 Module Code : BMIH4004 
   Module Name:Hotel Placement - Hotel Administration & Front Office Operations 
Assignement Title: Student Journal 

Student ID:2133038

Student Name: Iulian Vasile Girtu

Tutor Name: Giulia Chifari

Contents

2Contents

INTRODUCTION
3
MAIN BODY
3
Component 1
3
Component 2
5
Component 3
6
CONCLUSION
9
REFERENCES
9


 HYPERLINK  \l "__RefHeading___Toc76982321"



INTRODUCTION
Getting a job is a great experience. I got a job placement at the university as a Front Office receptionist. The Hospitality sector is one of my favourite industries. I have always wanted to work in this industry and front office operations is a great way to start in this industry. It provides different experiences for the employees and helps them to build a strong network and skills. It also helps to develop the great personality and provides future opportunities. The portfolio is divided into 3 parts (Ekhsan,   and et.al.,2020). In the first component, it includes a reflection on the placement using the Gibbs reflective model.  In the second component, it includes the responses of the both negative and positive feedback of the customer regarding the service of the Hotel. In the last component, it includes essay and information about the skills needed in front office operations.
MAIN BODY

Component 1
Component one: reflective journal based on Gibbs model of reflection
Gibbs reflective model is a framework or structure which helps an individual to learn from his or her own experiences and examining them. The structure of this framework offers a cycle of numerous steps which plays a beneficial role for learning and planning for things that either went well or didn’t go well (Adeani, Febriani and Syafryadin, 2020). Following are the six main stages of this framework with my own reflection of working within the front office department of Premier inn, London.
Description: This is the first step of the framework which helps to reflect while describing about the overall experience. While working in the department of front office for the hotel I have experienced many distinctive situations that has helped me to learn about different practices. As front office is the first department of every hotel which directly comes in contact with the guests, when they arrive the property as well as the last when the guest departs from the hotel. Therefore I must say that my working was mainly cantered around management of the guest experiences and making sure that they go through a smooth and managed working through all the steps of reservation, reception, registration, room assignments, settlement of bills etc. I have managed to perform all this working by being a front office manager, which has clearly enabled me to learn about the professional working and different aspects of working in the department of front office (Yu and Liu, 2021).

Feelings: For the second step of this framework and for describing my overall feelings, I must say that my experience was full of mixed feelings dependent upon my working and different situations. For example, during the start of my job role, I was quite nervous and was not that much confident to perform the working in an effective manner. I felt anxious about meeting with the customers and clients directly and I was afraid of the negative reviews about my working. But later on, after continuing to perform my working I was able to understand my work as well perform in effective manner (Knight and et.al., 2020). Which helped me to develop my feelings filled with excitement to meet new customers and deal with different kind of people. Therefore, I can state that my experience of working within the front office department was filled with different types of feelings and thoughts dependent on the time and situations.

Evaluation: In order to evaluate my overall experience I must state that there were many situations including both good and bad which has helped me to learn from the distinctive experiences. For example, my communication skills were good enough which has enabled me to deal the customers and clients in an effective manner as well as understand their perspective in a greater manner. However, my time management skills were not that much effective which has led to decreased efficiency for me and resulted in delay for my work or task completions. Whereas my coordination and cooperative skills were effective enough to help me work with the team members in better way. Also I have realised that I my problem solving and decision making skills were weak as I was not able to take effective and satisfactory decisions.

Analysis: This is the step where an individual have a chance to make sense of what has happened during the overall experience. Analysis is the further step of evaluation which helps to analyse that what were the main causes and reason for the experiences. The bad experiences of deals were because of my weaknesses in delivering the tasks in a timely manner. Also, my inabilities to take beneficial decisions or solving the problems has many times lead the team and staff towards unwanted outcomes. Therefore, I must say that I am needed to improve myself by developing some of the required set of skills within me. However, my beneficial skill set and knowledge about the working has also played an essential role for delivering effective outcomes and managing increased level of performance while working as a representative for the organisation.

