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[bookmark: _Toc159268003]Brief Overview of The Front Office Department
The guest services operations are key to the success of a hospitality business. I got an opportunity to work with the front office of Premiere Inn during my placement at the hotel. The front office staff are skilled, experienced, committed and discharge their duties cheerfully. They also have an Opera system in place. However, some guests appear to be dissatisfied with the services. In this reflective account, I would describe my experience as well as analyse the guest service operations at Premiere Inn. 
[bookmark: _Toc159268004]Placement Learning Objectives 
· Acquiring skills required for working at the reception or front office in the hospitality industry  
· Applications of lessons learnt in the class in practical scenarios  
· Professional growth and development  
· Development of the ability to critically reflect upon the learning experience
[bookmark: _Toc159268005]Application of Gibbs’ Reflective Cycle to My Placement Experience 
Gibbs’ Reflective Cycle is one of the most popular frameworks used for writing reflective accounts in educational settings. It motivates students to critically analyse their experiences so that the lessons from those experiences can be meaningfully applied in the future. Gibbs enumerated the six stages of his reflective model as description, feelings, evaluation, analysis, conclusion and action plan. (Ezezika and Johnston, 2023). In this section, I will critically reflect upon my placement experience at the front office department of Premier Inn Hotel in terms of the six stages of the framework provided by Gibbs. 
[bookmark: _Toc159268006]Description
The front office of a hotel is one of the most important departments from the perspective of guest services. This department may have several sections such as reception, billing, communication or booking. (Astuti et al., 2018). The number of sections in the front office department depends on the size of a hotel and the scale of its business. The front office can be considered as the face of a hotel as it is one of the first functions to welcome guests. It is the responsibility of the front office to ensure that the guests feel comfortable and develop a positive first impression of the business. The receptionists are entrusted with the duty to oversee the processes of check-in and check-out. They provide all the necessary information to the guests. Receptionists also coordinate with staff of other departments such as housekeeping, room service, transportation and accounts to ensure that the guests have a pleasant experience. 
The placement at Premier Inn Hotel offered a holistic learning experience to me. I was not only able to gain more knowledge and skills but the experience also helped me to identify some problems with the front office of Premier Inn. The placement highlighted the key roles of work-based skills and technical knowledge in the effective functioning of the front office as a guest service function. I would also like to underscore the importance of coordination between the front office and other departments in the hospitality industry. After the experience, I was able to appreciate the need for coordination between the front office and the housekeeping department in particular. My interactions with the receptionist at Premier Inn made me realise that on many occasions she faced difficulties due to lack of information on the housekeeping activities. I discussed the issue with the supervisor of the guest services department as well as some of the housekeeping staff and guests. After the discussions, I could infer that there is a need to improve communication as well as cross-functional integration at Premier Inn Hotel. 
[bookmark: _Toc159268007]Feelings
The placement experience at Premier Inn Hotel was not only satisfying but highly enjoyable for me. I could derive immense satisfaction from the fact that the placement had helped me acquire new skills related to communication and teamwork. Although I possessed considerable knowledge of hospitality management, the experience of a functioning Opera system was something completely new to me. Opera represents one of the most advanced applications of information and communication technology in the hospitality sector. My fascination with the Opera system prompted me to consider its usefulness as a solution to the problems faced by Premier Inn.     
[bookmark: _Toc159268008]Evaluation
The hotel industry is becoming more competitive day by day and expectations from hotel staff are also continuously increasing (Ekhsan et al, 2020). In such a scenario, an application of continuous improvement through training would improve communication and coordination at Premier Inn. In his study, Chaturvedi (2020) has found that a combination of politeness, creativity, attentiveness and theoretical understanding is key to the success of employees working at the front office. An integrated training programme would not only help the staff at Premiere Inn to develop such qualities but they would also contribute towards effective guest cycle management.   	
[bookmark: _Toc159268009]Analysis
Communication is a challenging element in the role of the staff working in the guest services department. The process of communication with customers in a hotel is complete only after their checkout (Sayin and Karaman, 2019). It is key to customer satisfaction in the hospitality sector. Guest services staff also benefit from intercultural communication competence in overcoming cultural and language barriers (Inkaew, 2017). Effective management of the guest cycle through cross-functional collaboration based on optimal use of resources is key to the success of guest services operations (Gisler, 2015). The guest cycle starts with the arrival of the guests at the hotel, continues through their stay and is completed with their departure. The front office staff at Premiere Inn can significantly contribute towards the successful completion of the guest cycle through effective communication and cross-functional integration with other departments including housekeeping. Here the Opera system used by Premiere Inn has a very important role to play.  
Opera can be used in different departments for multiple purposes such as booking and allocation of rooms, check-in and check-out processes, managing room inventory as well as anticipation of the needs or expectations of guests (Kalra et al., 2020). Opera also offers cloud services (Adeyinka-Ojo et al., 2020). Due to its features, Opera is considered one of the leading property management systems at present (Jenčková and Abrhám, 2015). Furthermore, Opera is also used in the hospitality sector for training purposes (Goh and Sigala, 2020).
[bookmark: _Toc159268010]Conclusion
My placement at Premiere Inn has significantly enriched my academic knowledge and helped to improve my communication skills and teamwork. However, I am most satisfied with the contributions of this experience towards my personality development and awareness of the latest applications of ICT. The guest services function including the front office at Premiere Inn is quite effective in its role. However, I have also reflected upon the problems faced by the guest services function to incorporate a critical perspective in my analysis. I would conclude this reflection with an action plan based on the analysis done by me in the previous sections.    
[bookmark: _Toc159268011]Action plan
From an individual perspective, I would continue to improve my skills based on the knowledge and experience gained from the placement at Premiere Inn. However, I must frankly admit that so far, I have neglected the technological aspect of hospitality. My observations of the functioning of the Opera system generated some useful insights which have inspired me to gain more knowledge on the role of digitalisation in the hospitality sector. I also aim to use digital technology in my personal life, educational journey and professional roles in the future. 
Premiere Inn can overcome its problems through better coordination, communication, cross-functional integration and teamwork. Furthermore, its staff would also benefit from effective training programmes. Premiere Inn can use its opera system for better delivery of services till the completion of the guest cycle and also in the training sessions. 
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