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Component One: Student Journal (learning log)

[bookmark: _Hlk147711669]Introduction
A student journal, often known as a learning log, is an active and crucial part of every successful educational experience. It gives us a personal glimpse into the learning, struggles, and discoveries that our students are reflecting on. Students can share their academic and unique experiences in this journal, demonstrating their growing knowledge of the disciplines. It serves as evidence of their perseverance, documentation of their achievements, and a map for their future endeavours (Legrand et al., 2023) . This component will explore the value of the Student Journal, its function in developing critical thinking skills, and its importance in encouraging ongoing education.
Required Key Skills in the Hotel Front Office
Hotel front desk employees need several abilities to deliver excellent customer service and manage daily operations. Examples of these abilities are:
Interpersonal Communication: Personal connection is vital to every visitor contact. Interpersonal communication is critical to exceptional visitor experiences.
Written Communication: Organisational clarity and professionalism depend on accurate written communication.
Active Listening: To listen and follow directions, front desk staff must demonstrate functional listening skills like bowing and smiling (Kasavana, 2017).
Foreign Language: In the global hospitality sector, foreign language skills improve visitor interactions and cross-cultural communication.
Detail-Oriented Focus: Front-desk employees must be careful in delivering information, verifying contact information, and reviewing computerised schedules to eliminate mistakes.
Scheduling: Managing check-ins, check-outs, and allocations of rooms is a delicate balance that keeps the hotel functioning smoothly.
Stress Management: The front desk can become a stressful place, so it's essential for everyone working there to remain patient under pressure (Moon, 2013).
Problem-Solving: Resolving guest complaints and transforming difficulties into opportunities requires quick thinking and creativity.
Customer Service: Excellent customer service is about making a stay memorable for everybody involved.
Teamwork: Effective front office and departmental collaboration is essential for a smooth visitor experience.
Computer Skills: Knowledge of hotel management software and technology has made administrative work easier and given up time for guest interactions (Brotherton, 2013).
Reflecting on my Skills through Gibbs Reflecting Cycle
Description: During my hotel management internship, a problematic visitor complained about room cleanliness. The visitor seemed disturbed and dissatisfied. I had to fix this problem and the guest's worries efficiently.
Feelings: My feelings were mixed at the moment. At first, I was worried and freaked out by the guest's complaints. I was afraid I couldn't find a solution to make the visitor happy. These feelings were caused by a lack of confidence in handling such difficult situations.
Evaluation: It was good that this experience taught me something beneficial. It prepared me for the challenge of resolving issues with unhappy customers while working in a high-pressure setting. In a negative turn of events, I realised that my initial lack of self-assurance limited my capacity to manage the issue successfully. I realised I needed to improve my communication and problem-solving.
Analysis: After working at the front desk of a hotel, I realised the importance of good communication and creative issue solutions. Resolving guest complaints and inquiries quickly, expertly, and respectfully is essential. It also showed how important it is to stay calm under pressure and listen to what the guest has to say (Mind Tools, 2022).
Conclusion: There are various ways I might have managed this situation better. First, I could have handled it calmly to reduce the stress. Second, I should have listened to the guest's problems without interruption and respected their complaints. I may have shown my willingness to resolve the situation quickly by offering rapid suggestions or alternatives. I should have also asked a more experienced colleague or supervisor how to handle the problem.
Action Plan: If another difficult guest situation occurs, I will take some action according to my action plan. I will take some classes to help me become a better communicator and problem-solver. Additionally, I will vigorously seek guidance from experienced colleagues who have successfully managed similar situations. I will practice active listening and empathy in my regular contact with visitors to improve my ability to anticipate their needs and address their issues. Moreover, I will create a systematic approach to visitor complaints and problems to improve efficiency and effectiveness.
Conclusion
Effective communication and problem-solving skills were tested when a difficult visitor situation developed at the hotel front desk. It highlighted the value of self-assurance and competence in resolving visitor issues. The importance of keeping calm under pressure, listening carefully, and reaching out to more seasoned co-workers or superiors for advice was highlighted. This experience highlights the need to develop and improve skills to deal with similar situations in the future.
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	[bookmark: _Hlk147699055]Trip Advisor Review Response 

	

