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	The set of skills such as leadership skills, administrative skills, and various technical skills are preferred by most individuals or recruiters and make an individual eligible for any being employed (ASET 2013). There are sundry skills that a candidate requires to work within the hotel front office which involves skills in communication, skill and knowledge of technology, and skills in organizing (Bardi, 2011). Companies such as Hilton Hotels seek employees with better language skills and knowledge of information technology (Ehl, 2023). 
Through experiences, I have developed various skills which include problem-solving skills, technology skills and knowledge, and customer service skills. 
Gibbs Reflective Cycle
Description
As I was scouring for various employment opportunities within the hospitality industry, I wanted to know the skills that were required to work in the front office of a hotel. It was after researching that I came to know the skills of organizing, communication, and ICT are the three core skills needed to be eligible to work in the front office. The reason is that as an individual working front office, the person would be required to meet the guests arriving and departing, solve any queries, manage a fixed timetable of activities, and process payments and other digital activities as well. Thus, after I was exposed to that information I compared the skills I had, to the skills required to assess the development required for me to meet the eligibility.
Feelings
After getting the knowledge and information about the required skills, I was feeling a bit nervous as I had to develop new and many skills that would make me an eligible applicant. It was an overwhelming feeling as well since the time taken to develop my own skills such as problem-solving, customer service and many more was really difficult in the first place. Thus, having to develop more skills made me very nervous (Comeet, 2019). However, the goal of acquiring such skills and being able to meet the required criteria to work in the front office of renowned hotels also gave me a huge motivation as well. 
Evaluation
The things that were good and went well after knowing the criteria and required skills is that, It helped me prepare myself to develop new and important skill. Further, it boosted my morale to work harder to achieve these skills. Moreover, the knowledge helped me prepare myself mentally and psychologically. Further, I was sure that the process of developing new skills would contribute to gaining knowledge of ethical and sustainable values.
Analysis
Through my senses, I think the learning went well as it led me to understand the essential skills that must be developed for me to be eligible to work as a front office worker. It went well as I always wanted to gain insight into the hospitality management requirements for my personal development (Indeed.com, 2022). I think my being enthusiastic and critical about hospitality knowledge is one of the reasons why the learning went well for my personal knowledge. It went well as it helped me learn what I have to do next in the coming days and make myself an employable and valuable asset.
Conclusion
Through analyzing the required skills, I learned that to be eligible for any post in a company or make myself employable, I must ascertain various sets of skills and specified knowledge. Further, searching and identifying the skills required, I came to know that I am lagging with a few skills that I must obtain and develop in the coming days. Further, I will continue to seek and gain new insight and knowledge to make myself eligible to work in a front office in a company such as Hilton Hotel and will also focus on gaining the skills that I don't have which are necessarily needed to work in the front office.
Action plan
I will surely improve the skills that I already possess and most importantly I will focus on developing new skills that will play a vital role in making me efficient and eligible for the opportunities in the upcoming days. To develop the required skills, I will be taking various courses, I will take the assistance of my mentors, and further, I will try to learn different languages. Ultimately to gain an edge in communication skills I will practice speaking, I will use professional vocabulary, and try to improve my body language. Lastly, I will adopt the 80/20 rule and focus on mastering 20% of the specified skills and lastly, I will start prioritising personal development.
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Component Two  
Contribution to Overall Module Assessment: 25%

	Trip Advisor Review Response 150 words +/-10%

	
Thank you for your kind words Lal as we really appreciate you for taking your time and sharing your experiences with us. We again wish you a happy birthday and hope all your wishes get fulfilled. We are delighted to know that you enjoyed our English breakfast and beverages to the fullest. At Hilton cleanliness and safety of our guests are the top priority, and we have initiated the Hilton CleanStay program which will be the standard of cleanliness across the Hilton Hotels globally. We really appreciate your review of the rooms and the staff. We are passionate about providing the best service to our guests. We are honoured by your review of the Best hotel in London and we hope to uphold this standard in the future. We are really lucky to find customers like you and we are looking forward to working with you in the future as well. 




