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Gibbs’ Reflective Cycle
Description 
I served in the front office department at Maldron Newcastle, where my responsibilities encompassed various tasks pertaining to the front desk operations. Primarily, I oversaw a comprehensive checklist to ensure the completion of essential tasks and the printing of reports containing up-to-date information on all hotel guests, including arrivals and departures, particularly crucial during emergency scenarios (Abduazizov et al., 2023).

Each of these duties played a pivotal role in delivering exceptional service to our guests. Research suggests that guests often form their opinions of a hotel based on the cleanliness and maintenance of their rooms (Ausat et al., 2023). Effective collaboration with colleagues was imperative to ensure timely room preparations and accurate task completion (Shamim et al., 2023).

Feelings 
During my placement, I experienced fluctuations in my emotions. Successfully completing tasks brought about a sense of fulfilment as I recognised the positive impact on streamlining operations within the reception department, thereby enhancing the visitor experience. However, setbacks and unexpected challenges were inevitable due to the dynamic nature of the hotel industry. 

The responsibility of overseeing guests amidst high-stress situations demanded quick thinking and agility. There were instances when the workload exceeded available time, underscoring the importance of maintaining composure and focus amidst pressure. These experiences underscored the significance of remaining composed and focused during challenging times, fostering personal growth and development opportunities (Chen and Chen, 2022).

Each obstacle presented a valuable learning opportunity, enabling me to enhance problem-solving skills and manage multiple tasks concurrently. With time, I acquired the confidence to navigate unforeseen circumstances and maintain equilibrium while juggling various responsibilities.

Evaluation
Reflecting on my experience as a front desk employee, I recognise several strengths in my performance. Notably, my meticulous attention to detail ensured that I never made mistakes assigning guest rooms and completing both check-ins and check-outs accurately. Upholding high cleaning standards is pivotal for guest satisfaction and at the beginning of my shift I always ensured the reception desk, computer and card readers were dust free and refreshments were available for arrivals and pen holders were always full. My methodical approach consistently met these expectations. Additionally, my adept time management enabled me to achieve goals and complete tasks promptly without compromising quality. I adeptly prioritised tasks, ensuring by promptly communicating with the housekeeping department that guest rooms were impeccably prepared for their arrivals, showcasing my organisational prowess.

Furthermore, my collaborative spirit was evident as I closely collaborated with team members to achieve shared objectives. Our collective efforts maintained the hotel's standards to an exceptional level, enhancing the overall guest experience. Notably, the front desk serves as a hub for communication among various hotel departments, including maintenance, housekeeping, restaurant, reservations, HR, and the general manager (Sann and Lai, 2020).

While acknowledging these accomplishments, I recognise areas for improvement. Enhancing my proficiency in certain tasks and refining my interpersonal skills with both colleagues and customers will bolster my effectiveness and positively impact the hotel operations. Moreover, working within the front office provided invaluable opportunities to learn from seasoned professionals and gain insights into the nuances of the hospitality industry.

Analysis
Through my employment, I have gained valuable insights into the critical role played by the reception staff in ensuring guests enjoy a pleasant stay (Chalupa and Petricek, 2020). Engaging in discussions with both clients and colleagues has underscored the significance of professionalism, meticulous attention to detail, and exceptional service delivery (Pramono et al., 2020). Moreover, I've come to appreciate the profound impact of creating a welcoming and well-organised environment on guest satisfaction and loyalty.

While on duty, I encountered challenges pertaining to cultural diversity and ethical dilemmas. I consistently endeavoured to demonstrate kindness and empathy, recognising and embracing differences. One strategy involved respecting and adapting to the cultural norms and preferences of our guests, fostering an inclusive and receptive atmosphere.

Moreover, upon careful reflection, I've identified a career trajectory aligned with the front office operations of luxury hotels, leveraging my extensive experience in this domain.