Dear Sir/Mam, 
Thanks for reviewing your recent stay at our hotel. We care about what our guests think and appreciate your honesty. 
We regret the issues you faced during your stay. It isn't enjoyable that your room wasn't clean. You may be assured that we have launched an urgent inquiry into the concerns you've highlighted as a result of your feedback. Our objective is to make our visitors comfortable and happy, and we apologise for not meeting your expectations. We will fix these problems quickly to prevent recurrence.
To apologise, we'll give you a complimentary one-night stay and a room upgrade on your future visit. Please allow us another chance to serve you with our excellent service and accommodations. Again, sorry for the trouble, and we value your comments. We will use your feedback as a critical component of our continuous service improvement initiatives.
Thank you for selecting our hotel. We hope to see you again soon.
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Screen shot of referenced Trip Advisor review used:
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Letter of complaint response

	
Dear Mr. Federick,
Please accept my sincere apologies for the difficulties you experienced during your stay in our hotel on Saturday, August 26th, in room 205. I hope this letter finds you well. We are grateful to you for taking the time to submit feedback, as this enables us to grow as a company and deliver superior service to our customers.
I'd want to start by addressing your issues with the Sunday morning brunch we provided. It's disappointing to hear that the food was cold and tasted terrible. As our guests, you have every right to anticipate that we will start your day with a warm and pleasant meal. We humbly ask that you accept our apologies for failing to live up to this standard. We've sent your comments to the kitchen and are working right now to improve our breakfast service so that every dish is served hot and tastes great. We are fully dedicated to making the eating experience that we provide for our customers more enjoyable in the future.
We're very sorry that the noise from a baby crying in the room next door kept you from sleeping well. We are aware of the obligation that falls on us to provide each of our visitors with an atmosphere that is quiet and conducive to relaxation.  For similar problems not to happen again, we are more closely looking at the way we assign rooms, especially for families with young children. We give this our full attention since we care about your safety and peace of mind.
Please accept my deepest apologies for the cleaning issues you faced in room 205, which included hair strands visible in the bath and an unclean toilet. We regret if you had to experience anything other than pristine circumstances; cleanliness is a top priority for us. We are aware of the issues with the cleanliness of room 205, and we have taken measures to strengthen our cleaning methods in order to avoid the risk of a repetition.
We are really appreciative of the time and effort that you have invested in order to provide us informed feedback that will be of assistance to us in boosting the overall quality of the services that we deliver. To show our gratitude for your patience and to apologise for any trouble this may have caused, we would like to offer you a free night's stay at our hotel on your next visit.  Staff members who handle reservations are available to help you make all the required arrangements.
We would like to offer our most heartfelt condolences for any inconveniences that may have been encountered by you during your visit, and we are appreciative of your patience and understanding in this issue.  We are committed to making the required improvements to provide an exceptional experience to you and all of our other guests during their future trips, and we will make every effort to continue doing that.
Thank you for picking our hotel. We hope to have the chance to serve you better again soon.




Component Three:
	
[bookmark: _Hlk147699155]Element 1 – Pre-Arrival 


	The hotel visitor's journey through the guest experience starts long before the guest checks in. An essential part of making an event memorable occurs before people even arrive. It includes everything from first contact to final preparations for a guest's stay at the hotel. The reservation procedure is the first point of contact in the pre-arrival process. Guest booking systems must be easy to use. The hotel's website, smartphone applications, and third-party booking platforms all count as online reservation platforms. Guests should be able to see room types, make requests, and see rates before committing to a reservation (Raske, 2017). Gaining prospective visitors' confidence also requires clear and flexible cancellation procedures.
The success of the pre-arrival phase depends on clear and constant communication. Hotel confirmation emails should promptly include reservation dates, room type, pricing, and contact information after a reservation. Personal notes, welcome emails, and surveys sent before guests' arrival may also help the host prepare for their needs and interests.
Guest preferences should be collected and stored by hotels to improve the overall experience. This might include everything from dietary restrictions or special events (such as anniversaries or birthdays) to accommodation choices (such as high or low floor and bed type) (Schneider et al., 2019). Hotels can track and respond to guests' preferences and needs using a CRM system.
Pre-arrival services hotels provide include transportation to and from the airport, spa treatments and meal reservations. Many visitors value this kind of forethought since it makes their stay more convenient and luxurious. Visitors can skip the lobby upon arrival by using the hotel's online check-in service.

