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Description
  	I had to learn a lot of different skills to work at the busy front desk of the Maldron Hotel Newcastle, and I worked hard to become better at every one of them while I was there. My success was largely dependent on my ability to communicate effectively with both clients and colleagues. Having good people skills was essential to creating a welcoming atmosphere and happy guests. One of the daily jobs was to navigate hotel administration systems with precision and flexibility (Moreno-Perdigon et al., 2021). This experience has considerably enhanced my ability to multitask and pay careful attention to every detail throughout my encounters with guests. Exceptional customer service was the cornerstone of my connections with other people.
Feelings
 	I believe that my interpersonal and communication abilities are where I shine. My years of experience working in customer-focused sectors have enhanced these abilities. These qualities enable me to interact with guests effectively and come up with original solutions to problems, both of which contribute to enjoyable stays (Hussain and Khanna, 2019; Aakash and Gupta Aggarwal, 2022). Upon doing a critical assessment of my performance, I can, nevertheless, enhance my organizational abilities, particularly with regard to multitasking and managing many projects concurrently. The idea of being a part of the dynamic front desk team at Newcastle's Maldron Hotel excites me. My passion is giving hotel customers exceptional service, and I can easily see myself working in a vibrant and stimulating workplace.
Evaluation
 	My experiences working in the front office of the Maldron Hotel Newcastle have reinforced the fact that effective communication is the cornerstone of providing excellent customer service. I have identified this by evaluating my own abilities within the parameters of theoretical notions. Having interacted with a diverse range of guests (Alrawadieh and Law, 2019), I am aware of the significance of thoughtful, candid communication in promoting enjoyable stays. Furthermore, I recognize the need to maintain organization in a hectic environment such as a hotel. My personal perception of this value of the field has increased due to the emphasis it focuses on each and every interaction. Even while I think my communication skills are a big plus, I also know that I can sharpen my organizing abilities to further increase my ability to positively influence the productivity of the front desk.
Analysis 
 	As I continue to investigate the demands of the business, working at the front desk of the Maldron Hotel Newcastle has highlighted the requirement of being adaptable and innovative. When handling guest complaints, it is important to have the capacity to rapidly and customer-centrically handle issues; this calls for a delicate balance of tact and diplomacy (Sauberschwarz and Weiss, 2022). Furthermore, to provide services that are beyond the expectations of the customers, the front desk must be more than simply talented and commit to getting to know their individual preferences and needs. I now understand the significance of cultural sensitivity and how to use it to develop positive interactions with guests in this hectic environment (Andrade et al., 2021; Olya et al., 2021). Developing an attitude of constant curiosity has really aided me in staying current with local events so that I can offer guests well-informed recommendations. Reliability, resourcefulness, and cultural awareness are essential components of first-rate hotel lobby service (Padma and Ahn, 2020).
Conclusion
I can speak to the fact that the role requires the skilful use of strong communication, particular organizational skills, and elevated cultural awareness since I have worked at the front desk of the Maldron Hotel Newcastle. I am aware that there is still space for improvement in my organizing skills, particularly in my capacity to multitask and increase productivity. I have learned from reading about the philosophy behind the hospitality industry that effective communication is essential to giving customers memorable service. It is crucial to be accurate in all front-desk jobs; therefore, pay special attention to the details. I want to learn all I can about the region so I can provide my guests with the greatest experience possible since I understand how vital it is to respect other cultures.
Action Plan
 	To acquire efficient techniques for setting priorities and handling several jobs concurrently, I want to enrol in time management courses. It will be essential to my daily operations to use organizing techniques like shared calendars and thorough to-do lists. Having worked at the front desk at the Maldron Hotel Newcastle in the past, I am aware of how important a seamless onboarding process is. Therefore, I will extensively research the management systems of the hotel in order to be ready to start my new role quickly and confidently. I will also prioritize gaining as much information as I can about the many events and attractions in the region, adjusting my expertise to meet the demands of the diverse customers I work with.
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	Trip Advisor Review Response 150 words +/-10%

