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My internship at Hilton Puckrup Hall in Tewkesbury has given me firsthand experience in the complex and varied world of hotel front office operations, which is helpful as I begin my hotel management endeavour. Based on the author's views and experiences during their career, this personal learning log seeks to explore the core competencies required to achieve successful front office operations.
Since it is the first point of contact for guests, the hotel front office is very important in the hospitality industry. It is therefore essential to have a unique combination of talents in order to effectively handle the complex needs of this dynamic environment. 
Effective communication is an essential element of the front office's seamless operation. This phenomenon includes both the meaning that we convey through our speech and the way that we say it. Effective communication that is professional and straightforward is crucial when interacting with guests and coworkers, according to Bardi (2003). This essay will look at how my previous experiences working with customers—such as volunteer work and part-time retail jobs—have shaped my communication abilities and how important they are for front desk operations. The atmosphere of the entire visitor stay is created at the reception area. Baker et al. emphasise the importance of having outstanding customer service abilities (1994). I'll talk about how my placement has tested these skills and how important it is to address guests' needs and concerns while also making them feel heard, valued, and welcomed.
According to Bardi (2003), the front office operates at an unceasing pace, necessitating the use of efficient time management techniques. I will analyse how my ability to multitask efficiently has been hampered by the different obligations that come with my location. These difficulties cover a variety of tasks, such as managing guest questions, scheduling reservations, and supervising check-ins and check-outs. Numerous complaints from guests are routinely received by the front desk. One essential skill is the capacity to solve problems quickly and efficiently. In this reflection, I'll examine how much my placement experiences have tested my ability to think quickly, assess situations, and come up with solutions that both fulfil guest expectations and hotel standards.
As to Baker et al. (1994), it is imperative to uphold precise guest records, reservations, and billing details to avert mistakes that could potentially negatively impact the overall guest experience. I will reflect on the degree to which this specific skill has been essential to enabling smooth operations at the front desk.
My notebook serves as an open and reflective window into my own journey, emphasising the value and practical uses of the skills I've discovered. I will also draw parallels between my experiences and the knowledge found in academic publications. The aim is to enhance an individual's understanding of these competencies and their significance in the context of front office operations in hotels.
The variety of tasks performed by the hotel front desk first impressed me during my internship at Hilton Puckrup Hall. As the hub of activity, the front office handled a variety of duties, including greeting guests, handling inquiries, making reservations, and resolving client issues. Looking back, I realised that my initial feelings were a mix of excitement and anxiety. While I was enthusiastic about engaging with the attendees, I also felt the weight of managing multiple tasks at once.
I was filled with both great anticipation and nervousness during my first year in the front office. I wondered to what degree I possess the abilities needed to prosper in this dynamic society. It filled me with both excitement and trepidation to think about interacting with guests and attending to their diverse needs.
Hilton Puckrup Hall provided a climate that was friendly and collaborative, allowing seasoned experts to easily share their insightful opinions. Witnessing the inner workings of a reputable hotel company turned out to be an invaluable educational experience. All the same, the most challenging aspect of the circumstance was the large number of assignments. It turned out to be harder than expected to make sure that check-ins went smoothly, respond quickly to questions from guests, and keep an organised workflow.
When I considered my previous interactions, I saw a direct connection between the skills required in the hotel front desk. I have developed my skills in effective communication and providing great customer service from my previous experience working in customer-oriented professions, namely in the retail business (Baker et al., 1994). Interaction with the guests not only enhanced their overall experience, but also enabled me to more efficiently meet a variety of unique needs. Gibbs has also emphasised the importance of time management in the dynamic front office setting (1988).
It's clear now that I could have approached preparing in a more proactive manner. Undertaking research on time management methods and approaches for handling common front office situations would have been beneficial. Taking precautionary action might have improved my performance right from the start.
To enhance my time management skills, I plan to consult with more experienced coworkers. I will be able to increase my productivity with the help of Hilton Puckrup Hall's ideas and resources. Moreover, Hayes et al. (2017) state that the Ritz-Carlton Hotel Company, which is well-known for providing excellent service, will serve as a case study from which I will extract insights.
To summarise, the utilisation of a reflective approach has proven to be beneficial in helping me make sense of my experiences working at the hotel front desk and connecting them to the theoretical knowledge I have gained. I now recognise the value of these fundamental skills in ensuring a seamless and exceptional visitor experience.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear "Live the Dream,"
We express our gratitude for your helpful comments subsequent to your sojourn at Hilton Puckrup Hall. It gives us great pleasure to learn that you discovered our grounds to be serene and placid; this is certainly one of the qualities of which we are most pleased.
 