	
[bookmark: _Hlk147699167]Element 2 – Arrival 


	Guests arrival at the hotel is the beginning of the arrival phase.  When guests arrive, they should be greeted with warmth and individual attention. Information acquired before a guest's arrival might be used to ensure they are greeted by name upon arrival. It is nice to make visitors feel cherished and comfortable by offering them a drink or snack when they arrive (Morris, 2014).
Check-in times must be minimised for maximum efficiency. Keyless entrance and smartphone check-in are two examples of how technology can speed up the check-in process. However, guests who prefer the standard check-in procedure should always have that option open. To avoid additional wait periods, it is essential to double-verify that the guest rooms are prepared for check-in at the allowed hour (Sharma, 2018). 
Staff members are expected to show visitors to their rooms after check-in and give them a quick tour. Everything from the furniture to the intelligent lighting and temperature controls should be thoroughly explained to the guest. An in-depth introduction helps visitors feel at ease and well-informed about their accommodations. Hotels can make customers feel more unique by providing personalised welcome goods in their rooms. This might be anything from a handwritten letter to a fruit basket to a small present explicitly chosen for the visitor based on information acquired before arrival (Baker et al., 2011).


	
[bookmark: _Hlk147699173]Element 3 – Duration of stay 


	The length of a visitor's stay is essential to their whole trip as a guest. It includes everything that happened to them while they stayed at the hotel. Having reliable housekeeping available at all times is essential for visitor satisfaction. When visitors are not present, rooms should be kept tidy and cleaned immediately. When visitors return, they want their room to be in excellent condition and well stocked with all necessities (Dowling & Staelin, 2014).
The quality of the food and service provided to guests is a major factor in their overall satisfaction. Dining choices in hotels should be varied and of a high quality. These options should include both in-room dining and dining at one of the hotel's restaurants. All food should be expertly prepared to meet the needs of those with varying dietary requirements. The concierge's function plays an important role in providing a positive stay for guests. They need to be able to help guests with bookings and reservations, as well as providing suggestions based on the individual's preferences (Hudson & Ritchie, 2016). An immediate and thoughtful response from the concierge can considerably influence the overall quality of a guest's stay.
The level of customization offered throughout the stay should be maintained. Workers need to remember customers' names, interests, and preferences to better serve them. Turndown service, transportation help, and event planning are all part of these amenities. During a guest's stay, problems are almost specific to the surface at some point. Practical protocols for dealing with issues must be in place (Sigala, 2018). It is essential for employees to feel empowered to address visitor concerns quickly and keep them updated as the situation progresses.


	
[bookmark: _Hlk147699177]Element 4 – Departure 


	The departure phase is the visitor experience journey's last chance to make a good impression. Hotels may make checking out faster by providing guests with expedited check-out. Save visitors time and trouble by letting them pay their bills quickly. The use of mobile app checkout is becoming more popular. Hotels may also leave the invoice under the guest's door the night before departure for them to study and pay. The hotel's dedication to efficiency and client comfort is shown in the availability of express check-out. Warm and heartfelt goodbyes are equally crucial as welcomes. The hotel employees should take the time to thank the customers for their stay as they check out. This thoughtful gesture conveys gratitude and makes a lasting impact. It's also an excellent time to ask general questions regarding the guest's stay (Canny, 2013). Staff may gently request feedback on hotel concerns and improvements. The hotel will be able to rectify any issues and improve its offerings by collecting guest feedback at this time.
Maintaining contact with guests after their stay is a great way to increase repeat business. To show appreciation to guests, hotels may send them a "thank you" email. Post-stay communications may also give guests discounts or other incentives for a return visit (Oaky, 2023). As a result, guests are more likely to return to the hotel in the future. A crucial part of providing outstanding customer service and keeping returning customers happy is following up with them after their visit.
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Mr Ronald Federick,

17 Trinity court,
Swansea
SA12AR
September 1712023

Subject : Complaint

Dear ir/Madam,

Thope this ltter finds you well.
1am writing to express my disappointment and dissatisfaction with my recent stay at your hotel
Unfortunately my experience overnight on Saturday 26® of August in room 205 fel far short of the
standards | had expected. | believ it is important to bring these to your attention.

Firstly 1 was deeply dissatisfied with the quality of the breakfast on Sunday morning, the food served
was cold and tasteless. As a guest | believe tis reasonable to expect awarm and appetising meal to start
‘my day and this certainly was not the case. Secondly I was subjected to a considerable amount of noise.
throughout the night due to baby crying in a neighbouring room. The incessant crying made it near
impossible to sleep, I believe it’s the hotel's responsibility to ensure a peaceful and comfortable.
environment forall guests.

Lastly 1 was appalled by the cleanliness of room 205. The bath had visible strands of hair and the tolet
was unclean. As 2 guest, hygiene is of upmost importance to me and it was disheartening to discover
Such unhygienic conditions.

1 hope that my feedback will contribute to the overall improvement of your services and I wil look
forward to hearing from you soon.

Yours Sincerely,
R Fedenick

Mr Ronald Federick,