	Dear [Tina W]
We are grateful that you took the time to provide us with such a positive TripAdvisor review after your stay. That your two-night visit in October 2023 with your spouse and grandkids went off without a hitch brought us great joy. We are glad to hear that Victoria, our receptionist, left such a positive impression thanks to her kind disposition and desire to serve. We have conveyed your appreciation to her, and she is delighted to be recognized for her diligent efforts.
 	We are glad to hear that the original condition of our lodging, the plush beds, and the invigorating force of the shower pleased you. Our main goal is to provide our guests with a comfortable and joyful environment. We are pleased to learn that you relished our breakfast buffet, which had a selection of hot teas and coffee, fruits, ham, cheese, and hot English breakfast dishes. Our aim is to provide a satisfying and diverse dining experience to our patrons.
 	We hope to have the pleasure of seeing you again soon. Please do not hesitate to contact us if there was something about your stay that really impressed you.
Best regards,
Management of Maldron Hotel Newcastle!




	Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	Respectfully, To Ronald Federick
 	I hope this letter finds you in good health. Please know that we really value your feedback about your stay at the Maldron Hotel Newcastle. We sincerely apologize for any disappointment or sadness we have brought about. We would much appreciate your feedback about the quality of breakfast. We are aware of how important it is to have a substantial breakfast to start the day. In order to prevent future guests from experiencing similar issues, our cooking team is now doing a thorough assessment of our breakfast service. As we work to make this service better, we ask for your patience. Since breakfast is a significant meal for our guests, we make a big effort to provide a broad range of choices that will appeal to everyone. To ensure that every guest enjoys a full breakfast in the morning, new breakfast options are being investigated, old ones are being upgraded, and training is being reemphasized.
We apologize for the inconvenience caused by a crying baby in the next room. We have identified an area where we can improve our processes for assigning rooms and interacting with guests, thanks to your input. Actions are underway to address this issue and prevent such challenges in the future. In order to minimize noise disturbances, we are now reassessing our room allocation procedures, considering factors such as family dynamics and ensuring that guests with different needs get the consideration they need. Additionally, we are trying to enhance our guest relations so that we can address any concerns that come up while they are here promptly and efficiently.
We take seriously your concerns about the state of cleanliness of room 205. We are implementing new training programs and have started a thorough review of our housekeeping practices in order to guarantee the highest standards of cleanliness. We sincerely apologize for any inconvenience this has brought about and promise that this is not typical of our everyday operations. In order to ensure that all rooms are kept to the same high degree of cleanliness, we are giving our cleaning staff additional training. We are implementing new quality standards in response to input from guests, making sure that every one of our accommodations is always immaculate.
We are offering you two complimentary nights on your subsequent stay as a token of our apology. We then demonstrate to you the modifications we made in response to your ideas. I understand that you are upset with your experience, and I would be happy to meet with you one-on-one to discuss your concerns in more detail. I apologize one again if your stay was not perfect. We appreciate your opinions and recommendations on how we better assist our clients and enhance their experience.

Sincerely,
Management of Maldron Hotel Newcastle!





Component Three:
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
	
Element 1 – Pre-Arrival 


		Expectations of guests before their arrival at a hotel significantly influence their experience there. All hospitality literature agrees that, at this point, clear communication and customized service are essential. Because Ritz-Carlton routinely conducts comprehensive pre-arrival guest profiling operations, the hotel chain is often cited as an example for the hospitality sector as a whole. This approach ensures that throughout the stay of the guest, all of their demands will be fulfilled and exceeded. The Maldron Hotel Newcastle gained significant advantages by embracing this perspective and using data supplied by its guests (Bonfanti et al., 2021). By using contemporary analytics and visitor profile technology, the hotel anticipates various needs, preferences, and even personalized requests from potential customers in advance. Maldron Hotel Newcastle creates a memorable first impression for guests even before they check in by attentively attending to their individual requirements (Buhalis and Moldavska, 2021). This creative approach not only follows the latest trends in hospitality but also confirms the commitment of the hotel to give each guest a unique and memorable stay. It is possible to simplify and customize the experience for a guest by investing the time and energy before they ever arrive.

