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Introduction 
The journey of working in the front office of a hotel or restaurant is an essential chance to be successful in the tourism and hospitality management sector. Because there is a need for skilful and knowledgeable staff to work in this sector (Bardi, 2011). Working in the front office of Hampton by Hilton Hotel is a challenging job opportunity because it is a reputed organization that needs to provide effective services to the customers which needs a lot of skills and experience that has been discussed by Gibb’s Reflective Model. 
Description 
Working in the front office of Hampton by Hilton requires a lot of knowledge and experience in managing customers. Some have been identified as essential skills related to the international hotel management industry. There was a mismanagement of a customer and the customer complained about this mismanagement to the manager. This is why there needs to be improved services by increasing some knowledge and experience. 
Communication skills: For increasing customer engagement, communication skills work as an asset that helps to improve understanding among the guests and staff. 
Time management: There needs to be a lot of work in the front office of the hotel and restaurant management sector (Hammer, 2016). This is why there needs to focus on time management skills for completing the tasks in time. 
Problem-solving: There may be a lot of problems that need to be handled wisely in the front office of a hotel and restaurant where problem-solving skills help to manage various issues. 
Multitasking skills: For working in front of a hotel and restaurant, the staff needs to be very skilful and knowledgeable because they need to do a lot of work to maintain customers according to the goals and objectives of the organization. 
Customer services: The customer needs to face the organization's front office which needs to show exclusive customer services according to the customer’s needs and wants which can be started in the front office of Hampton by Hilton. 
Feelings
I have mixed experience working in the front office of Hampton by Hilton. While working in the organization, I have improved those skills by providing exclusive services to the customers following their needs and demands (Tesone, 2010). This is why there needs to be improved experience satisfaction of successful guest management issues for making memorable trips for the customers. Working in the front office in the hotel and restaurant management sector is challenging work because they may have to do the work with a very experienced person. On the mismanagement of guests, I was very upset and focused on improving more experience for providing effective services to the guest. 
Evaluation 
I have improved my knowledge and experience while working in the front office of Hampton by Hilton (Tewan, 2009). During this time, I have improved my communication skills to ensure accurate customer service with guest management. I have learned about responding professionally to improve my management knowledge while working in the restaurant. On the other hand, there was a claim of mismanagement according to the services. This is why I have to improve my knowledge and experience in guest management to provide effective services.  
Analysis 
For improvement of skills such as communication skills, problem-solving skills, multitasking skills, etc. that are connected with theoretical principles of hospitality and customer services. And it will help reduce mismanagement in hotel services according to the customer demands. I have to improve my knowledge and experience according to the customer feedback provided on this day in Hampton by Hilton. There are essential steps for becoming an expert in the hospitality and guest management sector in an organization like Hampton by Hilton and I have gathered that knowledge (Hayes et al. 2017). On the other hand, I have to take some action plan for providing extraordinary services to the customers that cannot be given by the organization. 
Conclusion 
Hospitality and customer service depend on providing priority to the customers according to their needs and wants. And there needs to be essential customer services in the front office of an organization like Hampton by Hilton which is taking care of customer demands and the organization growing day by day. I want to improve my skills for providing effective services to the customer by increasing my communication skills, presentation skills, problem-solving skills, time management skills, etc. according to the customer demands and needs to reduce mismanagement of the customers.  
Action plan 
Improving knowledge and experience is a long process that cannot be stopped. On the other hand, organizations focus on knowledgeable and skilful staff in the tourism and hospitality management sector. This is why I have to improve my multitasking and customer service skills to become an expert in guest management which helps to organizational reputation. I want to reduce the mismanagement of the guests by improving my knowledge and experience in communication skills, problem-solving skills, time management skills, and customer service. The mismanagement was on time management and I have to improve my time on work according to the customer demands with effective communication and problem-solving skills. 
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	Trip Advisor Review Response 150 words +/-10%
Word Count: 183

	Dear John 
Thank you for sharing your positive experience in Hampton by Hilton Hotel on Trip Advisor. According to feedback about Trip Advisor, we have to hear about your memorable and enjoyable time spent with the organization. As a vital guest of the organization, we are very happy with those customers who provide feedback and help to maintain service following the customer’s needs and wants (ASET, 2013). We are happy to know that we can maintain service according to the customer’s needs and wants like you. And it will work as an asset for us for maintaining the quality of services and improving the chance to be successful in this sector. On the other hand, there was a mismanagement problem that needs to be solved by increasing knowledge on effective communication, problem-solving, time management, etc. for proving good services in guest management. This is why the organization needs to focus on the time management for providing services on time.
Thank you for choosing the organization as a destination and sharing your experience with our services. 
Best regards.
Smith 
General Manager 
Hampton by Hilton
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	Letter of complaint response 500 words +/- 1-%
Word Count:  448

	
Dear Mr. Federick, 
Hope you are well and find this message. I am writing you on behalf of Hampton by Hilton Hotel to respond to your complaint. Recently you have stayed with us choosing an effective destination (Fallon, et al. 2011). 
We deeply regret our services according to the customer expectations. Your feedback is very valuable to us for taking action on the areas that need to improve according to the customer’s demand (Fanthorne, 2004). The service quality can be changed following the customer’s needs and wants. For making an effective environment for the customers, there needs to focus on the feedback that you have given. 
Maintaining an effective environment in a hotel is very tough because there may be a lot of people from different places and cultures with children. The child can make disturbances in the neighbouring room which needs to be reduced to making a positive environment for hotel management. In this way, we can maintain a peaceful and comfortable environment for our guests (Johnston et al. 2012). We apologize for this situation and for being unable to handle it. But it can be changed automatically when a child does not create bad situations for others by crying and creating noise which needs to be reduced. We will focus on time management according to the customer demands and the advice that will be helpful for reducing those mismanagement of the organization. 
We apologize for the food quality of the breakfast that you received. They may be served cold and tasteless. We understand about the satisfaction of meals, and we want to improve this sector according to the customer’s needs and wants. We will focus on improving meals according to the customer’s expectations and needs where there may be a lot of people from various cultures. 
There needs to improved focus on clearness all the rooms. We have a lot of rooms and staff for cleaning which needs to focus on the decoration according to the customer’s demand (Wood, 2013). We will focus on your feedback and take essential steps for making a cleaning environment according to the customer’s demand. 
Once again, we apologize for our service and hotel environment for causing the dissatisfaction of customers on mismanagement. This kind of information about improving the environment and making a comfortable place for customers according to the feedback. We are committed that we will take action immediately and provide essential service according to the customer's expectations and needs. On the other hand, will provide a 5% discount on repeated customers which helps to improve customer satisfaction. And next time, the customer will get the best services from our organization. 
Best regards 
Smith
General Manager 
Hampton by Hilton. 
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