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Introduction  
Front desk employment in a hotel requires a range of critical skills to ensure the proper management of client services and their utmost pleasure.l and the current reflection follows the six stages of the Gibbs Reflective Model, namely Description, Emotions, Assessment, Analysis, Conclusion, and Action Plan so further, I will determine the essential skills required in the hotel front office, evaluate my own abilities and experiences, and establish connections between them and industry examples and theoretical principles. 

Stage 1 Description 
(Zhang & Ding, 2020) claimed that  hotel's front desk employee assumes a diverse array of responsibilities, including managing guest check-ins and check-outs, handling reservations, responding guest inquiries, and ensuring a satisfactory experience for all customers and this position necessitates a wide array of skills, which will be further explained in subsequent stages. The hotel front desk plays a crucial role in shaping the overall experience of guests as the check-in procedure, although crucial for first impressions, sets the tone by being kind and efficient.   On the other hand, (Mishra & Rais, 2020) said that Enhancing the overall experience of travellers relies heavily on the efficient resolution of their concerns through strong communication and problem-solving skills while also, an informed reception staff can enhance the guest's experience by providing vital insights on the hotel's amenities and neighbouring attractions.   Efficiently handling the check-out process gives a lasting positive impression while addressing and resolving problems and complaints with professionalism and empathy has the ability to turn a negative experience into a positive one, therefore impacting the overall satisfaction of customers during their stay.

Stage 2: Feelings 
From the beginning, when I accepted this responsibility, I quickly realised the significant importance of the task and experienced a strong sense of being overwhelmed and the continuous stream of demands from guests and the need to multitask posed a substantial challenge.   It was like juggling, as I had to handle many tasks simultaneously but however however, as time passed and experience accumulated, a remarkable transformation occurred.   A growing sense of confidence and comfort gradually replaced the first sense of discomfort while the recently acquired self-confidence had a crucial role in enhancing my efficiency in fulfilling the duties related with the employment as improving my capacity to handle job requirements allowed me to make a significant contribution in guaranteeing a smooth passenger experience. (Kernan & Park, 2020)

Stage 3: Evaluation
Success at the hotel front office relies heavily on exceptional communication skills, proficient problem-solving ability, a strong commitment to customer service, and robust organisational capabilities as (Davenport & Rousseau, 2019)) sustains and also, I should add that effective communication is vital for swiftly comprehending and addressing the needs of guests.   Problem-solving expertise is essential for efficiently managing unforeseen situations and addressing guest complaints while I have encountered situations when customer service is essential for creating a positive visitor experience. Similarly, I agree with (de Lisi & Gatto, 2019)) that have staked that strong organisational skills are crucial for maintaining smooth reservation systems and a well-managed front desk. 

Stage 4: Analysis 
Upon careful introspection of my inherent capabilities and diverse background, it is apparent that my exceptional aptitude for communication, honed through my tenure in the retail sector, has significantly bolstered my proficiency in managing the hotel front desk.  By honing and perfecting these skills during my time overseeing customers in a retail environment, I have seamlessly transferred them to my interactions with hotel guests while (Hedge & Yarborough, 2019)) claimed that the key to the general success in this role has been the ability to efficiently convey knowledge and address the needs of the participants. 

In addition, the organisational expertise that I have gained from previous experiences has been really valuable and the ability to efficiently handle check-ins, reservations, and various other tasks is a direct result of these previous interactions.   My exceptional organisational skills have been crucial in ensuring a smooth check-in process for guests and effectively managing reservations, which has greatly contributed to the efficient functioning of the front desk. (Gao & Li, 2020)

The congruence between my acquired communication and organisational skills from past roles and the requirements of the hotel front desk has played a crucial part in my capacity to adapt and excel in this role and this demonstrates the positive impact that transferable skills have had on my professional growth. (Biddle, 2019)

Stage 5: Conclusion 
A strong association exists between the necessary abilities for the hotel front desk and the preexisting skills while nevertheless, it is imperative to recognise the need for improving problem-solving skills, particularly when it comes to addressing guest grievances.   This acknowledgment sets the stage for further progress in this capability. (Choi & Kim, 2020)

Stage 6: Action Plan
To improve problem-solving skills, a good approach would involve seeking input from supervisors and participating in relevant training sessions or seminars focused on effectively resolving issues with visitors while participating in collaborative endeavours with experienced front office staff to acquire knowledge from their practical expertise and problem-solving approaches will be a crucial aspect of skill development in this role. (Heiden & Nothdurft, 2020)

To summarise, this reflective activity has revealed a notable alignment between individual abilities and the essential skills necessary for achieving success in the hotel front office but furthermore, it has led to the formulation of a plan to enhance problem-solving skills, demonstrating a commitment to professional growth and progress in this domain. 
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	Trip Advisor Review Response 150 words +/-10%

	

Response: 

