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Introduction
To ensure both the happiness of the guests and the effective running of the business, working at the hotel front desk is a complicated position that calls for a varied range of talents. Using the Gibbs model of reflection, I will examine the primary competencies needed for this role in my reflective essay. The description, feelings, evaluation, analysis, conclusion, and action plan are the six steps of this methodology. Each phase will aid in my reflection on my experiences and comprehension of the abilities required to succeed at the front desk of a hotel (Adeani, Febriani, and Syafryadin, 2020). 
Stage 1: Description - Identifying Key Skills
The focal point of guest interactions is the hotel front desk, sometimes called the front office. Checking visitors in and out, organising reservations, responding to questions and complaints and keeping a professional attitude are just a few of the many duties involved.
Key Skills Identified:
Communication Skills: It is crucial to be able to interact with visitors, coworkers, and other departments in a clear, polite, and effective manner. Both verbal and textual communication are included in this (Masa'deh et al., 2019).
Customer service: The main responsibility of this position is to provide excellent customer service. Employees at the front desk should be sympathetic, proactive, and attentive to the wants and worries of visitors (Barusman, Rulian, and Susanto, 2019). 
Solving problems: Front desk staff deal with a variety of problems every day, such as room changes and customer complaints. It takes strong problem-solving abilities to deal with these problems quickly and efficiently.
Multitasking: The front desk frequently juggles several jobs at once. For efficient operations, it's crucial to be able to handle phone calls, guest requests, check-ins, and check-outs.
Attention to Detail: Careful attention to detail is necessary for accurate record-keeping, billing, and reservation administration.
Computer Skills: A key component of this position is using hotel management software and managing internet reservations.
Cultural sensitivity: Cultural sensitivity and adaption are essential for comprehending and meeting the demands of guests given the variety of guest profiles.
Stage 2: Feelings - Personal Experiences and Emotions
Working at a hotel front desk has been enjoyable and difficult in my experience. When I have been able to satisfactorily handle a guest's issues and make sure they enjoy their stay, I have felt a feeling of achievement. However, there have been times when dealing with unpleasant visitors or technical difficulties with the reservation system has been frustrating.
Stage 3: Evaluation - Assessing Skills Development
I think I have come a long way in honing these abilities. For instance, I have become better at communicating since I have learnt how to do it politely and clearly. I have been very happy with my development in the area of customer service; I have grown more understanding and patient, which has led to stronger visitor experiences (El Hajal, and Rowson, 2020).
Stage 4: Analysis - Relating Skills to Theory
The abilities listed are consistent with industry standards and theoretical precepts in the hotel sector:
Skills in Communication: To quickly address guests' demands and provide solutions to problems, effective communication is essential. Theoretical tenets place a strong emphasis on empathy and attentive listening.
Customers' needs: Customer loyalty and satisfaction are reliant on a customer-centric strategy. A fundamental value is exceeding and meeting the expectations of customers.
Problem-Solving: An essential component of delivering outstanding service and improving the client experience is effective problem-solving. 
Multitasking and Attention to Detail: Paying attention to details when multitasking Effective multitasking and close attention to detail speed processes and reduce mistakes, which boosts customer satisfaction.
Computer Skills: In the digital world, being able to manage reservations effectively requires expertise with hotel management software and Internet platforms (Burke and Maceli, 2020). 
Cultural Sensitivity: Acknowledging and respecting cultural variations may enhance interactions with guests and boost satisfaction levels generally.
Stage 5: Conclusion - Recognising the Significance of Skills
The hotel front desk is the public face of the business; hence the necessary abilities are essential. Continuous improvement is essential for creating a great visitor experience, and developing these abilities is a lifelong effort.
Stage 6: Action Plan - Applying Skills in Practice
To develop these abilities even further and use them successfully in my profession, I intend to: 
Constantly look for feedback: Ask for input from managers and visitors frequently to find areas that need improvement.
Training: Taking part in training Attend seminars or training sessions that emphasise problem-solving, communication, and customer service.
Mentorship: To gain from the practical experiences of knowledgeable front desk workers, seek their mentoring.
Staying Updated: To guarantee computer competency, and stay current on the newest trends and technology in hotel administration.
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Trip Advisor Review
[bookmark: _Hlk148364031]Park Grand London Kensington
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Figure 1: Review
 Source: (www.tripadvisor.in, 2023)
Dear Heather,
We appreciate you telling us about your great experience. That your family loved their recent vacation to our house in London makes us very happy.
We're glad to hear that you found our accommodations to be pleasant and our staff to be helpful. Our central location is a big plus for visiting the city. Giles in particular is a perfect example of the amount of commitment we aim for while providing top-notch service. We're happy to have him on our team and will see to it that he receives praise for his excellent work.
The misplacement of your daughter's wallet serves as a reminder of the value of going above and beyond for our visitors, and we are appreciative of the chance to help make your family's trip pleasant and memorable. We value recommendations like yours since they demonstrate our dedication to ensuring the happiness of our visitors.
In the future, we hope to see you again and continue to give you outstanding experiences in London.
Warm regards,
Front desk associate
Park Grand London Kensington
Complaint Response
Dear Mr. Federick,
We sincerely apologise for the unpleasant experience you had during your recent stay at our hotel, and I hope this message finds you well. We sincerely apologise for not living up to your expectations, and we value the chance to make things right.
First of all, the quality of the breakfast you had was well below what we strive to offer. We know that a hearty breakfast is important to start the day off well, however, we failed to provide this throughout your stay. Rest assured that we are doing everything possible to enhance the quality and warmth of the food delivered as part of our immediate efforts to improve our breakfast service (Khumalo and Ndlovu, 2017).
We are also sorry to learn that a baby's wailing in a nearby room has caused a nuisance. We recognise the value of providing a calm and pleasant atmosphere for our visitors. We are updating our room allocation procedure to ensure that visitors with particular requirements or preferences are catered to appropriately to avoid similar interruptions in the future (Alsharari, Alomari, and Alnesafi, 2020).
We sincerely apologise for this lapse and share your dismay at the state of Room 205's cleanliness. It is unacceptable that you came into contact with dirty circumstances since hygiene is of the highest importance. To make certain that every one of our rooms satisfies the highest standards of cleanliness and hygienic practices, we have already started a thorough evaluation of our housekeeping practices (Baloch et al., 2022).
We appreciate your input because it encourages us to keep becoming better. We have discussed your suggestions with the appropriate teams, and we're determined to get these problems fixed right now. We want to thank you for your compassion and patience by giving you a free two-night stay in one of our executive suites during your subsequent trip. We'll also make sure your requests for a quiet room and breakfast are fulfilled to your satisfaction (Rutherford, 2021).
Please accept our sincere apologies for the difficulty you encountered. We hope to have the chance to welcome you again in the future and give you an experience that is much enhanced and represents the high standards we work to keep.
If you have any more questions or if there is anything else we can do to address your comments, please don't hesitate to get in touch with me at my email ID.
Yours sincerely,
Front Desk Associate
Park Grand London 
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	Element 1 – Pre-Arrival