Conclusion: In order to write a summarised conclusion or to conclude about my learning experience, I must say that my working experience and journey with the hotel premier inn and its front office department has majorly helped me to learn, acknowledge and grow in my the professional career. Also, has helped me to acknowledge my personal capabilities, interests and weaknesses.

Action plan: As mentioned above, with the beneficial skills and knowledge, I also had many weaknesses which are needed to be improved for experiencing further growth and develop myself in a better manner (Meena, and Parimalarani, 2020). Therefore, I must say that I will form proper schedule and strictly follow it for improving my time management skills, and I will work on live projects for improving my problem solving and decision making skills by understanding the perspective of others I will always put efforts towards my personal and professional development.

 

 

Component 2 
Feedback response 

Dear happy customer- Thank you so much for the positive comments. we feel very glad that you enjoyed staying at Premier Inn London Hammersmith Hotel. we really appreciate that you have shared your experience with us. We are delighted to know that you found out staff service to be friendly (Caeiro-Rodríguez,   and et.al.,2021). We are pleased that you loved the food and different cuisines of the restaurant area. You were an amazing customer and we enjoyed your stay here. we hope that we met all your expectations and provides you whatever you needed. We take pride in delivering such a great service to you. Please visit us gain. We are always there to serve you the best. You can try different other products and services next time. We will be glad to offer you some exclusive services. Thank you again for your kind words, we are looking forward to welcome you back soon. 
Dear customer – we are really sorry for out mistake. The hotel apologizes for your negative experience. We understand your frustration and this negative response. After you have checked out from our hotel, we have examined the room, and it was sad to see the condition of the room. We will surely examine all the key areas of the problem (Polak,  and et.al.,., 2020). The first problem which you faced was regarding the cleanliness of the room and the stains in the bedsheet and floor. We will ensure that our housekeeping will take care of all the cleanliness and sanitation before the guest checks in the hotel room. Thereafter the room will be checked by the senior to make sure that the room is ready for the customer. The issue of the WIFI has been there in most of the hotel rooms. We will make sure that the technician will take care about all the technical issues related to the WIFI. If we find that the issue in the router itself, then we will change the entire Wi-Fi. We will make sure that not only you but also all the customer can use the Wi-Fi effectively without any disruptions. We hope that you do not feel any disturbances when you make any calls or mails. The third issue was regarding the notice and the disturbances from outside your room. We have found that there was a family beside your room. The baby with them was crying and this caused few problems. We will make sure that you do not face such problem again. We have decided that we will keep a separate room for the family members, mainly in the distance. This will help in eliminating such notice. We will keep a choice of selecting the room for the customers. I hope that from next time there will be no such issue bothering you. The fourth issue was regarding the unresponsive and careless staff. I feel really bad for such behaviour from our staff (Dondi,   and et.al.,2021).  We will make sure that we address this problem to our staff and warn them for their mistakes. we will delegate the work effectively so that all the staff performs their task well. This will help in better performance and less errors. We feel unfortunate that the assigned room for you was not up to the mark and that disappointed you. There are few issues in the skills of the employees which will be improve in an urgent basis. Thereafter, we will make sure that all the task issues which not arise from the next time. We hope that you visit us next time. We will surely provide the best service. You can try complementary services and we will provide you with the extra 10% Discount on your booking. Hope you accept our apology (Khalimova, 2020). We welcome you gain. Regards, Premier Inn London Hammersmith Hotel.  
 Component 3
 Essay 

