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[bookmark: _Toc150730310]Introduction
In this reflective learning log, I will explore the essential skills required to work within the hotel front office. I will employ the Gibbs Reflective Cycle to examine my own skills and experiences, linking them to theoretical principles and real-life examples of key skills.
During my recent work placement at Premier Inn hotel Saffron Walden, as a staff member of their front office, I had the opportunity to gain valuable insights into the skills necessary to succeed in this role. The experience was educational and allowed me to witness firsthand how these skills are applied in a real-world setting. Upon starting my placement, I felt a mix of excitement and nervousness. I was eager to learn and put my theoretical knowledge to practical use, but I also felt a sense of nervousness, knowing that the front office is a fast-paced, high-pressure environment. 
[bookmark: _Toc150730311]Key Skill 1: Communication
Effective communication is vital in the front office. Whilst working at the front office I quickly realised that it involves not only interacting with guests but also working together with various departments. During my placement, I had the chance to handle check-ins and check-outs, assist guests with enquiries, and even work with the housekeeping team to ensure rooms were ready for new guest arrivals.
My experience aligns with the theoretical principle that good communication enhances guest satisfaction. For instance, by actively listening to guest needs and providing accurate information, as a team we ensured a smooth check-in process. Moreover, clear communication with colleagues helped prevent errors and ensured efficient operations (Latoya Gibbs & Lisa Slevitch, 2019).
[bookmark: _Toc150730312]Key Skill 2: Problem Solving
The front office often faced unexpected challenges, from overbookings to guest complaints. It became evident that the ability to think on the spot and find effective solutions is crucial. For instance, I once faced an overbooking situation and required help from my supervisor. I observed my supervisor handling it with grace by arranging alternative accommodations within the hotel. This incident illustrated the importance of remaining calm and composed under pressure.
The theoretical principle of problem-solving techniques was evident in action. By applying strategies to resolve issues promptly, we prevented guest dissatisfaction and maintained the hotel's reputation (Lee-Ross, D. and Lashley, C., 2010).
[bookmark: _Toc150730313]Key Skill 3: Attention to Detail
In the front office, precise attention to detail is fundamental. I was tasked with completing guest registration forms, ensuring accurate room assignments, and double-checking billing information. Small errors from my side could result in billing disputes or guest complaints.
This experience aligned with the theoretical principle that attention to detail is vital in minimising errors. For example, by systematically reviewing all guest information, we prevented issues such as double bookings and billing mistakes (Johns, C., 2013).
[bookmark: _Toc150730314]Key Skill 4: Time Management
The fast-paced nature of the front office demands effective time management skills. During my placement I observed the importance to be able to effectively multitask, from answering phone calls to assisting walk-in guests while also managing administrative responsibilities. However, I have identified that I lack this skill of multitasking as I fail to maintain my focus while working on several tasks all at once. 
This experience reinforced the theoretical principle that good time management enhances productivity. By prioritising tasks and ensuring efficient workflows, the front office maintained a high level of service while preventing delays (Geyser, I., Crous, F. and Geldenhuys, M., 2016).
[bookmark: _Toc150730315]Key Skill 5: Empathy and Customer Service
Empathy and exceptional customer service is at the heart of the hotel industry. Understanding guest needs, resolving issues promptly, and exceeding expectations contribute to guest satisfaction and loyalty. As a member of front office staff, I dealt with numerous cases on a day-to-day basis where guests had specific needs or concerns. One example was when a guest had arrived late due to a delayed flight and was unable to notify the hotel. For this reason, they expected a bit of trouble, however I met the guest with understanding and a warm welcome. This not only avoided a potentially tense situation but also led to a positive review (Umasuthan, H., Park, O.-J. and Ryu, J.-H., 2017).
[bookmark: _Toc150730316]Conclusion
My experience in the hotel front office has been informative and has given me a deeper understanding of the key skills required for success in this role. These skills are essential not only in delivering high quality service but also in maintaining the reputation and success of the hotel. The theoretical principles I learned were reinforced through real examples, emphasising the importance of these skills in the hotel industry.