We cordially thank you for taking the time to provide us with your positive feedback concerning your recent accommodation with us and we are delighted to learn that you appreciated the sanitation and efficiency of the air conditioning in our standard rooms and found our location to be convenient. While it is understood that some visitors might find road noise to be an annoyance, we are relieved to hear that it did not disrupt your restful nights' sleep so, we are delighted to learn that you enjoyed the dining options at the adjacent establishment, and we are content with our ability to provide you with satisfactory service.  We highly appreciate your recommendation and anxiously plan to have you return for another memorable experience whenever your future travels bring you to this area and we extend our sincere appreciation for your decision to stay at our establishment and wish you a safe and pleasant journey. 
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TripAdvisor. (2023). Premier Inn Southampton Eastleigh Hotel. Retrieved from https://www.tripadvisor.com/Hotel_Review-g503826-d570591-Reviews-Premier_Inn_Southampton_Eastleigh_Hotel-Eastleigh_Hampshire_England.html
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	Letter of complaint response 500 words +/- 10-%

	
Respected Ronald Federick, 

I trust that you are in robust health as you get this correspondence in order to receive my sincerely apologise for the terrible experience you had during your recent stay at our hotel.  We appreciate your useful feedback as it allows us to address the issues you encountered and make necessary improvements to ensure a more pleasant and convenient experience for all our customers. 

I deeply apologise for the fact that the breakfast you received on Sunday morning was of inferior quality and the dish was provided in a cold and flavourless manner, which is completely unacceptable.   We take great pride in the exceptional quality of our culinary offerings, and I can guarantee that this does not meet the high standard we aim to deliver so, the kitchen and restaurant staff have been informed about this issue and they will quickly take necessary measures to ensure the temperature and quality of the meal. 

We recognise the possible inconvenience that the noise disturbance from a nearby room may have on your overall experience and we want to thoroughly assess our room distribution process and enhance our noise level monitoring initiatives to prevent similar difficulties in the future.   Our main goal is to establish a serene and calm ambiance for all visitors. 

I really apologise for the unsatisfactory hygienic conditions you encountered in room 205 and your concerns are highly distressing, and I would want to express my heartfelt remorse for the unacceptable state of affairs.   In order to avoid the repetition of such issues, we will conduct a thorough examination of each room and implement more rigorous cleaning protocols as also, we prioritise sanitation and cleanliness and will not compromise on these matters. 

We are committed to making the necessary improvements based on your feedback to prevent such incidents from happening again in the future and we would want to convey our genuine gratitude for the time you have taken to bring these concerns to our attention.   We highly value your input as it plays a vital role in our ongoing efforts to guarantee that our visitors consistently enjoy outstanding service. 

In recognition of your feedback, we are delighted to offer you a complimentary one-night stay in one of our enhanced accommodations as a gesture of gratitude as we deeply value your ongoing support in enabling us to deliver the outstanding experience that we are dedicated to offering. 

We deeply apologise for the inconveniences you have experienced and genuinely appreciate your input.   We will reach out to you shortly to conclude the details for your complimentary accommodation and please do not hesitate to contact us if you have any further questions or issues. 

We value your choice of our hotel and look forward to the opportunity to provide even better service to you in the future. 

Sincerely, 
Name: 
Name of Hotel:

 



















































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

	
Element 1 – Pre-Arrival 


	    : 

By virtue of my employment at the hotel, I have developed an extensive comprehension of the pivotal roles executed by the Reception, Concierge, Switchboard, and Finance Departments to guarantee guests a smooth pre-arrival experience so, in  our capacity as members of the Reception staff, it is our duty to collect visitor data and preferences with the intention of streamlining the check-in procedure.   However, it is not impossible for incidents such as room assignment errors and delays to transpire while efficient error rectification, streamlined check-in procedures, and thorough reservation verifications are critical corrective measures as it is stated by (Lottie, 2018)

Our preparations within the Concierge department consist of facilitating reservations and furnishing local knowledge but nevertheless, complications may arise, including guests being uninformed and reservations being unavailable and as it is highlighted by (Jello, 2017), solutions encompass remaining updated on local information, delivering personalised recommendations, and assisting with reservation processes. 

Our principal aim at the Switchboard is to establish and sustain efficient channels of communication. However, challenges such as technical malfunctions and linguistic barriers arise and in order to address these challenges, effective strategies include the implementation of routine equipment maintenance, provision of multilingual support, and training of staff in call handling.  The focus of the Finance Department's preparations is the optimisation of payment procedures and the assurance of accurate invoicing while difficulties arising from invoicing disputes and prolonged check-out processes may present substantial obstacles.   Efficient solutions encompass transparent and comprehensible invoices, accelerated check-out alternatives, and timely resolution of billing complications. (Wanderlust, 2019)

In essence, (Zhu, 2018) believed that these departments exert a collective impact on the experience of the visitor prior to their arrival and through conscientiously planning and placing visitor satisfaction as a top priority, potential issues can be mitigated, ensuring a seamless and enjoyable experience. 




