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Introduction
The Front Office department has a significant impact on guest experiences because it is the initial point of contact for visitors and frequently sets the tone for their stay. During my placement, my key learning objectives were to improve my communication skills, understand effective guest management procedures, and improve my ability to resolve difficulties quickly. This work requires a balance of practical abilities, such as arranging check-ins and check-outs, and soft skills, such as empathy and attention to guest requirements. These goals inspired my quest to better grasp the complexities of guest interactions and the demands of service excellence in hospitality.
 
Section 1: Reflection on Experience and Personal Development (Gibbs' Reflective Cycle)
Description
During my time in the Front Office, I was responsible for a variety of guest-facing responsibilities that were vital to creating a friendly environment (Front Office Management - Quick Guide 2021). In Week 1, my responsibilities included welcoming guests, assisting with check-in and check-out procedures, and resolving any concerns that arose. I rapidly realised the significance of first impressions and the direct influence my work had on the guest experience. By Week 4, my responsibilities had grown to include answering phone calls, replying to emails, and overseeing concierge services such as ticket and travel arrangements. These experiences were both hard and gratifying, offering insight into the operational flow and abilities needed to sustain excellent guest service standards.
Feelings
Initially, I was both excited and anxious about working in the front office. Handling visitor complaints, particularly ones that arose suddenly, was problematic (Handling guest complaints in a way that wins 2024). Balancing the demands of check-in/check-out operations with managing enquiries made me nervous because I was often unsure how to manage competing priorities efficiently. However, this worry was matched by a great desire to offer excellent service. I discovered that each positive interaction with guests boosted my confidence, and as I became more familiar with the procedures, my initial concerns faded.
Evaluation
Reflecting on what went well, I was able to manage the check-in and check-out processes efficiently, which improved customers' overall perceptions of the hotel (How do customers respond to the hotel servicescape? 2019). My ability to remain calm and courteous under pressure enabled me to respond to guest enquiries in an accurate and helpful manner. However, I recognised that my multitasking talents needed to improve, especially when dealing with many enquiries or complaints at the same time. This area became a focus for development since I wanted to ensure that each guest received my undivided attention and a prompt answer.

Analysis
Examining these encounters through applicable theories, I discovered Mehrabian's communication model, which emphasises the importance of nonverbal clues, to be very useful (Mehrabian, 2017). I discovered that maintaining open body language and positive facial expressions helped to show empathy and understanding, particularly amid visitor complaints. Furthermore, the SERVQUAL model of customer service excellence emphasised the value of responsiveness and certainty in my contacts. Applying these ideas enabled me to better manage visitor expectations, proving that service excellence is more than just efficiency; it is also about providing a reassuring environment that meets customers' emotional requirements.
Conclusion
The experience taught me the importance of patience, time management, and effective communication in a guest-facing capacity. By focussing on nonverbal cues and controlling my tone, I was able to greatly improve the quality of visitor encounters (Sussman, 2019). These ideas provided me with the confidence and agility I needed to tackle visitor enquiries, knowing that I could create positive experiences even in difficult situations.
Action Plan
To improve my skills, I intend to attend communication courses that focus on active listening and de-escalation tactics (Rimmer, 2017). This training will help me handle concerns more effectively and interact with guests. In addition, I want to improve my multitasking skills by practicing prioritising activities and managing time more effectively. These procedures will prepare me to handle the Front Office's dynamic needs, ultimately improving my guest service skills and contributing to my career development in the hospitality business.
 
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Essential Skills and Knowledge
During my time at the Front Office, I learnt some essential skills for guest service operations. Handling guest complaints needed tolerance and understanding, as well as timely resolution of issues to ensure guest satisfaction. Keeping check-in and check-out operations running smoothly was critical for making a good first and last impression (First Impressions: Everything you need to make a good introduction 2023). My capacity to deliver accurate and helpful information, whether in person or by email, has improved my communication abilities. Additionally, conducting administrative activities such as filing and purchasing tickets improved my organisational skills, helping me to properly prioritise work.
Theory Application
The Gap Model of Service Quality helped me analyse and improve the quality of my interactions with guests (What is the gap model of service quality? (with examples) | indeed.com 2022). This model emphasises the necessity of reducing the gap between guest expectations and service performance. For example, by using empathy and straightforward communication while dealing with guest complaints, I was able to bridge the "communication gap," making visitors feel heard and valued. These efforts had a direct influence on guest satisfaction by matching their expectations with the service they experienced. Furthermore, prioritising speed and correctness aided in meeting the high standards of guest service, emphasising the importance of even minor activities in improving the overall guest experience. This theoretical approach emphasised the necessity of attention to detail and emotional intelligence in preserving service quality, as well as how effective communication is essential for obtaining guest pleasure.
 
Section 3: Reflection on Organizational Issues
Situation
One noticeable guest-related issue I encountered was a complaint made during the check-in procedure. A guest came after a long journey to discover that their reserved room was not ready owing to a housekeeping delay (Ayu Suriyani et al., 2023). This omission caused aggravation for the guest, affecting their first impression of the hotel and potentially tarnishing the department's image. The delay was inconvenient and caused the guest to question the hotel's trustworthiness and efficiency, which could have a negative impact on their overall pleasure.
Resolution and Suggestions
To resolve the matter, I empathised with the guest, apologising and provided a complementary refreshment while they waited. I worked with housekeeping to accelerate room preparation and minimise the delay. The problem was resolved without further escalation, but it emphasised the need for improved interdepartmental communication to avoid future incidents. As an alternative, adopting a system in which housekeeping updates the Front Desk on room availability in real time could help to avoid such situations. Using Herzberg's Motivation Theory, this argues that empowering and training employees, particularly in communication and problem-solving, could improve service quality. Motivated and well-trained employees might proactively monitor room readiness and anticipate visitor demands, lowering the likelihood of delays and increasing client satisfaction (What is customer satisfaction? definition + importance 2024). This event underscored the need of continual improvement in service delivery and demonstrated how even slight improvements in staff coordination may have a substantial impact on the visitor experience and the department's reputation.
 
Conclusion
My placement experience in the Front Office department has really aided my professional development and understanding of guest service quality. Engaging directly with visitors helped me to put theoretical notions like Mehrabian's communication model and the SERVQUAL model into practice. I learnt to be more patient, manage my time better, and enhance my verbal and nonverbal communication abilities. Handling issues such as guest complaints and cooperating with other departments demonstrated the value of empathy, adaptability, and effective problem-solving in a guest-facing role. This event highlighted the importance of first impressions and the enormous impact the Front Office has on overall guest satisfaction and the hotel's image.



Action Plan
To further develop the skills acquired during my placement, I plan to:
1. Enhance Communication Skills: Enrol in advanced communication training that emphasise active listening and de-escalation tactics to effectively manage visitor issues and enhance interactions.
2. Improve Multitasking Abilities: Prioritise duties and use time management tactics to efficiently fulfil various guest requests, particularly during peak periods.
3. Promote Interdepartmental Collaboration: Advocate for better communication between the Front Office and Housekeeping, such as real-time room status updates, to avoid delays and increase guest satisfaction.
4. Continuous Learning: Stay up to date on the newest hospitality trends and customer service models so that I may implement creative techniques in my profession.
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