills Required in Hotel Front Office Operations

In my journey through various roles within the hospitality industry, including reception, housekeeping, and food and beverage, I have come to recognize the paramount importance of mastering key skills essential for successful front office operations. Drawing upon my experiences at Orida Hotel, I will delve into the intricacies of customer service, communication, organizational, and problem-solving skills, exploring how they manifest in real-life scenarios and their critical significance in delivering exceptional guest experiences.

Customer Service Skills
At Orida Hotel, I encountered a diverse array of guests with unique needs and expectations. One memorable encounter involved a guest who arrived early for check-in, visibly fatigued after a long journey. Despite not having rooms available for early check-in, I welcomed the guest warmly, offered complimentary refreshments in the lobby, and ensured they felt valued and cared for during the brief wait. This experience underscored the importance of empathy, attentiveness, and flexibility in delivering exceptional customer service, as emphasized by Pine and Gilmore (1998).
Moreover, during my time at the hotel's restaurant, I witnessed firsthand the impact of personalized service on guest satisfaction. By anticipating guests' preferences, engaging in genuine conversations, and going above and beyond to accommodate special requests, I was able to create memorable dining experiences that left a lasting impression on guests, aligning with the principles of customer-centricity advocated by Parasuraman, Zeithaml, and Berry (1985).

Communication Skills
Effective communication lies at the heart of every successful guest interaction. In my role at reception, I encountered numerous instances where clear and concise communication was imperative for conveying information accurately and building rapport with guests. For instance, when handling guest inquiries about local attractions or restaurant recommendations, I relied on active listening and articulate expression to provide relevant and helpful information, as highlighted by Beebe, Beebe, and Redmond (2015).
Furthermore, my experience in housekeeping taught me the importance of non-verbal communication in maintaining guest satisfaction. By ensuring meticulous attention to detail in room preparation, anticipating guests' preferences through observation, and responding promptly to special requests, I was able to communicate care and professionalism through my actions, fostering trust and confidence among guests, as noted by Argyle (1988).

Organizational Skills
In the fast-paced environment of hotel operations, organizational skills are indispensable for managing multiple tasks efficiently and maintaining operational excellence. During my tenure at Orida Hotel, I encountered numerous instances where effective organization was critical for delivering seamless guest experiences. For example, when coordinating room assignments during peak check-in periods, I relied on meticulous planning, attention to detail, and effective time management to ensure smooth transitions and minimize wait times for guests, aligning with the principles of efficiency and productivity advocated by Robbins and Coulter (2019).
Moreover, in my role at the hotel's food and beverage section, organizational skills were paramount for coordinating meal service, managing inventory, and ensuring compliance with food safety standards. By implementing efficient systems for order processing, inventory management, and kitchen workflow, I was able to optimize operational efficiency, reduce waste, and enhance the overall dining experience for guests, as highlighted by Johnston and Clark (2008).

Problem-Solving Skills
Throughout my tenure at Orida Hotel, I encountered various challenges that necessitated effective problem-solving skills. One notable example occurred during a guest's stay, where they expressed dissatisfaction with the cleanliness of their room. Despite the housekeeping team's best efforts, the issue persisted, requiring swift and decisive action to resolve. By actively listening to the guest's concerns, conducting a thorough investigation, and implementing corrective measures such as reassigning the room and offering a complimentary meal voucher, I was able to address the issue promptly and salvage the guest's experience, aligning with the principles of problem-solving advocated by Dyer et al. (2000).
Furthermore, in my role at the hotel's reception, I encountered instances where proactive problem-solving was essential for mitigating guest complaints and ensuring timely resolution. For example, when a guest reported a malfunctioning air conditioning unit in their room, I promptly notified the maintenance team, arranged for a technician to address the issue, and provided the guest with temporary accommodations to minimize inconvenience, demonstrating agility and resourcefulness in resolving guest concerns, as noted by Kepner and Tregoe (1981).

Conclusion
In conclusion, my experiences at Orida Hotel have underscored the critical importance of mastering key skills such as customer service, communication, organizational, and problem-solving in hotel front office operations. Through personalized interactions, clear communication, effective organization, and proactive problem-solving, I have been able to deliver exceptional guest experiences, foster guest loyalty, and contribute to the overall success of the hotel. Moving forward, I am committed to continuous learning and development, leveraging these key skills to further enhance guest satisfaction and drive operational excellence in the dynamic and ever-evolving hospitality industry.
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