	
Element 2 – Arrival 


	


I believe that Ensuring the provision of visitor information at the reception station is critical in order to facilitate a smooth and efficient check-in process and proximate room readiness, extended waiting periods, and reservation errors are all feasible complications. On the other hand, (Carpenter, 2017) believes that Tin order to mitigate these issues, reception should establish and enforce streamlined check-in procedures, verify reservations, and maintain effective channels of communication with maintenance to ensure rooms are adequately prepared.

(O’Fallon & Rutherford, 2017) have shed a light on the fact that the Concierge department makes a substantial contribution to enhancing the overall visitor experience upon their arrival while reparation entails possessing sufficient knowledge regarding nearby dining establishments, attractions, and transportation services. Challenges may arise when customers seek clarifications or need assistance making reservation while I recommend that these challenges can be effectively addressed by concierge services by virtue of their capacity to stay updated on local offerings, deliver personalised recommendations, and streamline reservation procedures.

I believe that during  the arrival of visitors, it is vital that the Switchboard team verifies the effectiveness of all communication channels and difficulties arising from technical issues, misdirected phone calls, or language barriers can significantly complicate matters. To address these concerns, it is necessary to implement routine equipment maintenance, provide training for multilingual support, and ensure that personnel can effectively manage communications as (Choi, 2018) said.

The Finance Department's preparation is contingent upon the implementation of accurate invoicing and payment protocols while prospective complications include invoicing disputes, check-out delays, and billing inaccuracies as it was stated by (Gills, 2019). I believe that placing solutions as a top priority should be the Finance Department's implementation of transparent invoicing procedures, provision of express check-out alternatives, and timely resolution of any inquiries pertaining to billing.







	
Element 3 – Duration of stay 


	
 


Due to my experience, I claim that the  preparation for a visitor's arrival begins with the careful upkeep of detailed guest profiles and preferences and issues include discrepancies in invoicing, demands for alterations to the room, and breakdowns of amenities.   To address these concerns, Reception should consistently update guest profiles, cultivate strong teamwork with the Finance Department, and swiftly address guest inquiries to ensure a pleasant and comfortable stay. (Krogscr, 2017)

As it was said by (Mills, 2018), a Concierge should consistently adopt a proactive approach throughout a guest's stay while challenges can arise in the form of sudden bookings, changes to the travel plan, or issues with transportation.  I can claim that a  concierge can provide solutions by being flexible, offering prompt assistance, and staying updated on local activities to adjust visitors' itineraries as needed. 

The switchboard is a central control panel used for connecting and directing telephone calls and the significance of efficient communication is essential throughout the entirety of a guest's stay I say as it was also highlighted by (Parsons, 2018).   Emergency alerts, technological glitches, or phone calls sent to the wrong recipient can potentially disturb the user's experience while in order to address these concerns, Switchboard should adopt regular equipment maintenance, swiftly redirect calls, and prioritise vital messages to ensure uninterrupted communication. 

The Finance Department is responsible for ensuring accurate billing, promptly addressing visitor inquiries, and managing payment processes to guarantee a smooth stay and instances of billing disputes, late check-out fees, and overcharges may occur.  Approaches involve clear and straightforward billing procedures, proactive handling of potential conflicts, and ensuring a smooth and efficient check-out process for customers. ((Qi, 2019)

 








	
Element 4 – Departure 


	
	 

The primary objective of preparations during the Departure phase is to guarantee efficient check-out procedures and accurate invoicing while issues include disputes over invoicing, and I have also experienced delays during the check-out process, and unresolved complaints from unaccompanied visitors.   To address these concerns effectively, it is crucial for Reception to uphold efficient check-out procedures, ensure transparent billing, and actively seek and immediately resolve visitor comments. (Siguaw, 2017)


(Wan, 2019), claimed that the  Concierge is available to help with arranging transportation, handling luggage, and providing any necessary last-minute information or support during the Departure phase but challenges may arise when customers experience transportation delays or luggage loss. The Concierge should not only address transportation needs and handle luggage with care, but also provide support in resolving unexpected travel issues, while offering effective solutions and I strongly confirm that due to my prior experience. 

Efficient and clear communication is essential when guests relax and disruption can be caused by messages that are not correct, technical difficulties, or phone calls that are not acknowledged.  To address these problems, Switchboard should conduct regular maintenance on communication equipment, provide timely responses to all incoming calls, and check the accurate transmission of vital messages. (Xu, 2018)

During the Departure phase, the Finance Department focuses on delivering accurate and timely invoices, resolving any unpaid bills, and addressing concerns related to invoicing while issues may arise in the form of billing discrepancies, disagreements regarding payments, or departing guests who neglect to pay their outstanding obligations.   The solutions include strict billing standards, prompt resolution of payment issues, and offering flexible payment options. (Mills, 2018)

In conclusion, to create a great experience for tourists as they complete their stay, I believe e that these departments must maintain sufficient preparation, swiftly address any difficulties, and provide effective solutions while an expertly handled Departure stage creates a positive and lasting impression on guests, so encouraging them to make future visits. 
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