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[bookmark: _Toc212816249]Introduction 
The placement that I attended at the Best Western White House Hotel has enabled me to appreciate the management aspects in the front desk department in terms of the administrative and operational complexities involved along with the first interaction that the hotel has with a guest. From the point of view of a front desk officer, the job entails managing the check-in and check-out processes of the guests, making and amending reservations, assisting with guest complaints, and performing the necessary cross department coordination for the function to work seamlessly. My placement was directly supervised by Mr. Massimo Berardi, Front Office Manager and my teammates were Durgesh Patel, Tarun Patel, Anemone, and Loredana. This was a unique opportunity to learn teamwork and effective communication and service delivery in a practical context in the hospitality industry. Gibbs’ Reflective Cycle provides a robust framework to structure this reflection in terms of the learning experiences in Level 4 placement.
[bookmark: _Toc212816250]Section 1: Role Reflection 
[bookmark: _Toc212816251]Description 
The front desk department is critical for creating first impressions and ensuring guests' needed satisfaction (Alhassan, 2020). The most important responsibilities were checking guests in and out using the Opera PMS, managing the daily occupancy report, allocating and managing rooms, and answering queries from clients in person and over the phone (Bardi, 2010). The role also required liaising with housekeeping and maintenance on the status of rooms before guest arrivals (Wood, 2012).  
[bookmark: _Toc212816252]Feelings 
There always comes a time in life where a certain step must be taken, and with it, the accompanying anxiety that comes with the burden of holding a reputation, especially with respect to the hotel in the present context (Hu et al., 2022). The welcoming and encouraging peers especially from. Mr. Berardi proved to be instrumental in facilitating the shift towards a more confident demeanor. The fear that underscored the anxiety removed itself after the second emphasis placed on teamwork and cooperation replaced themselves with a more joyous atmosphere completely supported the argument that a more positive work culture improves work performance among the employees (Suwarto et al, 2023). 
[bookmark: _Toc212816253]Evaluation 
The placement confirmed for me how front office functions are related to guest satisfaction and the overall performance of the hotel (Vallen and Vallen, 2014). The value of writing and communicating a procedure and the importance of the front desk’s interface with the rest of the hotel became clearer (Hu et al. 2022). One of the most positive findings was the ability to quickly and easily diffuse customer concerns. This showed the relevance of emotional intelligence to service personnel (Sulastri and Hengky, 2025). 
[bookmark: _Toc212816254]Analysis 
This case has stressed the theoretical part of service quality in the context of service quality and guest satisfaction. A front desk possesses both technical and social functions, therefore, it represents both the service and the center of communication in the hotel (Nguyen, 2019). It is also the case when the SERVQUAL model of Customer Service Management assists in distinguishing guest perceptions of reliability, assurance, and empathy. Moreover, the Herzberg Motivation-Hygiene Theory states that recognition and supportive supervision motivate employees to outs mits of work (Fallon and Rutherford, 2010). This culture of teamwork that the hotel had has motivated the front office staff to cooperate, thus, collectively working enhances cross-function and total office productivity (Suwarto et al, 2023). For example, the observable use of the technology such as digital reservation systems demonstrates the way how technology increases productivity and accuracy at the front desk (Shin et al., 2019). These were practical takeaways that connected the classroom lessons from Level 4 and emphasized their importance to real workplace situations. It is the case with systems and communication of front desk that internal empathy, guest anticipation and anticipation and care of the guests are equally important (Nurrabani, 2024).
[bookmark: _Toc212816255]Conclusion 
There are several personal and professional attributes that can be gained from this placement. Interpersonal skills, confidence, and time management when dealing with guests were all enhanced. On the other hand, improvement still needs to be made when dealing with multitasking and high pressure situations. Greater communication and leadership skills would strengthen the improvement needed (Nguyen, 2019). From the thesis, the front-desk service experience confirmed that the excellence in service hospitality comes from collaboration, professionalism, and constant improvement (Alhassan, 2020). 
[bookmark: _Toc212816256]Action Plan
	Action
	Timeline
	Support
	Outcome