	The hotel visitor cycle is a clearly defined structure that includes the four crucial phases of pre-arrival, arrival, duration of stay, and departure in the hospitality business. As the first point of contact, the pre-arrival phase is particularly important since it impacts the visitor's perspective and expectations. This stage is characterised by several crucial components, each of which is essential to creating a seamless and positive visitor experience.
Effective reservation management is one of the most important aspects of the pre-arrival phase. This involves processing bookings deftly, taking into account hotel availability, and pricing schemes, and gathering guest preferences. In reality, cutting-edge reservation platforms like Booking.com provide customers the freedom to choose specific rooms and preferences, which helps them feel more in control of their trip (Prarthana, 2017).
Another crucial component of the pre-arrival phase is clear and prompt communication. The pre-arrival emails that provide guests with information on their reservation, check-in processes, and the variety of services and facilities available to them are highly valued by guests. These proactive communications help visitors get ready for their stay, allay any possible worries and anxieties, and create a good atmosphere for their arrival (Lee, 2016).
A key aspect of the pre-arrival phase is personalization through the gathering of visitor data and preferences. Hotels, particularly well-known brands like Marriott, use customer information to customise accommodations to suit each guest's preferences for amenities, lighting, and temperature. This level of customization increases the visitor's sense of recognition and worth, which contributes to a more memorable and satisfying experience (Pham and Ahammad, 2017).

