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Introduction:
In this reflective log, I will critically analyse my experience while shadowing a supervisory or duty manager position within the administrative role of a hotel front office. The focus will be on the importance of work-based skills and an examination of issues related to hotel administration. The duties of a duty manager in the administrative role of a hotel front office can vary depending on the size and structure of the hotel. In this position the duty manager has certain responsibility which consists of welcoming guests personally and creating a positive first impression and ensuring a memorable guest experience. (Atfield, Hunt and Luchinskaya, 2021)
While shadowing the duty manager at the front desk, I learnt that I must be approachable towards guests in a friendly and professional way, I must position myself at the front desk in a way that is easily noticeable to the guest, but at the same time not imposing. I must show that I am happy to see the guests and that I have the pleasure in serving them and making sure that I am having eye contact with them and greeting them promptly. (Cutrera, 2022)
You need to Express Genuine Interest in guests and ask open-ended questions about their journey or purpose of visit. Show genuine interest in their needs and preferences. (Thompson, 2016)
At the front desk you need to manage special requests and to Inquire about any special preferences the guests may have, assure them that you are available to assist their needs or concerns throughout their stay. (SiteMinder, 2020) As for the VIP and returning guests you need to recognize and acknowledge them as they are VIP guests, express appreciation for their loyalty and offer any personalized services or amenities that the hotel has to offer as a complementary for their loyalty. (Consultants, 2023) I also provide directions to key areas within the hotel such as the restaurant and mention breakfast timings, bar, gym, and the lounge for the VIP guests.
Upon this I will need to express availability and let guests know that we are always available at the front desk either in person or via the hotel's communication system if they need any assistance to make their stay enjoyable. (Elphick, 2019) Express our hope that they have an enjoyable stay and encourage them to reach out if they need anything. This creates a sense of hospitality and care that can leave an impression on guests and contribute to their overall satisfaction with the hotel. (Vallen and Vallen, 2013)
My learning objectives:
· Understanding Front Desk Operations:
Gain an in-depth understanding of front desk procedures, including check-in, check-out, reservations, and guest services. Learn to navigate hotel management software for handling bookings, payments, and guest information management. (Academy, 2022)
· Professionalism and Ethical Conduct:
Observing the duty manager's demonstration of professionalism, integrity, and ethical conduct in all interactions with guests, staff, and stakeholders.
I learnt about the duty manager's role in upholding hotel policies, standards, and codes of conduct to ensure a safe, secure, and welcoming environment for all. (Consultants, 2023) I also observed that as a duty manager, overseeing check-in procedures, resolving guest issues, and coordinating staff schedules requires strong task management skills.
· Observing managerial responsibilities: 
Shadow the duty manager to observe their role in overseeing front desk operations, managing staff, and ensuring smooth day-to-day operations.
Learn about the duty manager's responsibilities in handling escalated guest complaints, resolving operational issues, and making decisions to optimize guest satisfaction.
· Leadership and Team Management:
Shadowing the duty manager and understanding their role in leading and supervising front desk staff, providing guidance, support, and feedback as needed.
I learnt about delegation, staff scheduling, and fostering a positive team culture to enhance productivity and morale.
· Problem-Solving and Decision-Making:
Observing the duty manager's approach to problem-solving and decision-making in various scenarios, such as guest issues, operational challenges, or emergencies.
Learning to analyse situations, weigh options, and make informed decisions that prioritize guest satisfaction and uphold hotel standards. (Fang, Zhang and Li, 2020)
· Time Management and Prioritization:
By Observing how the duty manager manages their time effectively to prioritize tasks, address immediate needs, and plan for future operations.
I Learnt time management techniques and organizational strategies to optimize efficiency and productivity in a dynamic hotel environment.
An administrative duty manager role includes but not limited to:
· Oversee check-in and check-out processes.
· Maintain accurate records and files as well.
· Manage billing and payment processes.
Communication skills conducted as a duty manager are but not limited to:
· Communicate effectively with staff, guests, and management.
· Ensure clear communication of policies and procedures.
Problem-Solving:
· Address and resolve operational issues in a timely manner.
· Handle emergencies and unexpected situations.
· Make decisions that align with hotel policies and guest satisfaction.
· Generate and analyse reports related to occupancy, revenue, and guest satisfaction and use data to identify trends and areas for improvement.
These duties require a combination of leadership, organizational, communication, and critical thinking skills. A successful supervisor or duty manager in the hotel front office must be adept at multitasking, adapting to changing circumstances, and ensuring a positive guest experience. (Yang et al., 2021)
Teamwork as a deputy manager in previous vocational placements experiences have involved teamwork in various contexts, providing opportunities to develop skills such as cooperation, delegation, and conflict resolution. (Hill and Vanhoof, 1997) These experiences complement the understanding of teamwork's importance within the specific context of hotel front office operations. (Kalargyrou, 2011)
In conclusion, the combination of direct experience in the hotel front office, previous vocational placements, and academic journey enriches understanding of communication, teamwork, task management, and personal skills in achieving and managing guest service expectations. 
Gibbs Reflective Cycle is to reflect on the experience of shadowing a supervisory or duty manager position within the administrative role of a hotel front office: (Williams, Woolliams and Spiro, 2020)
· Description 
During my shadowing experience, I had the opportunity to observe and assist a duty manager in the hotel front office. I observed various tasks such as managing check-ins and check-outs, managing guest inquiries and complaints, coordinating with other departments, and ensuring the smooth operation of the front desk.
· Feelings 
I have felt excited and eager to learn about the responsibilities of a duty manager in a hotel setting. As the experience progressed, I felt a mixture of fascination and overwhelm, realizing the multifaceted nature of the role and the important level of responsibility involved. There were moments of stress, particularly during peak operational hours, but also moments of satisfaction when resolving guest issues or contributing to a positive guest experience.
· Evaluation 
This experience has provided me valuable insights into the intricacies of hotel front office operations and the importance of effective management in ensuring guest satisfaction. It was commendable to witness the professionalism and dedication of the duty manager in handling various tasks and addressing guest needs. 
· Analysis 
Upon reflection, I realized that effective communication and teamwork are critical elements in managing a hotel front office efficiently. The duty manager's ability to communicate clearly, delegate tasks, and foster collaboration among team members significantly contributed to the smooth operation of the front desk. 
· Conclusion 
In hindsight, I could have actively engaged in observing and analysing communication dynamics among front office staff and suggested potential solutions to address any identified issues. Additionally, I could have sought feedback from the duty manager on areas where I could improve my understanding or contribute more effectively during the shadowing experience.
· Action Plan 
In future experiences, I will proactively observe and analyse communication patterns and teamwork dynamics within the front office, actively seeking opportunities to contribute insights and suggestions for improvement. I will also seek feedback from supervisors or mentors to continuously enhance my understanding and skills in hotel front office management.
As a conclusion:
As a conclusion I can say that using the Gibbs Reflective Cycle allowed for a structured and comprehensive reflection on my shadowing experience, highlighting both positive aspects and areas for growth. This reflective process enables continuous learning and improvement in future professional endeavours.
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