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During my placement, I shadowed a duty manager in the front office of the ibis Greenwich hotel. This role provided insight into various administrative functions essential for maintaining smooth operations and delivering exceptional guest service. Using Gibbs' model of reflection, I will critically analyse my learning experience, focusing on the importance of work-based skills and key issues encountered. I will reflect on how this experience, combined with my personal and vocational development, has enhanced my understanding of communication, teamwork, and task management. By reflecting on my placement using Gibbs' model, I have gained valuable insights into the skills necessary for effective front office administration and developed a clear action plan for my future professional development.

The front office, often referred to as the "face of the hotel," is crucial for shaping the guest experience. Key responsibilities include managing check-ins and check-outs, where staff verify reservations, process payments, and provide information about hotel services to ensure guests feel welcomed and valued. Reservations management involves handling bookings, updating the system for room availability, and managing cancellations and modifications, requiring meticulous attention to detail and flexibility (FasterCapital, n.d.). Additionally, front office staff address guest inquiries and complaints, providing information about hotel amenities, local attractions, and resolving issues related to service failures or billing discrepancies (Wood, 2015). This role demands strong organizational, interpersonal, and problem-solving skills to ensure seamless operations and high levels of guest satisfaction.




Gibbs' Model of Reflection

Gibbs' reflective cycle consists of six stages: description, feelings, evaluation, analysis, conclusion, and action plan. This structured approach facilitates a thorough reflection on experiences, promoting deeper learning and development (Gibbs, 1988).

Description

During my placement, I assisted the duty manager with various tasks, including guest check-ins, managing reservations, handling complaints, and coordinating with other departments. One significant issue was a guest complaint about a booking error where a room was unavailable despite a confirmed reservation. The duty manager's calm demeanour and effective communication helped de-escalate the situation. He explained the overbooking issue due to a synchronization error, apologized, and offered solutions like arranging a stay at a partner hotel with complimentary transportation and amenities. This experience highlighted the importance of empathy, transparency, and quick problem-solving. Reflecting on this, I learned the critical role front office staff play in maintaining guest satisfaction and the importance of teamwork, communication, and efficient problem-solving in front office operations.

Feelings

Initially, as I became aware of the upset guest and the gravity of the situation, I experienced a wave of anxiety. The thought of facing a dissatisfied guest, potentially aggravating their frustration, left me feeling uncertain. I worried that my actions might escalate the situation, rather than resolving it effectively. However, alongside this anxiety, I also felt a strong sense of responsibility and eagerness to learn from the experience. Recognizing the importance of addressing guest complaints promptly and professionally, I embraced the opportunity to observe and learn from the duty manager's approach. Despite my initial apprehension, I was motivated by a determination to acquire the necessary skills to handle such situations with confidence in the future. This mix of emotion and nervousness propelled me to actively engage with the situation and glean as much knowledge as possible from the experience.


Evaluation

The experience highlighted the importance of effective communication and problem-solving skills. Observing the duty manager’s approach to calming the guest and finding a solution was invaluable. The manager's calm demeanour and clear communication helped defuse the situation, demonstrating the impact of these skills on guest satisfaction. The placement experience was instrumental in enhancing my understanding of front office administration and the skills required for effective management. It highlighted the need for continuous improvement in communication, teamwork, and problem-solving abilities. The incident with the booking error taught me the value of remaining calm and using clear communication to resolve issues. Moreover, this experience significantly deepened my understanding of front office administration and the multifaceted skills required for effective management. I realized that excelling in this field necessitates a commitment to continuous improvement in key areas such as communication, teamwork, and problem-solving abilities. The incident with the booking error, in particular, was a lesson in the value of maintaining composure under pressure. It reinforced the necessity of clear and precise communication when resolving issues, ensuring that misunderstandings are minimized and resolutions are achieved efficiently.

Analysis

This situation underscored several critical aspects of front office administration, highlighting the essential role of effective communication in managing guest expectations and resolving issues. Observing and participating in the daily operations, I saw firsthand how clear and concise communication is key to preventing misunderstandings and ensuring guests feel heard and valued. The experience reinforced the necessity of teamwork and coordination with other departments, such as housekeeping and reservations, to maintain seamless operations and high service standards (Yeung, 2010). It became evident that the success of front office administration hinges on the collective effort of all team members working in harmony.

Additionally, I realized the importance of task management skills in prioritizing and addressing issues promptly to uphold service standards (Johnston, 2008). The ability to quickly assess and respond to various situations is crucial in a fast-paced environment where guest satisfaction is paramount. My academic background in hospitality management provided a strong theoretical foundation of these skills, but the placement allowed me to apply this knowledge practically, revealing the nuances and complexities of real-world application.

One of the most significant lessons from this experience was the development of strong interpersonal skills. Interacting with guests from diverse backgrounds required adaptability and cultural sensitivity, enhancing my ability to connect with people on a personal level. These interactions taught me the importance of empathy, active listening, and effective communication in building rapport and trust with guests. Moreover, the placement underscored the value of remaining composed under pressure. There were moments when unexpected challenges, such as booking errors or guest complaints, tested my ability to stay calm and think clearly. During these times, I observed how maintaining a calm demeanour helped to defuse tense situations and facilitated clearer thinking, enabling me to find effective solutions quickly. This composure also had a positive impact on my interactions with colleagues, fostering a collaborative and supportive work environment. The experience emphasized the importance of developing strong interpersonal skills and the ability to remain composed under pressure.

Conclusion

The placement experience was instrumental in enhancing my understanding of front office administration and the skills required for effective management. It highlighted the need for continuous improvement in communication, teamwork, and problem-solving abilities. The incident with the booking error taught me the value of remaining calm and using clear communication to resolve issues.

Action Plan

To expand my skill set and my proficiency in front office management, I have formulated a strategic plan aimed at continual development. 

Firstly, recognizing the role of interpersonal skills in guest interactions and conflict resolution, I intend to engage in communication and conflict resolution workshops. These workshops will provide structured opportunities to refine my communication techniques, enhance active listening skills, and acquire strategies for effectively navigating challenging situations. Drawing from theoretical frameworks in communication studies and conflict resolution literature, such workshops will equip me with practical tools to adeptly manage guest interactions and mitigate conflicts, thereby fostering an environment conducive to guest satisfaction and organizational success.

Secondly, I aspire to broaden my experiential learning by seeking additional opportunities for shadowing or internships in administrative roles within the hospitality industry. Hopefully, this hands-on approach will afford me invaluable insights into the multifaceted nature of hotel operations, enabling me to gain a comprehensive understanding of the dynamics between various departments and their collective impact on guest experience and organizational performance. Furthermore, I plan to actively engage in team-building activities, leveraging theories of group dynamics and leadership development to cultivate a collaborative environment and enhance my ability to lead and inspire others towards common goals.
Lastly, I aim to understand how to improve continously by actively seeking feedback from supervisors and colleagues. By adopting a proactive approach to learning and professional growth, I aim to leverage constructive feedback as a catalyst for self-improvement and skill refinement. Drawing upon principles of reflective practice and organizational learning, I will harness feedback mechanisms to identify areas for development, capitalize on strengths, and adapt to evolving challenges and opportunities within the dynamic landscape of front office administration.
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