	Attend front office training
	6 months
	Mr. Berardi
	Better multitasking

	Improve Opera PMS skills
	3 months
	Durgesh & Tarun
	Higher accuracy

	Learn from team members
	Ongoing
	Anemone & Loredana
	Better teamwork



[bookmark: _Toc212816257]Section 2: Discussion of Key Front Desk Issue 
Best Western White House hotel has several ‘Operational Challenges’ in relation to employee retention at the front desk. As noted in the literature, the service industry has a high employee turnover ratio due to the nature of the work, especially in areas like customer service, limit motivation due to the lengthy hours (Alhassan, 2020). The impact of several front desk agent resignations within a period of a few months resulted in the employee being overworked in order to cover the additional shifts while still maintaining the necessary standards of service. The fragmentation of work and the work process, coupled with the relocation and movement of a pair of the work components, has the potential to disturb the equilibrium, which in turn, increases the overall expenditure (Sulastri and Hengky, 2025).
As noted by Bardi (2010), front desk employees sustain customer satisfaction as they are the visible part of the hotel and are tasked with keeping the service seamless. It has been shown that the presence of experienced front desk employees improves efficiency and dedications, as service mistakes tend to occur in their absence (Hu et al., 2022). At Best Western, Mr. Massimo Berardi, the Front Office Manager praised his team for open communication, scheduling fairness and recognition while the team as a whole had concerns with the lack of career development. As noted by Suwarto et al. (2023), the lack of recognition programs coupled with a supportive managerial culture tends to correspond with lower employee satisfaction and higher turnover.  
[bookmark: _Toc212816258]Section 3: Future Trends in Front Desk 
In the hospitality sector, the function of a front desk is increasingly being affected by the role of technology and digitalisation. Newer hotels are introducing AI-check-in kiosks and mobile concierge services which are helping front desk personnel devote more time on guest engagement (Shin et al. 2019). The speed at which automation is performed in the completion of administrative tasks is expected to enhance guest satisfaction by improving accuracy and speed while minimizing human-driven mistakes (Hu et al. 2022). 
The introduction of the Opera PMS system in the Best Western White House Hotel has, for instance, enhanced communication between the front desk and other departments like housekeeping and maintenance. With hotels being in a state of perpetual adaptation and innovation, the rapid adoption of new systems by front desk personnel will be of primary importance (Wood, 2013). 
As with other industries, I have also observed a strong emphasis on diversity, equity, and inclusion along with other forms of communications that cross borders and cultures. As noted by Suwarto et al (2023), major global hospitality companies are looking to build inclusive workplaces to attract and retain a broad range of talent, especially in customer facing positions. At Best Western, Cross cultural collaboration among Tarun, Durgesh, Loredana, and Anemone has improved service adaptivity and strengthened the accommodation of global clients. 
[bookmark: _Toc212816259]Conclusion 
The placement highlighted the importance of the personal touch and the importance of interactions with trained staff at all levels of the hotel operation. Advanced technology alone would not sustain the type of operational success the hotel practiced. In any profession field reflection and learning from one`s experience, as well as acquiring new knowledge, is essential for growth and development.
[bookmark: _Toc212816260]


References
Alhassan, S. (2020). An assessment of the role of hotel front desk on customer satisfaction_a case study of two selected hotels in Tamale Metropolis. Uew.edu.gh. [online] doi:http://41.74.91.244:8080/handle/123456789/2283.
Bardi, J.A. (2010) Hotel Front Office Management. London: Wiley.
Fallon, M.J. and Rutherford, D.G. (2010) Hotel Management and Operations. London: Wiley.
Hu, F., Trivedi, R. and Teichert, T. (2022). Using hotel reviews to assess hotel frontline employees’ roles and performances. International Journal of Contemporary Hospitality Management, 34(5), pp.1796–1822. doi:https://doi.org/10.1108/ijchm-04-2021-0491.
Hu, F., Trivedi, R. and Teichert, T. (2022). Using hotel reviews to assess hotel frontline employees’ roles and performances. International Journal of Contemporary Hospitality Management, 34(5), pp.1796–1822. doi:https://doi.org/10.1108/ijchm-04-2021-0491.
Nguyen, H.H.M. (2019). Optimizing the role of hotel front office staff in modern-day revenue management. [online] www.theseus.fi. Available at: https://www.theseus.fi/handle/10024/168055.
NURRABANI, N. (2024). FRONT DESK AGENT RESPONSIBILITY AT GRANDE VALORE HOTEL - Repository STBA JIA. Stba-jia.ac.id. [online] doi:https://repository.stba-jia.ac.id/1047/1/D3-2024-43131310210008-ABSTRACT-ABSTRAKSI.pdf.
Shin, H., Perdue, R.R. and Kang, J. (2019). Front desk technology innovation in hotels: A managerial perspective. Tourism Management, 74(74), pp.310–318. doi:https://doi.org/10.1016/j.tourman.2019.04.004.
Sulastri, S. and Hengky, S. (2025). Front Office Communication management in handling guest complaints at Three-Star Hotels in Bogor. Finance International Journal of Management Finance, 2(3), pp. 74–84. https://doi.org/10.62017/finance.v2i3.128.
Suwarto, T., Pforr, C. and Volgger, M. (2023). Front-desk workforce cultural diversity and its implications for service quality in the accommodation sector: a case from Australia. Tourism Review, 79(1), pp. 234–249. https://doi.org/10.1108/tr-12-2022-0646.
Vallen, G.K. and Vallen, J.J. (2014) Check-In Check-Out: Managing Hotel Operations. 9th ed. Harlow: Pearson Education Limited.
Wood, R.C. (2013) Key Concepts in Hospitality Management. London: SAGE Publications Ltd.

2

image1.png
“I confirm that I have not used any Al tools in the research and creation or this assignment. I
confirm that I have not presented any Al generated materials as my own work. I confirm I have
copies of my drafis, notes, and other resources I used, which may be asked to provide in
evidence”