	Screenshot of referenced Trip Advisor review used:[image: ]


	Letter of complaint response 500 words +/- 1-%

	Hilton London Canary Wharf
S Quay Square, Marsh Wall
London E14 9SH, UK


Dear Sir,

We would like to apologise for your bad experience at our hotel, and we are thankful that you spent some of your precious time sharing your experience with us. We are disappointed to hear that some of our services and facilities were not up to the mark and we would like to improve on your feedback. Firstly, we would like to apologise for the cold and tasteless Sunday morning breakfast and we take full responsibility for it. It was an unacceptable mistake from our side and we would like to correct this mistake by appointing kitchen supervisors who will ensure the quality of the food served to the customers. We would also upgrade room service to fulfil guest expectations for quality food and drinks. We will recruit expert chefs to create a fresh cuisine with great taste‌ (Helloshift.com, 2023). Our supply system is being upgraded to assure ingredient freshness and quality. We're confident these adjustments will fulfil your requirements for warm, tasty meals that will make your day. The noise from adjoining rooms at night disturbed your sleep, and we apologise (Tripadvisor, 2023). We would like to install noise cancellation panels in our hotel rooms. Installing soundproof windows and curtains and insulating walls and floor would be the best to suppress the noise and we would certainly try to resolve this issue (Trustmary, 2020). And for the room cleanliness issue, we would like to deeply apologise as we at Hilton follow the Hilton StayClean program which is a standard for hygiene for the hotels, and it was clear that it was certainly not the case (Nicholson, 2023). We would like to fix this issue by hiring more housekeeping staff and appointing a supervisor who would be responsible for maintaining hygiene (Brinza, 2023). With our Hilton StayClean partner, Reckitt, we would certainly make sure to pursue a cleaner and healthier world. Furthermore, we are working on enhancing the guest experience by ensuring all the guest’s personal preferences are taken care of. We are also revamping our online services as the technologies advance, we at Hilton are committed to providing the best service in the hospitality industry. Moreover, we would like to address our Resmax program as it is an innovative solution for customer care offered at the Hilton Reservation. It is a premium service that is seamlessly transferred to the Resmax teams who would handle all related queries. We have discussed all the issues and the dissatisfaction that you experienced and we have started to take all the necessary steps to avoid these types of situations in the future. We would like to offer you a complimentary membership for a month. Please contact us directly through our website or in any of our hotels so we can make arrangements. Your feedback has been an invaluable insight into our current state of services and it would help us to improve our services. 
Thanks and best wishes. 
Hilton London Canary Wharf.
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Component Three: 
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%) Writing in essay format 
	Element 1 – Pre-Arrival 

	There are four different stages based on the “Hotel Guest Cycle” that incorporates the analysis of the different behaviors and attitudes of the tourists in the hotel. In the pre-arrival stage, the operations include the conversation continuing with the hotel and the guests (Wood, 2013). The stage is important as it creates an effective form of interaction and communication with the guests and offers services to the customers within the hospitality operations (Williams et al., 2020). In the pre-arrival stage, hospitality organizations effectively implement the sources of bookings and reservations for their guests (‌Bardi, 2011). This is initiated through the sources of online and offline mediums and also direct booking services in the hotel. For instance, Premier Inn has offered pre-booking services where the customers and the guest can directly book their services in the hotel (Premierinn.com, 2023). Moreover, in this stage of the cycle, the hospitality organization also offers information to their guests. The hotel staff engages in storing the requirements of the guests and also offers them the medium of services based on their requirements and personalization.  The hotel staff also necessitates the channels of communication within this stage by confirming their hotel reservations. Communication is also developed through sending emails and messages regarding the offers and benefits that are being provided to the guests in the hotel on different occasions (Fallon and Rutherford, 2011). Communication is also followed in this stage by highlighting the offers and the discounts that will be provided to the guests within the hospitality organizations. Information in this stage is being offered to the guests and the customers in the hotel by necessitating the offering of services that are demanded by the visitors. 