Conclusion
In conclusion, my time working in the Reception department at Maldron Newcastle has been enlightening. I've gained invaluable insights into the significance of politeness, clear communication, and teamwork, all essential facets of the hospitality industry. This experience has profoundly shaped my perspective on the business and deepened my dedication to providing exceptional service. As a result, it marks a significant step in my journey toward pursuing a career in the front office as a receptionist, where I aspire to cater to people's needs and desires.

Action Plan
I am committed to proactively seeking feedback from management on a daily basis to enhance my skills further. Actively soliciting constructive feedback will enable me to pinpoint areas for improvement and develop actionable plans to enhance my performance. Additionally, I am eager to capitalise on the hotel's training programs and workshops aimed at fostering attentiveness, efficiency, and excellence. Furthermore, I intend to enrol in courses or workshops designed to cultivate open-mindedness towards other cultures and enhance interpersonal skills (Rosete et al., 2020). Equipped with the knowledge and skills from these endeavours, I will adeptly navigate cultural differences with grace, fostering a more welcoming environment for guests and enhancing their overall experiences.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Cath and June,
We really appreciate your nice comments about your time at Maldron Newcastle. We love hearing good things about your stay and how easy it was for our friendly staff to handle your check-in. It makes us happy to hear that our staff went above and beyond to make sure you were relaxed and happy. Giving our guests great service is always our main goal. We really appreciate your nice words about how clean and well-kept the room is and how happy you are with the services. 
We are happy to hear that you like our bar staff and food choices. You made us happy by saying that you had a good time eating with us. We work hard to make sure that everyone can find something they like. Thank you very much for your idea and the nice things you said about Maldron Newcastle. 
We look forward to seeing you soon. If there is anything else we can do to make your next visit better, please don't hesitate to let us know.
Warm regards,
Maldron Newcastle
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	Letter of complaint response 500 words +/- 1-%

	
Dear Sir/Madam,

I hope this message finds you well. I extend my best wishes to you as I address the concerns regarding your recent stay in room 330 at our hotel. Please accept my sincerest apologies for the disappointment and dissatisfaction you experienced during your time with us. Your feedback is invaluable, and I want to assure you that we take it seriously and are committed to resolving the issues you encountered.

I am deeply sorry for the condition of your room upon arrival. It is regrettable that our staff did not meet the standards expected in maintaining cleanliness and presentation. Rest assured, we will reinforce our efforts to ensure that every guest enjoys a pristine environment throughout their stay. Your feedback regarding the front office services is duly noted, and we understand the importance of providing exceptional service to all our guests. Steps will be taken to address the concerns you raised, and our team will receive additional training to enhance their professionalism and efficiency.

Furthermore, I apologise for the inconsistency of the Wi-Fi connection during your stay. We understand the inconvenience this may have caused and are actively working to improve the reliability and speed of our internet service for the comfort and convenience of our guests.

Regarding the noise disturbances you encountered, I apologise for the inconvenience and discomfort this caused. We recognise the importance of providing a peaceful environment for our guests to rest and relax. Measures will be implemented to minimise noise disruptions, including the installation of soundproof enhancements in our rooms and providing guidance on noise control to our guests.

Your feedback regarding customer service is deeply concerning, and I assure you that we are taking immediate steps to address this issue. Our team will undergo comprehensive training and development programs to ensure that they are equipped to deliver the highest level of service to our valued guests.

I want to express my gratitude for bringing these issues to our attention. We are committed to continuous improvement, and your feedback serves as a catalyst for positive change. I sincerely hope that you will give us another opportunity to exceed your expectations in the future.

Please consider this a personal invitation to revisit Maldron Newcastle. We are dedicated to ensuring that your next stay with us will be nothing short of exceptional.