[bookmark: _Toc150730317]Action Plan
As I continue my journey in the hospitality industry, I recognise the need to further develop and perfect these key skills. I aim to seek mentorship from experienced colleagues, and I plan to seek additional training opportunities such as public speaking workshops to enhance my communication skills and actively practice these skills when I get an opportunity. Furthermore, I would like to participate in digital workshop programmes in order to enhance my technical skills in order to become a more proficient and valuable front office team member.
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	Trip Advisor Review Response 150 words +/-10%

	Thank you so much for taking the time to share your positive experience during your recent stay at our Premier Inn in Saffron Walden. We are delighted to learn that we could contribute to making your wedding anniversary celebration memorable.
Your kind words about the pre-arrival email from Wayne, the heartfelt reception at check-in, and the special touches in your room, including the chocolates and Prosecco, truly touch us. It's wonderful to hear that our efforts to make your anniversary feel special were successful.
We appreciate your understanding regarding the bed size, and we're glad to hear that it did not significantly impact your overall experience. It's fantastic to know that you enjoyed your time in Saffron Walden and found our large and convenient car park to be accommodating.
We look forward to welcoming you back for another special occasion and appreciate your loyalty to Premier Inn. Thank you once again for choosing to stay with us and for sharing your positive feedback.
Best regards, 
Premier Inn Team, Saffron Walden
Screenshot below of TripAdvisor review for Premier Inn Hotel, Saffron Walden
[image: A screenshot of a hotel email
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	Letter of complaint response 500 words +/- 10-%

	
Customer Services 
Premier Inn Hotel, Thaxted Rd, Saffron Walden CB10 2SG
Monday 29th August 2023

Dear Mr. Ronald Federick,
I trust this letter finds you well.
I am writing in response to your letter dated Saturday, 26th August, expressing your displeasure with your recent stay at our hotel. Firstly, please allow me to extend my sincerest apologies for the inconveniences you experienced during your visit. Your feedback is invaluable, and we take your concerns seriously as we strive to enhance our services.
I regret to learn that your breakfast experience on Sunday morning did not meet your expectations. We understand the importance of starting the day with a satisfying meal, and I assure you that we are addressing this issue with our kitchen staff to ensure that the quality and temperature of our breakfast offerings are consistently maintained.
Furthermore, I am sorry to hear about the disturbance caused by a crying baby in a neighbouring room. We recognise the significance of providing a peaceful environment for all our guests, and we will be reviewing our policies to prevent such disturbances in the future.
Your feedback regarding the cleanliness of room 205 is deeply concerning, and I want to assure you that we are taking immediate action. Our housekeeping team will be thoroughly retrained, and we will implement additional quality control measures to uphold the highest standards of cleanliness and hygiene in all our rooms.
To express our sincere apologies for the inconveniences you faced, we would like to offer you a complimentary one-night stay at our hotel. We hope this gesture demonstrates our commitment to rectifying the issues you encountered and providing you with a significantly improved experience on your next visit.
Please contact me directly by sending an email to the following address: customerservicemanager@premierinnsaffronwalden.org.uk, to arrange the details of your complimentary stay and to address any additional concerns you may have.
Once again, I apologise for the shortcomings you experienced, and I appreciate your patience and understanding as we work to make amends. We value your feedback, and we are committed to ensuring a more enjoyable and comfortable experience for all our guests.
Thank you for bringing these matters to our attention, and we look forward to the opportunity to welcome you back and exceed your expectations in the future.
Yours sincerely,
Customer Service Manager
Premier Inn, Saffron Walden




















































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

	
Element 1 – Pre-Arrival 


	The hotel guest cycle is a fundamental concept in the hospitality industry, containing the four key stages: Pre-arrival, Arrival, Duration of stay, and Departure. Effective management of these stages is essential for providing an outstanding guest experience. This essay will explore the critical elements required when managing each stage of the hotel guest cycle, supported by relevant literature and industry examples.

The initial phase of the hotel guest cycle is the pre-arrival stage. It is a pivotal phase that significantly establishes the overall guest experience as it involves all guest interactions with the hotel before their physical arrival. 
During this stage, guests make reservations based on prior investigation, forming expectations about the hotel. Hotels utilise this phase to showcase their expertise and commitment to providing exceptional stays. A study by (Smith R.A,2021) reveals that more than 50% of travellers make hotel reservations online. Thus, highlighting the critical nature and need for hotels to have in place a robust web presence and accurate information to meet their guest expectations. Additionally, research by (Johnson A.G, 2020) found that guests are more likely to report higher satisfaction levels throughout their stay when receiving personalised pre-arrival messages or incentives, such as room upgrades. This emphasises the tangible benefits of tailoring the pre-arrival process to individual guests’ preferences. 
In conclusion, the pre-arrival stage is integral to the hotel visitor cycle, as supported by industry-specific data and studies. Offering guests tailored experiences during this stage not only enhances their satisfaction but also contributes to the overall success of the hotel.

