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Log of Learning: Overseeing Guest Service at Novotel Birmingham Broad Street

Introduction

Overview of the Reception and Front Office Department:
The Reception and Front Office department at Novotel Birmingham Broad Street serves as the focal point for guest interactions. This department is crucial in shaping guests’ initial perceptions of the hotel and their overall experience throughout their stay. Responsibilities within this department include managing check-ins and check-outs, handling reservations, addressing inquiries and complaints, and facilitating smooth communication between guests and other departments to ensure their needs are met efficiently (Bardi, 2011).
Model of Reflection Used:
This reflection will utilise Gibbs' Reflective Cycle, a structured method for analysing experiences and identifying areas for personal and professional growth (Gibbs, 1988).
Student’s Placement Learning Objectives within the Department:
1. Gain a thorough understanding of the daily operations of the Reception and Front Office department.
2. Improve communication and customer service skills essential for guest interaction.
3. Develop a working knowledge of reservation management and strategies for handling guest issues and complaints professionally.
4. Learn the significance of teamwork and coordination in maintaining high service standards and ensuring guest satisfaction.




2. Reflection on Experience and Personal Development
Description:
My experience shadowing the Reception and Front Office team at Novotel Birmingham Broad Street allowed me to observe and participate in various key functions. These included managing guest check-ins and check-outs, responding to inquiries, and handling reservations. The hands-on experience gave me a deeper understanding of the department's responsibilities and the challenges involved in providing efficient guest services in a busy hotel environment (Baum, 2020).
Feelings:
At the beginning of the placement, I felt a combination of excitement and anxiety. The thought of directly dealing with guests was both thrilling and daunting. However, as I became familiar with the procedures and was guided by experienced colleagues, my confidence grew. I eventually felt more comfortable handling guest inquiries and contributing to the department’s workflow (Lashley, 2018).
Evaluation:
The shadowing experience highlighted the importance of key work-based skills such as communication, teamwork, and problem-solving (Grönroos, 2020). Proper communication, both with guests and internally between departments, is critical in ensuring smooth operations and a positive guest experience. Additionally, strong problem-solving skills proved invaluable when dealing with guest complaints and last-minute changes in reservations (Kandampully, 2019).
Analysis:
My personal development in areas such as communication and task management was influenced by prior academic studies and practical experience (Lashley, 2018). These prior experiences provided a foundation for the practical application of theories in hospitality management, particularly when managing guest expectations. Observing how these concepts were applied in real-life scenarios at Novotel helped solidify my understanding of their importance in ensuring guest satisfaction (Sloan et al., 2021).


3. Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills and Technical Knowledge:
Skills such as effective communication, conflict resolution, and the ability to manage reservations efficiently are crucial for maintaining high levels of guest satisfaction (Baum, 2020). During my shadowing at Novotel, I observed how these skills were employed daily. For example, front office staff needed to communicate efficiently with housekeeping and the reservations team to ensure that room availability was correctly updated (Sloan et al., 2021). Additionally, a solid grasp of hotel management software, like the Property Management System (PMS), was essential in managing guest check-ins and resolving issues (Law et al., 2018).
Reflection on Organisational Issues:
One situation I encountered involved a guest complaint about the availability of promised amenities. The guest had requested a room with specific features, but upon check-in, these were unavailable. The front desk supervisor quickly resolved the issue by offering an upgraded room and a complimentary service. This experience highlighted the importance of communication between the reservations team and front office to ensure the accuracy of room descriptions (Schoffstall, 2013).
Suggested Solutions:
To avoid similar issues in the future, it would be beneficial to improve the communication protocol between the reservations and front office departments. Regular updates to room availability and features should be conducted. Additionally, staff should undergo frequent training in conflict resolution and customer service to handle such situations efficiently (Ladkin & Buhalis, 2016).


4. Future Action Plan
Action Plan:
Based on my experience at Novotel, I have identified several areas for personal and professional development:
1. Continued Training and Development: I plan to engage in further training sessions and workshops focusing on customer service excellence, conflict resolution, and communication techniques (Bowie et al., 2016). This will enhance my ability to manage guest inquiries and complaints effectively.
2. Technical Skill Enhancement: I aim to gain a deeper understanding of hotel management software and reservation systems to enhance my technical knowledge and improve efficiency in front office operations (Law et al., 2018).
3. Teamwork and Collaboration: I recognise that working collaboratively with colleagues across different departments is essential for delivering excellent guest service. I plan to seek more opportunities to work closely with other departments, which will improve coordination and overall service quality (Baum, 2020).
4. Feedback and Reflection: I will continue to seek feedback from supervisors and peers to identify areas for improvement and engage in regular reflection on my performance (Lashley, 2018). This will help in continually adapting and improving my skills within the hospitality sector.







Conclusion

The shadowing experience at Novotel Birmingham Broad Street provided me with invaluable insights into the dynamic and multifaceted operations of the Reception and Front Office department. By actively participating in tasks such as check-ins, reservations management, and guest inquiries, I developed a deeper understanding of the critical work-based skills needed to succeed in a fast-paced hospitality environment. Effective communication, problem-solving, and teamwork were central to maintaining high service standards and ensuring guest satisfaction.
The experience also emphasised the importance of technical knowledge, such as proficiency in hotel management systems, in streamlining operations and enhancing efficiency. Observing how these systems were used to manage bookings and resolve issues further deepened my appreciation for the role of technology in front office operations.
Moreover, the experience reinforced the need for continuous professional development. By reflecting on my performance and seeking feedback from supervisors, I was able to identify key areas for improvement and create a targeted action plan for future growth. I am committed to further honing my skills through additional training and by embracing opportunities for teamwork and collaboration across departments.
This learning experience has equipped me with the practical skills and confidence to navigate complex guest service scenarios and contribute to the high standards expected in the hospitality industry. Moving forward, I am eager to apply these lessons in future roles and continue my journey towards excellence in hospitality management.
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