	Element 2 – Arrival

	First impressions are created and the visitor experience starts to take shape during the arrival stage of the hotel guest cycle. Hotels must carefully control several essential factors during this phase to provide a warm and lasting welcome for their visitors.
The procedure of checking in is essential to the arrival phase. It is essential to have a smooth and friendly check-in procedure. Modern technology has enabled creative ways to match guests' expectations for a seamless transition from their travel to their accommodations. For instance, the business has seen rising demand for keyless access and computerised check-in solutions. The Hilton Digital Key, made popular by Hilton, enables visitors to check in and enter their rooms via a smartphone app. This not only speeds up check-in but also provides a hassle-free and practical experience (Car, Stifanich, and Šimunić, 2019).
Another key aspect of the arrival phase is guest recognition. The arrival experience may be greatly improved by recognising frequent visitors or devoted consumers. Numerous hotels have adopted loyalty programmes, such as those provided by Accor or Marriott, which honour repeat visitors with a variety of advantages. Such actions strengthen clients' adherence to the hotel brand by making clients feel cherished and appreciated (Morosan, 2020).
Additionally, it's crucial to give orientation to new visitors to make sure they have the knowledge they need to make the most of their stay. In addition to enhancing the guest's experience, providing information on hotel amenities, food choices, and neighbouring attractions also makes it easier for them to get around the property and its surroundings. Some hotels welcome visitors with a welcome packet upon arrival as a best practice, featuring a map of the property, food suggestions and details about nearby attractions, enhancing their stay (Poldrugovac, Tekavcic, and Jankovic, 2016).

	Element 3 – Duration Of Stay

	A hotel's ability to satisfy a guest's demands and even go above and beyond their expectations depends heavily on how long they stay there. It includes several vital components that are essential to guaranteeing a positive and fulfilling experience for the visitor.
During the stay, cleaning is one of the essential components. A clean and welcoming atmosphere for visitors depends on consistent and effective cleaning services. The hospitality industry's dedication to ensuring that visitors can unwind and enjoy a spotless and inviting living environment throughout their stay is demonstrated by the meticulous cleaning standards upheld by prominent hotels like The Ritz-Carlton (Magnini and Zehrer, 2021).
Throughout the visit, concierge services are also essential. These services assist visitors with many facets of their stay, such as scheduling reservations at nearby sites, setting up transportation, and offering suggestions for local activities. Concierge services at upscale hotels like the Four Seasons are well-known for their commitment to making visitors' stays as convenient and comfortable as possible (Bellini and Convert, 2016).
Additionally enhancing visitor happiness throughout their stay is the eating experience. Giving guests special dining occasions on the hotel grounds may make a lasting impact. For instance, hotels like The Ritz Paris, which has restaurants with Michelin stars, provide great dining experiences that improve the trip as a whole. The combination of excellent food, attentive service, and a welcoming atmosphere makes for an unforgettable experience for the visitors.

	Element 4 – Departure

	The final chance for a hotel to leave a lasting and favourable impression on its visitors occurs during the departure phase of the hotel guest cycle. During this stage, several crucial components play crucial roles that affect how satisfied and impressed the visitor is with their stay overall.
The installation of express check-out procedures is a crucial component. The check-out process may be made more efficient and convenient for visitors while also saving them important time. Mobile apps that enable visitors to check out quickly and easily have been developed through innovative technology, as demonstrated by hotels like Hyatt. This enhances the entire guest experience by conforming to the modern trend for touchless and contactless services (Kansakar, Munir, and Shabani, 2019).
Another important factor at the departure stage is billing accuracy. The accuracy of the bill must be guaranteed, and any errors must be resolved right away. When paying their bills, customers expect honesty and fairness, and any problems with inaccurate billing might negatively affect how they feel about their trip as a whole. A smooth and precise billing procedure fosters faith and contentment (Hossain, 2019).
The third important factor is gathering customer feedback from leaving visitors. Hotels may get important insights and pinpoint areas for service enhancements by encouraging visitors to share their experiences and thoughts. To help with this process, several hotels use feedback-collecting techniques including post-stay questionnaires. Some hotels encourage favourable comments by rewarding customers with benefits like discounts on subsequent visits. This practice not only helps the hotel run more efficiently but also strengthens the impression that the hotel values the opinions and experiences of its visitors (Narayan et al., 2019).
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Great Location, Outstanding Service

“Our family visited London at the end of August and had a wonderful time. The hotel was centrally
located and made it very easy to get around the city. The rooms were very comfortable and the staff was
incredibly attentive. In particular, my daughter forgot her wallet at the hotel on the last day when we left
for the airport and Giles from the staff went out of his way to make sure he found it, held on to it ,and
drove it to the airport. We were incredibly thankful that we stayed there and that the staff was so
dedicated to ensuring a smooth trip and amazing experience for us in London. Recommend highly!”

Read less a

Date of stay: August 2022

Trip type: Travelled with family




