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[bookmark: _Toc156908505]Executive Summary
This viewpoint highlights the vital skills that receiving operations need to have to provide a first-rate guest experience. I learned this by viewing the manager at the Ibis front desk. The experience demonstrated how crucial it is to possess job-related abilities, such as multitasking, communication, and system knowledge, to satisfy a range of guest expectations and maintain seamless front desk operations. Through a complaint handling event, the influence of visitor concerns on the department's performance was identified. Suggested complaint management strategies integrate theoretical understanding with practical considerations to uphold service standards in the face of challenges. An improvement plans those ranks streamlining work management, encouraging cross-departmental collaboration, customizing guest service packages, and improving reception's communication channels is implemented using the insights gained from on-the-job observations. Through shadowing, some receiving skills are learned and the practical applicability of hospitality education is reaffirmed. Thus, the goals of moving up into Front Office leadership positions are reiterated. These roles need well-rounded abilities that blend management expertise with real-world experience to continuously deliver exceptional guest experiences. In summary, practical experience for hotel managers enhances their operational abilities and fosters their professional growth.










[bookmark: _Toc156908506]1. Introduction: Overview of Guest Services
Ibis claims that creating memorable tourist experiences requires creating the best possible first impressions, and offering outstanding welcome services is one method to achieve this. Effective front desk operations are necessary for this, including timely guest arrival, effective room assignment, clear invoicing, clear information about hotel services, personalized help, and proactive issue resolution. The essential guest experience that turns Ibis's service promise into reality is the 24-hour manned reception desk (Kim, Im and Slater, 2013). 
Staff members' initial opinions of guests are influenced by those who work at the front desk. Inquiries from visitors, room assignments, and check-ins are also handled by them. Customer satisfaction and retention are impacted by their capacity to manage reservations and registration, collaborate with housekeeping, interact with a varied clientele through suitable channels of communication, and resolve issues (Gunasekaran, Subramanian and Ngai, 2019).
 The Front office must support Ibis's guest-centricity standards to sustain operational success through revenue management, capacity/demand balancing, and efficient information sharing across hotel divisions.









[bookmark: _Toc156908507]2. Learning Objectives
One of my four learning objectives was to acquire specialized skills in hotel systems administration and problem-solving to deliver exceptional service despite operational complexity. I will be able to fulfill my learning objectives if I can become proficient in these areas, which include determining the best paths for visitor encounters, working with other departments to exhibit teamwork, and managing operations in an orderly manner even in the face of turmoil. 
To develop well-rounded skills, I tried to combine my theoretical knowledge of receiving best practices with my practical on-the-job observations. The goal of the exposure was to increase my proficiency in front desk operations, which smoothly combine people, procedures, and technology, so that I can consistently meet the needs of my clients. 
To get inspiration for leading high-achieving reception teams that combine organizational and guest-centric goals via emotional intelligence and wisdom, I tried to research supervisory methodologies.
[bookmark: _Toc156908508]Section 1: Reflection on Personal Growth
Through scrutiny, it became possible to have a greater understanding of the difficulties involved in effectively supervising front office activities. Being the first point of contact for many guest interactions, reception needs to be well-run to handle several concurrent check-ins, room assignments, bill settlements, and scheduling of amenities throughout the day.
 When there are long wait times or problems with room availability, soft skills like emotional intelligence, problem solving, and conflict resolution become essential. 
I have no doubt that my prior internships and hotel administration degree have improved my understanding of and ability to adapt to this complex and constantly shifting tourist environment. But I also came to the realization that, particularly in the face of volume and anomalies, technological literacy about hotel management systems and data-driven decision-making are becoming more and more important for efficient front office operations. 
Overall, it broadened ideas on how to integrate technology, specialist knowledge, and soft skills from a variety of sectors to allow seamless greeting operations that serve as tour guides and ignite guests' extraordinary stays.
[bookmark: _Toc156908509]Section 2: Analysis of On-the-Job Expertise
Three essential talents are necessary for the front office to deliver exceptional guest experiences: exceptional interpersonal skills, analytical problem-solving ability, and knowledge of technological systems. 
Visitor satisfaction is increased by smooth interactions with visitors through suitable channels that show emotional intelligence and hospitality knowledge. Structured problem-solving techniques are equally important since they aid in identifying the underlying causes of service interruptions and provide comprehensive guidance on how to address complaints through policy-driven measures. 
Making fact-based judgments is improved when one can use dashboards, data extracts, and management tools proficiently, leading to more efficient operations. Seeing lobby managers in high-occupancy settings allowed me to see firsthand how these attributes are used, whether it is through quick check-ins, empathetic problem-solving, or an analysis of overbooking to reduce guest disruption.
 Developing on-the-job experience results in front office operations that are inherently in line with criteria for service quality (Millett et al, 2019).
[bookmark: _Toc156908510]Section 3: Guest Issue Reflection
During the shadowing, it was discovered that a guest had complained, even after being given assurance, about their room being late. This showed how rapidly these kinds of situations impact team morale, the effectiveness of the processes that follow, and revenue in the unlikely event that the front office pays out. 
A rigorous root cause analysis revealed discrepancies between expected check-in times reported in the system and actual times needed by housekeeping to prepare rooms, which indicated process misalignments across departments. 
The reception should swiftly inform visitors of any delays, the software's usual hours should be updated to avoid overpromising, and six-sigma techniques—which are popular in in-service sectors—should be implemented to continuously evaluate complaints and make systemic changes (Clarke and Dolby, 2014) The incident demonstrated how operating and policy levels, with organizational-wide accountability, must address guest complaints to uphold standards of hospitality service quality in the face of disruptions.
[bookmark: _Toc156908511]Section 4: Improvement Plan
The development of the following essential areas was necessary for front office hospitality supervisory success:
Communication Skills: To successfully communicate with visitors across a variety of channels, including in-person, phone, and digital, use active listening, nonverbal observation, empathy, and clear expression. Toastmasters' structured programming will serve to reinforce this.
Cross-Departmental Collaboration: By assuming cross-functional tasks, you may promote closer coordination with divisions such as cleaning, maintenance, and the travel desk. To enhance comprehension of interdependencies, joint challenging scenario simulation exercises can be used (Das, 2015).
Task management: To ensure smooth handoffs between shifts, develop and maintain checklists and dashboards. A candidate for the Six Sigma Green Belt certification would be deeply committed to process orientation and data-driven decision-making abilities.
Quality of guest service: Tailor service schedules to guests' requirements, inclinations, and immediate input. The information gained will be enhanced by the hotel psychology training and the Advanced Diploma in Hotel Management.








[bookmark: _Toc156908512]Conclusion
In conclusion, shadowing has shown to be a highly beneficial way to understand the fundamentals of reception management and to close the knowledge gap between hospitality theory and practical implementations. 
The experience highlighted the front desk operations' requirements for guest service while demonstrating the capacity to seamlessly integrate technology, operations, and human factors. Through the suggested development efforts, the ability to master specialized skills such as hotel information systems, organized problem-solving strategies, and multimodal communication channels will remain critical success criteria for hospitality leadership. 
The evidence-based understanding of the critical role a dedicated front office plays in building brand equity is what motivates the need to further strengthen this learning rigor through possibilities for career advancement in hotel management. In the fascinating world of hospitality, the goal is to create corporate objectives centered around customer loyalty and comprehensive service life-cycle management while taking a broader view that considers interdepartmental interdependence and having a better comprehension of the foundation (Council, 2015).
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