	Element 2 – Arrival 

	The understanding of the arrival stage based on the model highlights the process when the hotel guests are physically present on the premises and necessitates the check-in process. The stage is signified as a crucial one as it incorporates the process of registering for the booking which is being mandated by the guests and also adapting the different functions that are offered with the rooms (Tewan, 2009). In the arrival stage, the employees of the hotel indulge in providing the beneficiary services of check-in benefits. This is done by hospitality organizations by optimizing the streamline princess while analyzing the check-in of the customers (Vallen et al., 2014). The staff engages in this process by providing a welcome to the guests so that they feel comfortable within the hotel. Within the arrival stage, the hotel also provides information regarding the different facilities that are being offered by them to the customers. The management of the hotel in this stage also manages the different payment processing that is being followed in the organization (Corgel et al., 2011). The employee maintains the practices of payment methods through using the online and offline payment facilities in the organization. For instance, the management of Hilton UK indulges in payment facilities of honours points and online payments which make transactions within the hotel (Hilton.com, 2023). In this stage, the staff of the hotel also indulges in allocating rooms to the guests so that they are offered the benefits of the accommodation facilities within the services. 

	Element 3 – Duration of stay 

	The stage highlights the necessity and the importance of the guest’s arrival within the hotel (Fanthorne, 2004). The stage includes the duration of the stay that will be incorporated by the guests and the customers in the hotel for accommodation purposes. The service that is provided by the hotel ensures the further stay and visitation of the guests in the hotel. The duration of the stay stage is dependent on the services that are being provided to the guests that elevate their experience within the hotel. The employees of the hotel indulge in this process by offering a great service of accommodation facilities which elevates their demands and requirements (Hammer, 2016). The services being offered to the guests include room cleaning services while maintaining hygiene in the hotel. The facilities of the guest services also incorporate housekeeping facilities and the services of providing concerning facilities. The duration stage also incorporates the facilities and channels of communication that help in creating relationships with the guests which results in increasing their stay‌ (MSA, 2019). The employees and the management of the hotel foster open channels of communication and interactive media. Through the facilities of communication, the guests are being offered the facilities to address their needs. This ensures the effective fostering of the mitigation of the concerns that are faced by the guests in the hotel. Moreover, the duration of the stage also ensures the security and privacy of the guests by offering them a safe environment. For example, the management of Premier Inn maintains the security and privacy of the guests by discreetly saving their information (Anon, 2023). 

	Element 4 – Departure 

	The departure stage of the model highlights the process of guest check-out from the hotel. The stage is important as it leads to accounting and managing the records of the guests within the hotel (Johnston et al., 2012). The departure stage analyses the check-out processes of the guests where the management and the employees handling the reservation facilities manage the process. In this process, the employees handle the procedure effectively by clearing the payment process and boosting satisfaction in their visits to the hotel. The staff of the hotel in this stage is also involved in asking the guests about their experiences which makes them satisfied with the services offered by them (Tesone, 2010). The departure step also clears employee billing. The staff provides clients with a detailed bill, taxes, and other charges. Premier Inn uses its business account to make it easy for guests to pay (Premierinn.com, 2023). In this stage, personnel ask customers for their input to improve hotel hospitality. The feedback from the guests is being conducted by engaging them in surveys and also in interactions which will aid the organisation to be aware of the changes.  
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LaL wrote a review 25 Oct oo
Canterbury, United Kingdom « 33 contributions - 38 helpful votes
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Best hotel in London

From the moment you enter the door warmth professional helpful front desk with time to talk
and help you with every need . We had an upgrade for my birthday and access to executive
lounge all ready put in place to make the day special with balloons chocolates with
complimentary breakfast by the hotel .

Where else would you get that level of service & a willingness to make a good day perfect .
Hotel spotless , room elegant view exceptional bed massively comfortable executive lounge
hot drinks soft dinks biscuits fruit all day them at 6 pm hot food nibbles salads canapé wine
beer spirits with mixers Prosecco all free when access to lounge .

Breakfast hot English , omelettes pastries continental breakfast yogurt fruit the most variety
of food I've seen for breakfast very tasty very clean food plates removed immediately from
table to keep clean , with small mixed fruit cocktail smoothie to taste brought around or
bucksfizz .

Al staff 10/10 from housekeeping to front desk and breakfast staff

Well worth a visit, DLR railway 1 minuet away and good quick roots to city plenty of
restaurants, pubs and shopping on the door step .

Hotel bar comfortably good prices .

Just go and relax and enjoy.

Read less a

Date of stay: October 2023
Trip type: Travelled as a couple
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