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Overview of the Front Desk
The front desk of a hotel is the central hub of operations at Novotel Southampton, responsible for managing guest check-ins and check-outs, handling reservations, addressing guest inquiries, and providing exceptional customer service The front desk team plays a crucial role in shaping the first and last impressions of guests, thereby significantly impacting overall guest satisfaction and the hotel's reputation. (Brotherton, 2008) My role during this placement was to shadow a supervisory or duty manager, gaining insights into the administrative functions and operational challenges of this pivotal department.
Model of Reflection: Gibbs' Reflective Cycle
For this reflection, I have chosen Gibbs' Reflective Cycle (1988) as it offers a structured framework for examining experiences through six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This model facilitates a comprehensive and critical review of my learning experiences, ensuring that each aspect is thoroughly considered and addressed (Gibbs, 1988).
Placement Learning Objectives
1. Develop a deep understanding of front desk operations and administrative tasks.
2. Enhance communication and teamwork skills by working closely with the front desk team and management.
3. Identify and analyze common issues in hotel administration and propose practical solutions.
4. Reflect on personal and vocational development to align future career goals with acquired skills.
Reflection on Experience Using Gibbs' Reflective Cycle
1. Description
During my placement, I shadowed a supervisory manager responsible for overseeing the front desk operations. My tasks included observing check-in/check-out procedures, assisting with reservations, and handling guest complaints. One significant issue I encountered was a discrepancy in room availability due to overbooking, which led to a challenging situation with an irate guest.
2. Feelings
The overbooking incident, in particular, was stressful, underscoring the crucial need for accurate data management and effective communication. However, with the supervisor's guidance, I gradually became more confident in managing similar situations in future. The supervisor showed me what would be the steps to follow to minimize the impact on guest experience. The first was to contact guests affected by overbookings as soon as possible to inform them of the situation. Following the calls, guests were offered compensation or amenities as a gesture of goodwill, such as complimentary upgrades, meal vouchers, or discounts on future stays. Apologizing sincerely for the inconvenience and explain the reasons behind the overbooking was one of the key aspects of setting the tone of the conversation. 
3. Evaluation
The experience was vital in highlighting both the strengths and weaknesses of my skills. On the positive side, I learned to remain calm under pressure and observed effective conflict resolution strategies. On the downside, I realized the need to improve my time management and problem-solving skills. Ensuring that I have access to necessary resources, such as manuals, contact information for other departments, and troubleshooting guides, to assist them in resolving issues independently. Problems on the front desk, such as system failures or overbooked rooms, can disrupt operations if not resolved swiftly. If prepared with problem-solving skills it can easily solve these issues and minimize their impact on overall efficiency.
4. Analysis
The overbooking issue underscored the significance of robust administrative systems and real-time data accuracy. Effective communication between the reservations team and the front desk is crucial to prevent such incidents (Johnston and Clark, 2008). This experience also emphasized the importance of teamwork and collaborative problem-solving in ensuring guest satisfaction. Reservations staff are responsible for managing room inventory and assigning rooms to guests based on availability and preferences. Group bookings, such as conferences or events, often involve coordination between reservations, the front desk, and other departments
5. Conclusion
The placement reinforced the critical role of administrative competencies in hotel management. It highlighted that beyond technical skills, personal attributes like patience, empathy, and resilience are essential. It also became clear that continuous professional development and learning from real-world experiences are vital for career growth in hospitality management (Kandampully, 2012). The front desk is often the first point of contact for guests when they arrive at a hotel or any hospitality establishment. It sets the tone for their entire experience. Therefore, individuals placed at the front desk play a pivotal role in creating a positive first impression and influencing guests' perceptions of the establishment. 
Being on front desk, typically involves juggling multiple tasks simultaneously, such as handling check-ins and check-outs, answering phone calls, managing reservations, and assisting with guest inquiries. Placement on the front desk helps individuals prepare their multitasking abilities and learn to prioritize tasks effectively, skills that are valuable in various professional settings.
6. Action Plan
To address the identified gaps and further my development, I plan to:
· Enhance my knowledge of hotel management software to improve data accuracy and operational efficiency.
· Participate in conflict resolution and customer service training to better handle challenging situations.
· Engage in team-building activities to strengthen teamwork and communication skills.
· Seek feedback regularly from supervisors and colleagues to continuously improve my performance.
Identifying and Solving an Administrative Issue
During my placement, the primary issue I encountered was the overbooking problem. This incident exposed several administrative flaws, including miscommunication and lack of synchronization between the reservations and front desk departments.
Possible Solutions:
1. Implement an Integrated Management System: Utilize a comprehensive hotel management software that integrates reservations, front desk operations, and real-time room inventory updates to prevent overbooking (Olsen, West, and Tse, 2008).
2. Regular Training for Staff: Conduct regular training sessions for front desk and reservations staff to ensure they are proficient in using the management system and aware of best practices in handling bookings (Walker, 2010).
3. Establish Clear Communication Protocols: Develop clear communication channels and protocols between departments to ensure that all team members are informed about room availability and guest bookings (Pizam and Shani, 2009).
4. Adopt a Proactive Customer Service Approach: Train staff to adopt a proactive approach in managing guest expectations and resolving issues promptly to enhance overall guest satisfaction (Lashley and Morrison, 2000).
Future Action Plan
Based on my experiences and reflections, my future action plan includes:
1. Continued Learning and Development: Enrol in advanced courses on hotel management and customer service. Subscribe to online learning platforms like LinkedIn Learning, Udemy, or Coursera, and provide access to a wide range of courses on topics such as communication skills, leadership development, and hospitality management.
2. Practical Application of Skills: Seek further placements or internships in different hotel departments to gain a well-rounded understanding of hotel operations. Actively listening to guest`s inquiries, concerns, and requests, and responding promptly and courteously. Handling guest complaints or dissatisfaction with empathy, patience, and a solutions-oriented approach.
3. Networking: Build a network of professionals in the hospitality industry to learn from their experiences and stay updated with industry trends (Sigala, Christou, and Gretzel, 2012). By actively engaging in networking activities, meaningful connections can be established, staying informed about industry developments, and create opportunities for career growth and advancement within the hospitality industry.
4. Personal Development: Focus on developing personal attributes such as resilience, adaptability, and leadership skills through workshops and mentorship programs (Tesone, 2005). Build a supportive network of colleagues, mentors, and industry professionals to exchange ideas, seek advice, and gain perspective on personal and professional development. Use tools such as to-do lists, calendars, and productivity apps to organize tasks and maximize efficiency in daily operations. Engage in regular self-reflection to evaluate personal performance, identify areas for growth, and celebrate achievements.
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