Warm regards,
Management of Maldron Newcastle
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Key Skill 1 – Customer Service Skills  


	Working at the front desk of a hotel demands a diverse skill set to effectively manage guest relations. Front desk staff must communicate clearly, address issues promptly, and provide accurate information about services and amenities (Buhalis and Moldavska, 2022). For instance, at the Maldron, extensive training equips front desk personnel to deliver friendly, anticipatory service and offer personalised recommendations for activities and dining options. Handling customer complaints and concerns requires composure and problem-solving skills. Front desk staff must remain composed and approach challenges with the aim of finding swift resolutions, whether it involves room discrepancies or guest assistance. At Maldron, empowering front desk personnel to address minor issues immediately showcases their versatility and expertise. Additionally, organisational proficiency is paramount when managing reservations, guest check-ins, and check-outs (Lee et al., 2020). Front desk personnel must adeptly multitask and seamlessly transition between tasks to ensure timely and accurate service, thereby enhancing the overall hotel experience for guests.

	
Key Skill 2 – Communication Skills 


	To ensure efficient operations at the hotel front desk, effective communication skills are paramount among employees for interactions with customers, colleagues, and management. Baek et al. (2020) underscore the significance of clear verbal exchanges in greeting guests cordially, addressing inquiries, and acquainting them with the hotel's amenities. Notably, Maldron Newcastle Hotel exemplify this practice by prioritising professionalism during check-in and check-out processes, fostering positive guest impressions.

Moreover, adeptness in written communication is essential for maintaining accurate records, managing reservations, and handling correspondence. Tthe staff at Maldron Newcastle Hotel excels in crafting succinct and comprehensible messages, as emphasised by Choi et al. (2020), ensuring effective communication with both customers and colleagues.

Furthermore, the welcoming atmosphere at Maldron Newcastle Hotel front desks is cultivated through warm smiles and attentive eye contact, fostering a sense of hospitality and comfort for guests.

	
Key Skill 3 – Organisational Skills 


	
As a front desk worker at a prestigious establishment like the Maldron Hotel, adept organisational skills are paramount. Mastery of multitasking, goal setting, and meticulous task management are essential attributes (Adnan et al., 2021). Effective planning plays a pivotal role in overseeing seamless check-in and check-out procedures. The front desk team is entrusted with swiftly attending to arriving and departing guests, maintaining precise records, and facilitating transactions. Leveraging reservation and check-in software expedites customer service, minimising wait times. Ensuring prompt and accurate responses to guest inquiries underscores the team's organisational prowess (Jhaiyanuntana and Nomnian, 2020). Crucial details regarding guests, room allocations, and special requests demand meticulous attention and systematic upkeep. For instance, the front desk personnel at the Maldron Hotel utilise guest profiles and communication platforms to personalise service and anticipate needs effectively. Seamless communication between the front desk and support offices is imperative to uphold cleanliness standards and promptly address maintenance issues (Rangus et al., 2020). By establishing clear lines of communication and protocols, hotels can uphold cleanliness standards and ensure guest satisfaction.


	
Key Skill 4 – Problem Solving Skills 


	
	
Working at the front desk of esteemed establishments like Maldron Newcastle demands a diverse skill set. Proficiency in deciphering information and addressing various challenges is paramount, given the round-the-clock availability of front desk staff. From handling difficult individuals to troubleshooting malfunctioning key cutting machines, adeptness in swiftly resolving issues and ensuring guest satisfaction is imperative for smooth business operations (Sufi, 2022).

Front desk personnel must possess the agility to devise innovative solutions to meet visitor needs and resolve any arising concerns promptly, particularly during check-in and check-out processes. Upholding the hotel's service standards entails maintaining composure and devising effective strategies to assist guests encountering payment difficulties or discrepancies in ticket information (Xu et al., 2020).

While short-term solutions are essential for immediate resolution, optimising front desk functionality for long-term efficiency is equally vital. Front desk personnel must demonstrate proficiency in problem-solving and resourcefulness, proactively addressing recurring issues such as delayed check-in times by collaborating with IT specialists to identify and rectify underlying system glitches (Xiao and Kumar, 2021).
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Very quick check in friendly staff, cant do enough to help beautiful clean room,
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Date of stay: February 2024
Trip type: Traveled with friends




