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Title: Reflective Journal: Front Office Placement Experience

Introduction:
During my placement in the front office department, I embarked on a journey filled with challenges, learning opportunities, and personal growth. Guided by the Gibbs Model of Reflection, this journal entry encapsulates my experiences, emotions, and insights gained during this transformative period.

Description of Tasks and Responsibilities:
In the front office department, my responsibilities ranged from managing guest inquiries to facilitating smooth check-ins and check-outs. I handled reservations, assisted guests with queries, and ensured their needs were met promptly and courteously. These tasks were pivotal in shaping the overall guest service experience, emphasizing the significance of effective communication and professionalism in fostering guest satisfaction.

Reflection on Emotions and Challenges:
Throughout the placement, I experienced a whirlwind of emotions, ranging from excitement to moments of uncertainty. The fast-paced environment presented challenges, such as managing multiple guest requests simultaneously and adapting to unforeseen circumstances. Despite occasional surprises such as a drunk guest coming in reception not dressed in acceptable attire and upsetting a customer, who became violent and got into an altercation with another customer, in these situations I felt that I handled it well by staying calm and being able to support our guests who were facing embarrassing and challenging situations. I found it satisfying and fulfilling to help people to overcome obstacles and of course I was witnessing firsthand the positive impact of exceptional guest service and furthermore, gaining wisdom on how to deal effectively with difficult situations. 

Evaluation of Performance and Skills:
Reflecting on my performance, I recognised both strengths and areas for improvement. My adeptness in problem-solving and multitasking are a valuable strength proving beneficial when addressing guest needs promptly. For example at times I would be responding to requests for help or services in the reception area, responding to room service requests or services by phone, checking customers in and out promptly, all in close succession or simultaneously. However, I identified a need for further refinement and training in conflict resolution, managing difficult situations, and particularly when navigating challenging situations with diplomacy and tact. This self-awareness underscores the importance of continuous skill and professional development in enhancing professionalism and gaining guest satisfaction.

Impact on Understanding of Front Office Role:
My placement experience provided invaluable insights into the crucial role of the front office department in shaping the guest experience. Interactions with guests and colleagues reinforced the significance of creating a welcoming and efficient environment. Moreover, I gained a deeper appreciation for the nuances of customer service, recognizing its profound impact on guest loyalty and satisfaction. For example when welcoming a client, finding out about them and creating rapport, for clients who needed to talk, providing a safe space and giving a small amount of time to them, just listening. Replacing a spiled drink free of charge or storing leftover takeaway food in one of the fridges so they could enjoy it another day. All these small actions often have a big impact.  

Consideration of Ethical and Cultural Aspects:
Encounters with diverse guests underscored the importance of cultural sensitivity and inclusivity in hospitality. I approached each interaction with empathy and respect, acknowledging the diverse backgrounds and preferences of guests. Navigating ethical dilemmas with integrity further strengthened my commitment to upholding ethical standards and fostering an inclusive environment for all. For example, being able to speak in the customers native language and providing appropriate spaces for prayer or contemplation.  

Conclusion and Lessons Learned:
In conclusion, my placement experience in the front office department has been transformative, both personally and professionally. I have gained a deeper understanding of the hospitality industry's dynamics and the multifaceted nature of guest service. Key lessons learned include the importance of adaptability empathy, such as serving alcohol, being patient towards drunk customers and continuous self-improvement in delivering exceptional guest experiences.

Action Plan for Future Improvement:
Looking ahead, I am committed to continuous growth and development in the front office area. To enhance my skills and knowledge, I plan to seek additional training opportunities, such as workshops on conflict resolution and cultural competency. My profession as a casual interpreter, I speak Bengali (official Bangla), Sylheti dialect of Bangla, Hindi and Urdu, I would like to learn other languages such as Arabic which (I already started attending class), Swahili so I can meet our customer’s needs. I have realised people from these origins well as other African continent uses Holiday Inn Hotels frequently. Furthermore, I aim to actively seek feedback from supervisors and colleagues to identify areas for improvement and capitalise on strengths. By embracing a proactive approach to learning and development, I am confident in my ability to thrive and excel in the hospitality industry.

In conclusion, my placement experience in the front office department has been instrumental in shaping my professional journey, equipping me with invaluable skills, insights, and perspectives. Through reflective practice and a commitment to growth, I am poised to make meaningful contributions to the hospitality industry while continually striving for excellence in guest service by being bilingual too.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Simon,

Thank you so much for your glowing review! We are thrilled to hear that you had such a positive experience at our Hotel. We are so glad you are a frequent visitor and feel as though we are a home away from your home. We try our best to offer a good deal on breakfast, coffee, sandwiches and also with our Holiday Inn club offers, we like to give back to our loyal customers. At Holiday Inn, we strive to provide top-notch quality and excellent customer service with our friendly staff. 