	
Element 2 – Arrival 


	The arrival phase in the hotel guest cycle is a crucial moment that sets the tone for the entire guest experience and satisfaction. The arrival stage is the first physical interaction between guests and the hotel. Hotels must strive to make a positive first impression, ensuring guests feel welcome and valued from the outset. According to a study by (Miller et al., 2020), 74% of hotel guests consider a seamless check-in procedure essential for a pleasurable stay, highlighting the critical nature of this touchpoint in establishing a positive first impression. The arrival phase often serves as the initial physical interaction between guests and the hotel, thereby wielding substantial influence over the entire guest experience and potential loyalty. The seamless check-in process is essential, and industry leaders often employ innovative methods to enhance this experience. 
An exemplary illustration of effective arrival phase management is evident in the practices of Four Seasons Hotels and Resorts. Renowned for its swift and personalised check-in procedures. At Four Seasons it ensures that guests are welcomed by name with their preferences readily available to staff, creating an anticipatory and valued atmosphere (Gupta et al., 2022). Leveraging technology such as digital room keys and smartphone check-in further streamlines the process, contributing to consistently high ratings for guest satisfaction and proving to their commitment to delivering an exceptional arrival experience.
Moreover, personalised welcomes contribute significantly to guest satisfaction during the arrival phase. Luxury hotels, such as The Plaza in New York City, are known for their personalised greetings, where staff members address guests by name and provide tailored information about the hotel amenities and services (Jones et al., 2021). This level of personalisation adds a touch of exclusivity and demonstrates a commitment to guest comfort and satisfaction.

Efficient and friendly arrival experiences lead to positive guest perceptions and contribute to overall satisfaction. Studies, such as those by (Brown and Lee, 2022), emphasise the impact of the initial interactions on guests' lasting impressions. 
Therefore, hotels that prioritise a smooth and personalised arrival phase, as seen in the practices of Four Seasons and The Plaza, stand to achieve heightened levels of guest satisfaction and foster brand loyalty through personalised and efficient check-in operations.

	
Element 3 – Duration of stay 


	A vital phase within the hotel guest cycle is the duration of stay, where most guest interactions occur between the hotel and guests, as well as visitors immerse themselves in the hotel's facilities and services, presenting a prime opportunity for hotels to fulfill their commitments, exceed guest expectations, and ensure an overall satisfying stay. 
Emphasising the importance of this phase, industry data from a recent survey indicates that nearly 80% of respondents attribute their satisfaction levels to the quality of service received during their stay (Sigala, 2016). Significantly, 67% of respondents expressed a preference for clean, well-maintained rooms, highlighting the impact of property upkeep on guest preferences (Wong et al., 2020).
The Peninsula Hotels are an outstanding group that efficiently manages their length of stay through constant commitment to exceptional service. Guided by a set of principles to The Peninsula Standards, staff members consistently deliver personalised interactions, fulfilling unspoken needs of their guests, and adeptly resolve guest issues (Sparks et al, 2015). The success of The Peninsula's strategy is evident in their consistently high ratings among luxury hotels, receiving top guest satisfaction ratings.
In conclusion, the duration of stay phase plays a pivotal role in guest satisfaction. Businesses that exhibit unwavering dedication to providing outstanding service during a visitor's stay, as demonstrated by The Peninsula Hotels, can achieve elevated levels of guest satisfaction, and earn recognition in the competitive hotel sector.





	
Element 4 – Departure 


	The departure phase in the hotel guest cycle is the last stage where a guest's final impressions are crafted and an opportunity to secure future business (X Liu et al, 2022). Online reviews and post-stay surveys have a substantial influence over a hotel's reputation, as around 40% of reviews are composed after guests have departed, emphasising the pivotal role of the leaving experience (Maraco A.L and Maraco J, 2013). The departure phase's significance underlines the need for hotels to ensure a seamless and enjoyable checkout process.
For example, Hilton Hotels demonstrate an effective departure phase management through a seamless and guest-centric approach. Hilton accentuates a swift and hassle-free checkout process, allowing guests to settle bills proficiently. Moreover, Hilton has implemented innovative technologies, such as mobile check-out options, providing guests with a convenient and contactless departure experience. The hotel staff at Hilton is trained to express genuine gratitude and bid farewell courteously, leaving guests with a positive last impression. Furthermore, Hilton strategically gathers guest feedback after their stay, fostering two-way communication that enhances trust and quality control. This commitment to a smooth departure aligns with Hilton's dedication to providing exceptional service throughout the guest journey. By successfully managing the departure phase, Hilton not only ensures guest satisfaction but also contributes to building lasting relationships and nurturing loyalty among its visitors.

[bookmark: _Toc150723944]Conclusion
The effective management of the hotel guest cycle is crucial for delivering an outstanding guest experience. The pre-arrival, arrival, duration of stay, and departure stages are all essential in laying the foundation for a seamless and memorable guest experience and satisfaction. It is imperative for hotels to remain adaptable and responsive to guest preferences and needs throughout each stage of the guest cycle. Achieving excellence in these areas ultimately led to guest satisfaction, loyalty, and an overall positive brand reputation.
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