	
Element 2 – Arrival 


		The arrival of the guest signifies the start of their real engagement with the establishment. Numerous studies have emphasized the importance of a seamless check-in process and creating a positive first impression (Chen and Tussyadiah, 2021). Renowned for its unrelenting commitment to sustainability, Six Senses enhances the guest experience from the moment they arrive by skillfully integrating environmentally friendly practices. The Maldron Hotel Newcastle can enhance its first impression on customers by using environmentally friendly methods that are both beneficial to the environment and compliant with contemporary regulations (Davronov, 2021). To achieve this, The Maldron Hotel Newcastle can consider innovative strategies like digital check-in, reducing paper waste, and using energy-saving technologies. Contactless check-in procedures, such as those used by Six Senses, streamline the arrival process while also meeting the demands of discriminating travellers of today. Through the use of technology, such as smartphone applications that enable users to choose their desired room type and give other helpful information, the hotel can be able to provide a more personalized check-in experience. The physical elements of the welcome area, such as recycling initiatives and energy-efficient lighting, are a testament to the commitment of the hotel to environmental sustainability (Fuentes-Moraleda et al., 2020). This comprehensive approach not only creates a positive first impression but also aligns with the growing trend of ecologically conscious travel. Because of this, Maldron Hotel Newcastle can not only meet but also exceed the expectations of its guests, leaving a lasting impression of excellence and environmental responsibility from the moment they arrive.

	
Element 3 – Duration of stay 


		Finding a balance between meeting the needs of the guests and allowing them space is essential during the most important period of their stay. The remarkable success of the Premier Inn in this domain stems from its unwavering commitment to providing consistently excellent service throughout the duration of the visit (Guillet, 2020). The hotel maintains immaculate rooms throughout the length of each g, demonstrating dedication to the cleanliness of Premier Inn. Several sources state that one of the most crucial elements in giving guests a good stay is cleanliness. Maldron Hotel Newcastle can become successful by emulating Premier Inn's strict cleaning guidelines, frequent inspections, and painstaking attention to detail (Kapoor and Kapoor, 2021). The hotel makes an attempt to maintain the premises immaculate, going above and beyond what its guests would typically expect. Another important aspect that has been highlighted in the study is efficient room service. Because Premier Inn is committed to providing speedy, personalized service, guests can expect their needs to be met promptly and with a personal touch. Maldron Hotel Newcastle can enhance its customer's experience by streamlining room service operations, training staff to be more attentive, and offering personalized options. This not only enhances the experiences of the guest but also shows how committed the hotel is to making their stay as comfortable and simple as possible. Additionally, Premier Inn excels at customizing its recommendations for each guest, which significantly enhances their stay (Lukanova and Ilieva, 2019). To use a similar approach, Maldron Hotel Newcastle staff members can be trained to identify and anticipate the demands of guests. When recommendations for local eateries, tourist attractions, and cultural events are obtained, the holiday will be more tailored to the preferences and requirements of the customers.

	
Element 4 – Departure 


		During the last stages of the stay of guests, the hotel leaves a lasting impact on them. With its thoughtful checkout process, which is marked by personal, emotional gestures for leaving guests, the Maldron Hotel has elevated the standard. In the literature of today, writers emphasize the need for a seamless checkout process, showing genuine gratitude to customers and getting their input. The Maldron Hotel Newcastle can improve the goodbye experience by offering guests something special (Luo et al., 2021). The hotel recognizes the significance of the departing process. This includes thank-you notes written by hand for their stay, perhaps paired with a little gift or gesture that represents the commitment of the hotel to providing a personalized touch. Gratitude for the business of the customer develops a relationship and loyalty. Additionally, by allowing guests to express their ideas and views throughout the checkout process, one should be able to give them the impression that their comments count. The Maldron Hotel Newcastle utilize this data to demonstrate to its patrons how much they are valued as well as how flexible they are with their requests. If the departure process is well-managed and characterized by personalization, gratitude, and a dedication to improvement, guests are more likely to depart with a positive impression and a desire to return (Sann and Lai, 2020). The Maldron Hotel Newcastle's competitive reputation and performance in the hospitality sector can be attributed largely to the strategic focus of the hotel on the departure stage.
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