Front office skills are very essential in orfder to run a buiness and provide excellent customer service. For instance, communication skills are important as front office staff are often the first to interact with guests (Quirós Fonseca, 2022). Therefore, they must be able to convey all the important information in a direct and polite way while listening to guests’ needs and preferennces.  Organization skills are  very essential for managing multiple tasks all together, including reservations, check-in and administrative tasks. Finally,problem-solving skills enable front office staff to resolve problems quickly and effectively, ensuring guests are happy and the business runs smoothly.
In roles nd responsibilities of the Front office , it is very necessary to have technical skills. Employees must be able to use a variety of software and technology tools to simplify processes and improve level of productivity.Interpersonal skills are very essential for building positive relationships with clients and colleagues,  this also helps in fostering a positive work environment in the workplace, and improving job satisfaction. All in all, the front office skills play an important role in providing an excellent guest experiences, this also helps in promoting organizational success and building a positive reputation (Chen, 2021). Customer service skills play an important role in the front office and shape the overall customer experience for clients and visitors. Front office staff need to be able to communicate information clearly, understand the customer’s needs and respond to questions and concerns quickly and effectively. This will help the customer to feel satisfiend nad improve their customer experince. Front office staff are exposed to a wide variety of situations every day. From simple queries to complex ones, developing a problem solving skills allows the staff to resolve issues quickly, find solutions and ensure customer satisfaction (Misnawati,   and et.al.,2022). Front office staff must analyse the situation by using critical thinking. Front office professionals need to have kindnad humble behaviour and they must know how to be able to relate to clients’ points of view, understand their feelings and stay calm and composed, particularly during difficult or stressed interactions. The ront office must also know about the goods nad services. Having an in depth understanding of the company’s products or services allows front office staff to provide relevant information, suggest recommendations and answer questions top the customers.Continued training and continuous product knowledge updates are necessary to keep up with new offerings or modifications and to ensure a seamless service delivery.Collaboration and teamwork between different departments improve customer service. Working together helps in supporting each other, and working as a team create a cohesive experience.Communicating is the basis of any successful relationship with clients, visitors, and colleagues. Communication requires more than just providing information. Communication is a key skills that is reqyuired by the front office staff in all the different tasks (Ramírez, 2021). The main task of the front office staff requres dealing with the clients nad the csutomers, so communitcation helps them to improve ther performancre nad provide their bset serices to to the clients.  Communication also requires clarity, empathy, and professionalism.Front office employees must communicate information in a clear and concise manner, they msut make sure that clients understand  all the different rules nad requlations, policies, procedures, and important information about the products or services. Clear communication breaks down barriers, increases transparency, and helps in building trust with your clients as well among the employees.To build understanding and show genuine care, front office staff must understand and respect the clients’ perspectives, concerns, and emotions. Listening to the clients’ questions, feedback, and concerns is a key component of communication. This will help in building a strong image of the company as well as the employee. Along with that tthis will help the customers to feel valued.  Doing so allows you to gather all the essential information, identify various problems, and provide tailored solutions or assistance immediately.thsi tailored solutions will help the custpomers to feel satisfied. Front office is the face and backbone of the business (Misan, 2022). They are the person who contact with the with clients, customers, and stakeholders very first. Therefoe it is very important to be courteous and respectful in all communication within your front office to ensure your front office operations run smoothly and efficiently. Front office has a lot of tasks and inquiries happening all at once. Therefore, the staff need to have good organizational skills to keep everything running smoothly and keep your customers satisfied.The most important thing staff can do within your front office is manage your time. Receptionists, administrative assistants, and other front office staff need to know how to schedule the appointments, prioritize tasks, and manage time effectively. The froont office staff alos deglegates thetasks so that the work is completed effectively. This includes answering calls, responding to emails, scheduling meetings, and greeting visitors on time.
Front office staff can use a tool such as a calendar or scheduling software to help in managing the time.Organizational skills include the ability to maintain accurate records and documentation. The front office employees often handle a large amount of information, including client details, appointment schedules, and correspondence. Having the Information organized and well-structured makes it easier to locate what is required as well as enhancing the security and privacy of your information (Marneros, Papageorgiou, and Efstathiades, , 2020).The ability to resolve problems quickly and effectively in the front office has a direct effect on customer satisfaction and overall organizational effectiveness.Front office staff face a wide range of issues every day, such as solving guest complaints, dealing with logistical problems with reservations, and responding to unpredicted events.The first step in solving a front office problem is understanding the source of the problem. Whether it is a billing problem, room assignment problem, or a guest’s complaint, front office staff need to analyze all the situation to identify what is creating the issue. This often involves gathering data from several sources, such as guest accounts, reservation information, and staff reports (Das, and Chaudhuri, 2020).
CONCLUSION 

It is clear from the above report that skills are a key requirement for any job role. Front office is a great job that offers many unique experiences. The portfolio is separated into 3 parts. In the first component, it has been highlighted about the reflection on the placement using the Gibbs reflective model.  In the second component, it has been discussed about the responses of the both negative and positive feedback of the customer regarding the service of the Hotel. In the last component, it has been summarized about the essay and information about the skills needed in front office operations.
REFERENCES
Books and Journals
 
Adeani, I.S., Febriani, R.B. and Syafryadin, S., 2020. Using GIBBS’reflective cycle in making reflections of literary analysis. Indonesian EFL Journal, 6(2), pp.139-148.