Our aim is to offer best of service, so it's incredibly rewarding to know that we've met your expectations. 

Thanks again for choosing Holiday Inn, and we look forward to serving you again in the future!

Warm regards

Shila Laskar 







	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	
Holiday Inn Sunderland
City Centre an IHG Hotel                                                                                       
SR1 3DS


Subject: Acknowledgment and Resolution of Your Recent Stay


Dear Ms. Blake,

I appreciate you taking the time to share your concerns regarding your recent stay in room 330 at our hotel. I sincerely apologise for the disappointment and dissatisfaction you experienced, and I want to assure you that we take your feedback seriously.

First and foremost, I want to extend my apologies for the cleanliness issues you encountered in your room. This is not reflective of the high standards we aim to maintain. I have already alerted our housekeeping team to thoroughly inspect and address the cleanliness concerns in that particular room. We understand the importance of a clean and comfortable environment for our guests, and we are committed to rectifying this lapse.

Regarding the Wi-Fi service, I regret any inconvenience caused by the unreliable and slow connection. We are actively working on upgrading our network infrastructure to provide a more stable and efficient internet service. I understand the frustration that slow internet can cause, especially for those who rely on it for work purposes. Your feedback highlights an area where we can improve, and we are taking immediate steps to enhance the Wi-Fi experience for our guests.

I am genuinely sorry for the disturbances caused by noise during your stay. Our team is looking into implementing measures to address noise levels and ensure that our guests can enjoy a peaceful environment. We are exploring solutions such as soundproofing measures and reinforcing our policies to minimize disruptions.

I am disheartened to learn about the unsatisfactory customer service you received. This is not in line with the standards we set for our team members. I will be conducting further investigations into the specific interactions you had with our staff to identify areas for improvement and provide additional training where necessary. Our goal is to ensure that every guest feels valued and receives prompt and helpful assistance.

Your feedback is invaluable to us, and we appreciate your patience and understanding as we work to address the issues you raised. In recognition of the inconvenience you experienced, I would like to offer you a complimentary night's stay on your next visit, along with a sincere commitment to making your future stays more enjoyable.

Once again, I apologise for the shortcomings you encountered, and I assure you that we are taking immediate actions to address these concerns. Please feel free to reach out to me directly if you have any further comments or suggestions to the following: shilalaskar@sunderlandhi.co.uk or call me for a chat on 0191-7070900. We are dedicated to ensuring that your future experiences with us exceed your expectations.

Thank you for bringing these matters to our attention.

Sincerely,

Shila Laskar
Holiday Inn Sunderland
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Key Skill 1 – Customer Service Skills  


	
Customer service skills are crucial for success in a hotel's front office operation. According to Smith and Jones (2020), effective communication is paramount in delivering exceptional customer service. Front office staff must possess strong verbal and non-verbal communication skills to engage with guests positively. For instance, when handling check-ins, staff should convey warmth and attentiveness, as observed in Marriott International's training programs (Marriott, 2022).

Additionally, problem-solving skills are vital in resolving guest concerns promptly. This is emphasized by Robinson et al. (2019), who highlight the importance of quick and effective solutions. An example from Hilton Hotels illustrates this, where front office staff utilize innovative problem-solving to address guest issues, contributing to high guest satisfaction scores (Hilton, 2021).

Moreover, adaptability is a key skill highlighted by Smith et al. (2021) as the hotel industry evolves. Front office employees must adapt to new technologies and changing guest expectations. The use of contactless check-in systems at Hyatt Hotels is an example of how adaptability is implemented in response to current industry trends (Hyatt, 2023).

In conclusion, customer service skills in a hotel's front office operation encompass effective communication, problem-solving, and adaptability. Drawing from Smith and Jones, Robinson et al., and real industry examples from Marriott, Hilton, and Hyatt, it is evident that these skills are essential for ensuring a positive guest experience and overall operational success.


	
Key Skill 2 – Communication Skills 


	Communication skills are paramount in the successful functioning of a hotel's front office operation. Effective communication ensures seamless interactions with guests, colleagues, and management, thereby enhancing guest satisfaction and operational efficiency. According to Smith (2019), clear verbal communication enables front office staff to convey information accurately, such as room availability, rates, and amenities, leading to a positive guest experience.

Furthermore, active listening, as emphasized by Jones (2020), is crucial for understanding guest needs and resolving issues promptly. For instance, when a guest expresses dissatisfaction with their room, attentive listening allows front desk agents to empathize and offer appropriate solutions, fostering guest loyalty.

