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Reflection
This learning log reflects on my experience of working at the front office department of the Clarion Hotel Newcastle South where I had the opportunity to gain practical work experience by engaging myself in the daily operations of the front office department.  The Gibb’s reflective cycle is used to make the reflection. It is a cyclical model of reflection and is comprised of six key stages (Wilding, 2016).

Gibb’s Reflective Cycle
Description: The Clarion Hotel Newcastle South is a well-known accommodation establishment in the North East of England (Hotels-Sunderland, 2023). The hotel gets a lot of guests throughout the year who take advantage of the hotel's leisure facilities, which include a pool, steam room, sauna, and gym. For my student placement, I had the opportunity to work in this prestigious organisation and learn about the many aspects of the hotel business by actively engaging in its front office department. The front office department is the first point of contact for guests at the hotel and plays a vital role in creating a positive first impression (Inkaew, 2016). The front office team also handles all reservations, checking in and out guests, provides a variety of guest services and handles all financial transactions related to guest stays (Sayin and Karaman, 2019). It is essential to the smooth operation of the Clarion Hotel Newcastle South and helps to ensure that guests have a positive and memorable experience with the hotel (Dix and Baird, 2018). 

I compiled the below set of objectives for my placement at the Clarion Hotel Newcastle South which included:
· Improve interpersonal and customer service skills by interacting with guests, handling service requests, and addressing their needs and concerns.
· Gain hands-on experience with front desk operations
· Learn how to manage the hotel's reservation system
· Learn to manage and update guest profiles, preferences, and special requests 
· Gain experience in handling guest payments, managing invoices, and resolving billing discrepancies
· Become proficient in the check-in and check-out processes
· Understand and practice safety and security protocols
· Learn how to uphold and protect the privacy of hotel guests.
· Enhance administrative skills by maintaining accurate records, managing guest feedback, and handling paperwork related to guest stays.
· Learn to foster positive guest relations by providing excellent service
· Learn how the different departments work together to keep things running smoothly

Feelings: I was highly excited to start my journey with the front office department which is the first point of contact for customers, learn about the business and the complexities that come with hotel management and immerse myself in a truly challenging & learning environment. I was also looking forward to engaging in different activities during my placement at Clarion Hotel to achieve the placement objectives. To get better at customer service, I interacted with guests in a friendly and approachable manner while handling their inquiries and addressing their needs and complaints professionally (Bardi, 2018). I worked under a mentor and shadowed experienced front desk staff to learn check-in and check-out procedures. I also received training on the hotel's reservation and property management systems. To uphold the security and privacy of guests, I worked in collaboration with the security department and took necessary steps to ensure their security & privacy. I also received training in customer relations management to go the extra mile to make guests feel welcomed and valued and actively seek feedback from guests to gauge their satisfaction. Working with departments, maintaining collaboration and having a positive & open mindset helped to reach my objectives successfully.

Evaluation:  My experience of working at the front office of Clarion Hotel Newcastle South provided me with the chance to change something new every day. I learnt the ins and outs of customer service as I had to deal with customers directly and was their first point of contact. I learnt how to interact with guests, handle their queries and deal with customer complaints. I also familiarise myself with the hotel's reservation and property management systems to effectively manage bookings and check-in and check-out customers. I also learnt about customer relations management and upholding their safety & privacy. I also learnt how to collaborate with the different departments in the hotel, synchronise tasks and provide seamless service to customers. 

During my time at the Clarion Hotel Newcastle South, I noticed a few mismanagement issues as well which brought down the satisfaction level of guests. The hotel had a slow check-in and check-out process especially during the peak hours of the day when most of the guests of the hotel were either checking in or checking out. This brought down the overall satisfaction of guests and had a negative impact on the hotel’s reputation. The front office employees struggled to expedite the check-in and check-out processes while the guests waited in the hall. After carefully analysing the existing procedures and identifying potential bottlenecks, I have found that the issue can be solved by optimising staff schedules, implementing a more streamlined check-in process, and enhancing communication between departments. It also became evident to me that the hotel can adopt technology and implement a self-service kiosk to allow guests to check in and out quickly which will considerably reduce wait times (Chathoth, 2019). I also noticed severe mismanagement of guest complaint handling when a guest called the front office department to complain about room service and someone on the team dismissed the complaint as unimportant and instead shifted blame to the room service department. The lack of empathy in dealing with the guest's complaint was clearly evident. If I had handled the request, I would have listened carefully, acknowledged the issue, apologised sincerely and sent someone from room service to resolve the customer’s issue. The hotel’s management needs to display strong leadership, set up rules for upkeep and motivate its employees to uphold excellent customer service (Hoque, 2022).

Analysis: My academic studies in hotel administration have taught me the importance of collaboration among departments and synchronisation among tasks for efficient management of hotel tasks. When I did my placement, I got to put this knowledge into practical application. While working in the front office department which serves as the point of contact for customers, it was essential to work together with other departments and maintain communication to provide timely and accurate services to guests (Thun, 2022). One of the most significant challenges was getting the transportation, food and beverage departments to work together to ensure that guests could go out to the visiting sites after finishing their breakfast/lunch. The HEART model which I learned in my academic studies was also useful in role-playing to learn how the hotel deals with customer complaints (Deroos, 2021). Academic knowledge in other areas also came in handy in communicating with guests, maintaining relationships, upholding security & privacy and handling overall front desk responsibilities.

Conclusion: My placement at the Clarion Hotel Newcastle South has developed my skills and knowledge in a wide range of areas. I learnt how to work with different groups of people, maintain collaboration and provide services to guests. I also learned how to coordinate activities and communicate information to the required parties. This has increased my overall communication skills and I have become much more confident in my ability to interact with unknown people. Also during my time at the front office, I had to interact with multilingual guests which taught me how I need to be more aware of how I communicate with guests at the front office. My time spent communicating information, guiding people and coordinating tasks has improved my overall human resource management skills as well. I believe I'm now more prepared and resourceful for pursuing a fruitful career in hotel administration occupying positions at the front desk.

Action Plan: Working at the front office department of the Clarion Hotel Newcastle South has been productive as I got to interact with customers, collaborate with other departments and provide accurate & timely service to customers first-hand, there were other areas in the hotel which I could not experience. The sales and marketing department of the hotel plays an important role in creating marketing materials, coordinating promotions and working on sales campaigns to attract guests (Helmold, 2022). I have always been interested in marketing and gaining practical knowledge of how the hotel promotes its brand to attract potential customers would have been fulfilling. I also missed the chance to experience event coordination, catering, and logistics which plays an important role in planning & organising conferences, meetings, weddings, and banquets. In future, If I get the chance again, I would like to be involved with the marketing department and gain practical knowledge of how the hotel develops and implements its marketing strategy to attract customers and stay ahead of competitors.
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