Caeiro-Rodríguez, M., Manso-Vázquez, M., Mikic-Fonte, F.A., Llamas-Nistal, M., Fernández-Iglesias, M.J., Tsalapatas, H., Heidmann, O., De Carvalho, C.V., Jesmin, T., Terasmaa, J. and Sørensen, L.T., 2021. Teaching soft skills in engineering education: An European perspective. IEEE Access, 9, pp.29222-29242.

Chen, Z., 2021. Influence of working from home during the COVID-19 crisis and HR practitioner response. Frontiers in psychology, 12, p.4177.

Das, S. and Chaudhuri, B., 2020. In Technology We Trust? Human Skills & Intermediaries in Digital Retail Banking. In The Future of Digital Work: The Challenge of Inequality: IFIP WG 8.2, 9.1, 9.4 Joint Working Conference, IFIPJWC 2020, Hyderabad, India, December 10–11, 2020, Proceedings (pp. 281-294). Springer International Publishing.
Dondi, M., Klier, J., Panier, F. and Schubert, J., 2021. Defining the skills citizens will need in the future world of work. McKinsey & Company, 25.

Ekhsan, M., Badrianto, Y., Fahlevi, M. and Rabiah, A.S., 2020, February. Analysis of the effect of learning orientation, role of leaders and competence to employee performance front office the Sultan Hotel Jakarta. In 4th International Conference on Management, Economics and Business (ICMEB 2019) (pp. 239-244). Atlantis Press.

Khalimova, N.J., 2020. Analysis of foreign experience in hotel career enhancement programs. Central Asian Problems of Modern Science and Education, 2020(2), pp.3-14.

Knight, S., Shibani, A., Abel, S., Gibson, A., Ryan, P., Sutton, N., Wight, R., Lucas, C., Sandor, A., Kitto, K. and Liu, M., 2020. AcaWriter: A learning analytics tool for formative feedback on academic writing.
Marneros, S., Papageorgiou, G. and Efstathiades, A., 2020. Identifying key success competencies for the hospitality industry: the perspectives of professionals. Journal of Teaching in Travel & Tourism, 20(4), pp.237-261.

Meena, M.M.R. and Parimalarani, G., 2020. Impact of digital transformation on employment in banking sector. International Journal of Scientific & Technology Research, 9(1), pp.4912-4916.

Misan, N.H.C., 2022. The effect of moving balance exercises in some electrical indicators of the two straight thighs and the performance of the front hands jump skill on the rug of ground movements.

Misnawati, M., Poerwadi, P., Veniaty, S., Nurachmana, A. and Cuesdeyeni, P., 2022. The Indonesian Language Learning Based on Personal Design in Improving the Language Skills for Elementary School Students. MULTICULTURAL EDUCATION, 8(02), pp.31-39.

Polak, P., Nelischer, C., Guo, H. and Robertson, D.C., 2020. “Intelligent” finance and treasury management: what we can expect. Ai & Society, 35, pp.715-726.

Quirós Fonseca, J.I., 2022. Implementing Tik Tok as a tool to boost oral performance in fluency skills with students from Ninth grade at Villareal High School, Santa Cruz Regional office of Education, 2022.

Ramírez, C., 2021. Enhancing Parental Technology Skills in Education to Promote Latinx Family Involvement for English Learners (Doctoral dissertation, California State University San Marcos).

Yu, S. and Liu, C., 2021. Improving student feedback literacy in academic writing: An evidence-based framework. Assessing Writing, 48, p.100525.

 