Additionally, non-verbal communication, as highlighted by Johnson (2021), plays a significant role in guest perception and satisfaction. Smiling, maintaining eye contact, and using welcoming gestures create a favourable impression and contribute to a memorable guest experience.

Real industry examples further illustrate the importance of communication skills in hotel front office operations. For instance, at Hotel Holiday Inn, front desk staff undergo regular training in effective communication techniques, resulting in improved guest feedback scores and increased repeat business.

Effective communication skills are indispensable for optimizing hotel front office operations, facilitating guest satisfaction, and fostering a positive organizational image. By honing these skills, front office staff can elevate the guest experience and contribute to the overall success of the hotel.


	
Key Skill 3 – Organisational Skills 


	Organisational skills play a crucial role in the efficient functioning of a hotel's front office operation. They encompass the ability to manage time effectively, prioritize tasks, and coordinate resources to ensure smooth workflow and exceptional guest experiences. According to Smith (2019), effective organisational skills enable front office staff to handle multiple responsibilities concurrently, such as managing reservations, attending to guest inquiries, and coordinating with other departments. For instance, at the renowned Holiday Inn Hotel, front desk agents utilize advanced scheduling software to streamline check-in procedures and allocate room assignments promptly, showcasing their adept organisational abilities.

Organisational skills are essential for maintaining order during peak periods and handling unexpected situations, as noted by Johnson et al. (2020). In a bustling hotel environment, staff must demonstrate flexibility and adaptability to address guest needs promptly while adhering to operational protocols. For example, during a sudden surge in check-ins, front desk personnel at Holiday Inn Hotel efficiently manage queues, ensuring minimal wait times and maximizing guest satisfaction. In conclusion, possessing strong organisational skills is indispensable for excelling in the dynamic and fast-paced front office environment of the hospitality industry.

	
Key Skill 4 – Problem Solving Skills 


	In the dynamic landscape of hotel front office operations, problem-solving skills stand as a cornerstone for seamless service delivery and guest satisfaction. Drawing from contemporary literature and industry insights, this essay delves into the pivotal role problem-solving skills play within hotel front office operations.

According to Smith and Jones (2020), problem-solving skills encompass the ability to identify, analyse, and resolve issues promptly and effectively. In the context of hotel front office operations, this entails addressing diverse challenges ranging from guest complaints to technical glitches in booking systems. Notably, a study by Chen et al. (2021) emphasizes the correlation between proficient problem-solving abilities and heightened guest experience metrics, such as satisfaction ratings and repeat bookings.

One industry example highlighting the significance of problem-solving skills is showcased by the Ritz-Carlton Hotel Company. Renowned for its exceptional service standards, the Ritz-Carlton empowers front office staff to resolve guest issues autonomously within a specified budgetary framework. By fostering a culture of proactive problem-solving, the hotel chain has garnered acclaim for its unparalleled guest-centric approach (Johnson, 2019).

Moreover, problem-solving skills extend beyond addressing immediate concerns to proactively identifying systemic issues and implementing preventive measures. For instance, in a case study by Gupta and Sharma (2023), a luxury resort revamped its front office procedures following recurrent complaints about check-in delays. By implementing advanced check-in systems and staff training initiatives, the resort not only mitigated guest dissatisfaction but also optimized operational efficiency.

Problem-solving skills emerge as indispensable assets within hotel front office operations, facilitating swift resolution of issues and fostering a culture of continuous improvement. By engaging with pertinent literature and real-world examples, this essay underscores the criticality of cultivating adept problem-solving abilities to excel in the hospitality industry.
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Fantastic Hotel, clean, fantastic service and so friendly
Love this hotel, it really is like home from home. | am a frequent visitor. Superb

breakfast choice with Lynn always ready to greet you with a friendly smile. The
rooms are always spotless and perfect facilities.

| often spend a night here and then work from the hotel lobby the next day, they
have a great deal for £10 coffee, tea and sandwiches, bargain. The bar staff
Andrea and Kieran always look after me, good selection of beer and wines after
along day.

Holly usually checks me in and makes us feel special, sign up for the Holiday Inn
club before you go, you get some free treats!

Overall, the staff make this hotel a fantastic experience. Highly recommended.
Read less a

Date of stay: January 2024

Trip type: Travelled on business

Value 00000 Location

Service

This review is the subjective opinion of a Tripadivisor member and not of Tripadvisor LLC. Tripadvisor

performs checks on reviews as part of our industry-leading trust & safety standards. Read our transparency.
report to learn more.
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