Your positive interaction with Robbie at our reception is greatly appreciated by our staff. We are delighted to hear that he contributed to the success of our team. We are delighted to hear that your child enjoyed the hot chocolate voucher. Our primary objective is to ensure that our younger visitors feel just as comfortable as our more mature clientele.
 
Your observations are noted with regard to the rooms and facilities. Constant efforts are devoted to developing enhancements that will elevate the overall visitor experience. Your input is incredibly valuable to this process.
 
We are delighted to hear that you regarded our brunch selection as satisfactory. We appreciate your feedback regarding the pool and loungers and will duly consider it as we continue to develop our facilities.
 
We extend our sincere appreciation for your selection of our establishment as your lodging destination. We eagerly anticipate your return during a forthcoming tranquil retreat.
Best regards,

John Doe,
Reception, 
Hilton Puckrup Hall




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

	
Hilton Puckrup Hall, 
Puckrup, 
Tewkesbury, 
Gloucestershire, 
GL20 6EL 
September 15th, 2023

Mr. Ronald Federick, 
17 Trinity Court, 
Swansea, 
SA1 2AR

Subject: Response to Your Recent Stay

Dear Mr. Federick,

I hope that you are receiving this letter in the best possible health. To start, let me sincerely apologise for any trouble you experienced on Saturday, August 26th, while staying at Hilton Puckrup Hall. We really appreciate your feedback and promise to take immediate action to fix the issues you raised.
 
I plan to thoroughly and methodically answer every issue you have brought up.
 
1. Breakfast Quality: I would want to sincerely apologise for the poor quality of your breakfast experience, which did not meet your expectations. It is unquestionably our responsibility to make sure that our visitors have a warm and enjoyable meal, and I apologise for the poor quality of the food you had, which was quite cold and tasteless. We're working to perform a thorough assessment of our breakfast service to make sure the previously described problem doesn't happen again. 
2. Noise Disturbances: We understand how important it is to give our valued customers a peaceful and restful night's sleep. The noise disturbance caused by a crying baby in a nearby room does not meet our recommended standards. We are presently doing an extensive assessment of our room assignment protocols in order to minimise these disturbances and promote a comfortable environment for each and every guest. 
3. Cleanliness of the Room: I genuinely apologise for the issues with cleanliness that were encountered in Room 205. Ensuring appropriate hygiene is crucial, and hearing about the circumstances that occurred is depressing. We aim to improve our quality control and cleaning procedures to maintain the highest levels of cleanliness in every one of our rooms.
 
We truly appreciate your feedback, as it provides insightful information about areas in which we can improve. You can be sure that the relevant departments will review and act upon your comments in order to address the concerns you have expressed and put policies in place to stop this kind of thing from happening again.
 
We would want to offer a complimentary one-night stay at Hilton Puckrup Hall as a goodwill gesture to show our commitment to making things right. It is expected that your upcoming visit will result in a significantly better experience.
 
Do not hesitate to get in touch with us at [Your Contact Information] to set up your complimentary lodging and discuss any other preferences or special needs you might have for your impending visit.
 
I genuinely hope that you will give us another chance to exceed your expectations and offer my sincere apologies for the issues you experienced.
 
We value your openness in sharing your concerns, and we look forward to having you visit Hilton Puckrup Hall again in the future.

Yours sincerely,
Jane Doe,
Jane Doe
General Manager 
Hilton Puckrup Hall



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	Providing an exceptional guest experience fundamentally depends on the effective management of the hotel guest cycle. With regard to the four phases of the hotel visitor cycle—pre-arrival, arrival, duration of stay, and departure—this essay will examine the key elements that are required for their efficient management. Using viewpoints from the hospitality industry, this essay will make use of a wide range of relevant and current academic materials. We will perform a thorough study on every stage, paying special attention to the elements that contribute to visitor satisfaction and loyalty.
Bhinder (2021) asserts that the Pre-Arrival stage holds great significance as technological improvements have a substantial influence on the holistic guest experience. Mobile applications and websites have become significant tools, enabling users to actively interact in the hotel experience even before their actual arrival in the lobby. These systems provide clients with virtual tours of the resort, tailored recommendations, and the ability to customise room preferences. As a result, customers are given a high level of autonomy in managing their hotel experience, which is unprecedented.
Furthermore, the utilisation of Natural Language Processing (NLP), as employed in the research undertaken by Sann and Lai (2020), is gaining prominence. The utilisation of Natural Language Processing (NLP) enables hotels to effectively understand and interpret visitor inquiries and sentiments, hence augmenting their capability to effectively cater to individual needs. By analysing textual data obtained from reservations and questions, hotels have the capability to tailor their services and recommendations, so promoting a greater degree of personalization and engagement for their customers. The introduction of a customised strategy during the Pre-Arrival phase provides the groundwork for a guest-centred experience, highlighting the importance of technology in crafting memorable lodging experiences (Sann and Lai 2020).

