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Student Learning Log

[bookmark: _Int_0uh4wb8I]I thoroughly enjoyed working within the Front Office department at Mercure Cardiff North Hotel, as I was able to shadow a team whose main focus was providing good customer service. This part of my work placement was most interesting to me as each guest was different and therefore there was always something to learn from each interaction with the guests. In my personal life, I believe I am a very hospitable and sociable person so I believe working in the Front Office department brought that side out of me and showed me that I could do well in a similar role. I have excellent customer service skills and I believe in making the guests feel welcome and giving them the experience they paid for.

As per the Servqual Management theoretical framework, the Front Office employees are essential to providing an excellent guest experience in a hotel. There are 5 dimensions that are described in this framework for customer satisfaction, which are reliability, responsiveness, empathy, assurance and tangibles. A Front Office employee should be able to respond to queries and complaints quickly but effectively, they should be reliable so that guests can trust them and can give them their honest opinions. Also, it is extremely important to have a Front Office employee who is welcoming and has empathy for guests when they are complaining about something, they should make the guest feel heard, understood and not judged (ResearchGate, 2022).

When I had first received the placement information, I was a bit worried as I knew this role would involve technology and different softwares which I have never used in the past. I’ve always known my biggest weakness is using technology, I do have basic IT skills but being a full-time housewife and mother, I have never needed to use technology in that way. So going into the placement, I knew this was something that needed to be tackled. Therefore, I was quite vocal about this and made team members aware of this, I used my time wisely to ask questions in order to further my knowledge and IT skills which I believe will be a personal and professional development achievement. I received basic training during my observation of the Front Office department, a team member showed me the process of checking in and checking out guests which is done many times throughout the working day, registering key cards and the importance of checking ID and going through security, as well as taking payment for rooms that were reserved but not paid for.. I also observed the key information being provided to guests to help them stay informed about their stay, for example confirming if breakfast is included, the restaurant opening times, WiFi set up and any additional information requested by the guests. I had even spent some time registering a large set of key cards for guests as the team member I was shadowing understood my need to learn through actually doing the task itself. The time I spent in the Front Office department made me realise I could become a Front Office employee with a bit more training (ResourcesForEmployees, 2023).

Whilst on placement, I had to keep a professional appearance which is necessary for the Front Office staff, as the guests will see them first and they will form the first impression of a hotel and that then prepares a guest on what service they will receive. I had also never thought about the importance of keeping the Front Office desk clean and tidy, however whilst on placement I was taught that a messy desk can give a bad impression of the Front Office staff being unorganised and incapable of doing their job role correctly, as their job role involves being organised, having good time management skills and keeping all paperwork tidy. 

I feel like there were a few missed opportunities during my work placement such as I was only shadowing the Front Office team and therefore didn’t get to do any task management and test out my own initiative when it came to workplace situations, as I was only there to observe and learn. However, I did provide suggestions applying the knowledge I gained during my placement about possible situations that could happen in the workplace and how it could be solved (Indeed, 2023).

Observing within the Front Office department gave me a lot to reflect on when it comes to my vocational, academic and personal development. It taught me that I can pick up on new information quite quickly which puts my mind at ease, knowing that I can learn and add to my existing knowledge and essential skills of the hotel industry and this knowledge and skillset can then be applied in other industries too. This has therefore helped my vocational development as it has prepared me for the world of work and has given me inspiration to build my career and go into a field which I enjoy which is not just limited to one area. It has also built up my confidence on skills I already had but didn’t recognise. Now I know my personal strengths are my bubbly personality, my ability to speak multiple languages so I can communicate with a wider range of people, my ability to interact with people of all ages, genders, races and much more. As well as this, I have the determination to do well in everything I do and I am always open to learning new things but most importantly, I recognised I have a lot of patience which is something that I can be proud of. My areas to improve which I will focusing on are my confidence levels, IT skills and my leadership skills which will all come with a bit more time and experience (HCareers, 2021).

An operational issue I noticed the Front Office department can experience is sometimes having people coming in at the same time, to be checked in or checked out. This can result in people queuing up, which can result in a lot of time being wasted for guests. I believe it could be done more effortlessly if there was automated machines available that can help check people out or an app or QR code which can be scanned and this can bring up all the essential information that the Front Office staff normally have to repeat to each guest, for example how to set up Wi-Fi or restaurant times and this app can have an option to add any additional requests or items required during your stay (for example an iron if the hotel doesn’t provide it) which can be answered in a timely manner so that guests don’t have to come down and request it. Another solution would be to have a direct link between housekeeping and front office department, so that they can notify each other straight away of any changes requested by guests. Mercure Hotel already have this system but I feel it needs to be changed slightly to make it more effective. It can be used to assign tasks to housekeeping staff that are working that day and they can receive that update straight away.  This would save a lot of time for the Front Office department as it means there will be less traffic at the reception, allowing the Front Office staff and the housekeeping staff to personalise their guests experience and this will result in better guest experience standards. I also feel that Front Office staff and Housekeeping can benefit from monthly training sessions together as things change really fast in the hospitality industry and both the Housekeeping & Front Office work hand in hand to provide a guest experience to remember (Simran, 2023)

Conclusion
In conclusion, I am only a few weeks into the work placement at Mercure Cardiff North Hotel and I have been shadowing the Front Office team. I feel like I could benefit a lot more from a few more sessions, as the Front Office job role is best suited to me in terms of interest and there’s a lot to learn which is exciting for me. I also feel it could be a place where I can work on my areas of improvement to come out of this work placement, a better employee and more equipped with skills for a future career.
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