	
Element 2 – Arrival 


	
Ensuring seamless and welcoming check-in procedures upon arrival is paramount. Bhinder (2021) highlights the importance of developing technologies in simplifying this phase. With the advent of keyless entry devices and mobile check-in choices, the traditional check-in process is changing. These technological developments significantly affect how quickly arrivals occur and how long wait periods are. One prominent example of a technology that lets guests use their smartphones as hotel keys is Hilton's Digital Key. This innovation aligns with the growing trend of contactless interactions while also enhancing the efficiency of the check-in process.
In addition to technology, Chun (2012) emphasises that the atmosphere of the lobby is critical to creating the first physical contact between the hotel and its visitors. Maintaining a friendly and welcoming welcome is crucial for the lobby. It is crucial to make customers feel valued and comfortable as soon as they arrive, since this will create an eager expectation for the quality of service they will receive. A quick and easy check-in process combined with a fitting environment creates a positive first impression and lays the groundwork for a relaxing stay (Chun, 2012).

	
Element 3 – Duration of stay 


	
The phase referred to as "Duration of Stay" is an essential component of the visitor's entire experience while they are there. Nurminen (2007) asserts that visitor experience design is very important. It is mandatory for hotels to make sure that all of their amenities and services meet the needs and expectations of their visitors. A number of elements, including the standard of in-room amenities, the diversity of dining options, the availability of on-site activities, and the cleanliness and upkeep of the rooms, have a significant impact on how happy guests are during their stay.
Özdemir et al. emphasise how crucial it is to offer excellent service to guests the entire duration of their visit (2019). Using business process management techniques makes it easier to optimise operational processes, which guarantees that customers will consistently receive excellent service. Hotels are able to maintain high standards of quality because they have well-defined procedures in place. These procedures are further strengthened by extensive employee training and the use of cutting-edge technology. Maintaining high levels of customer satisfaction and fostering customer loyalty both depend on making sure guests are happy.
Additionally, Lukanova and Ilieva (2019) stress that the use of emerging technologies like automation and artificial intelligence (AI) has improved the guest experience from the beginning to the end of their visit. Instant access to information and assistance is provided by chatbots and virtual concierge services, which improves visitors' comfort and pleasure with their stay. The guest's experience is greatly improved by these technologies, which offer a smooth, customised interaction that is engaging and catered to their specific preferences.

	
Element 4 – Departure 


	
In the Departure phase, technology is essential for enabling a seamless and efficient check-out procedure. The utilisation of express check-out options, automated billing, and electronic receipts expedites the visitor departure process, leading to reduced wait times and improved customer convenience. Freund and Siegel stress the importance of a smooth check-out procedure that enables visitors to conclude their stay with happiness (1993).
At this time, effective communication is equally important. Thanking customers for coming and getting their feedback are actions that lead to better customer satisfaction and service quality. Nurminen (2007) asserts that gathering guest input is very beneficial to hotels since it helps them to pinpoint and promptly address areas that require improvement. This resource is a useful tool for gathering data to enhance customer satisfaction and raise the standard of service.
The check-out phase offers the hotel an opportunity to leave a lasting impression on the guest, ensuring that they depart feeling satisfied and appreciative of the services received. A well-executed and courteous check-out process, along with effective communication and proactive feedback collection, not only enhances the visitor experience overall but also significantly fosters loyalty.
To put it briefly, ensuring a memorable and satisfying visitor experience greatly depends on the effective management of the four phases that make up the hotel guest cycle. Enhancing visitor satisfaction and increasing customer loyalty can be achieved through the integration of technology, personalization tactics, and an unrelenting commitment to service quality at every level.
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Hilton Puckrup Hall, Tewkesbury ~ ® Specialoffer ~ Decls ~ About  Location  Reviews

1his responso s the subjective opinion of the management ropresontative and not of IHFGawEar LLC:

Live The Dream wrote a review May 2023
9 London, United Kingdom » 24 contributions + 10 helpful votes.

e0000
Good hotel and quiet surroundings

The hotel staff are lovely especially Robbie at reception. Little one was delighted
with her free hot chocolate voucher.

Main areas of hotel are more modern than the rather drab rooms. Bathrooms
need a complete overhaul and bought into this century. Even though old in
furnishings rooms are spotless and spacious.

Grounds are lovely and so peaceful.
Free and plentiful parking.

Food was so so. Good standard hotel breakfast selection.

e pool but could do with some loungers. Free sauna too.

Read less &

Date of stay: May 2023

Trip type: Traveled with family

Thisroviowis tho subjoctivo opinion of  Tripadisor momber and not of Tipadisor LLC. Tipadisor
performs checks on reviews as part of our industry-leading trust & safety standards. Read our ransparency,





