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[bookmark: _9xbz1loi7ltk][bookmark: _1eiip8vhsfxp][bookmark: _Toc157894792]Component 1: Student Journal 
[bookmark: _ju4n5bncqddi][bookmark: _Toc157892925][bookmark: _Toc157894793]Introduction 
The front office employee plays an essential role in an organisation as they are responsible for communicating with the people involved in the business. A front officer must need to take care of the guests. Providing the best comfort for the front office employees increases brand recognition. As a front office at Delta Hotels, an individual can gather a lot of experience which can be beneficial for their future career as it can help to increase skills, knowledge and expertise. In this area of this assessment will discuss an individual’s experience as a front desk employee in the Delta Hotels by Marriott St Pierre Country Club. Gibbs's reflective model will be beneficial as it can help to understand the main areas of experience in a particular job field. 
[bookmark: _nkmotrrre4r3][bookmark: _Toc157892926][bookmark: _Toc157894794]Model of reflection 
Gibbs' Reflective Cycle
The model was developed by Graham Gibbs in the year 1988. The model helps to understand an individual’s experiences with a defined framework (Adeaniet et al., 2020). The framework includes six components to understand areas and the experiences gathered in a job field. The components can help me understand my experience while working at Delta Hotels as a front employee. 
[image: ]
Figure 1: Gibbs' Reflective Cycle
(Source: Adeaniet et al., 2020)
Description: I interned with Delta Hotels at the front desk for almost 2 years. It has helped me to gain a lot of experience. The experience can be beneficial as it will lead an individual to develop a future career complying with the goals they have created (Rivaldo and Nabella, 2023). Communicating with the customers and providing them with the best experience with the service is an essential part of the job (Marriott, 2024). I had to attend phone calls and take reviews from customers, leading them with all the essential information about the hotels and the services. 
Feelings: In terms of working in the hotel I have gathered a lot of experiences both positive and negative. I felt honoured while working with a renowned company in a respective position. The feeling was neutral as I got to increase my ability to handle any situation building a lot of effective skills and experiences. However, it was not easy to handle people as there were many uncertain situations of the excessive behaviour and words of the guests. 
Evaluation: The high volume of customers, complaints about the slow check-in processes and the lack of communication can cause an individual to face negative experiences during work (Adeaniet et al., 2020). During the job, I have gained a lot of skills, multitasking abilities, empathy and others that can be counted as my positive experiences in the field. Additionally, attending several programs, seminars occasion and competitive activities helped me to gather innovative experiences. 
Analysis: I have to ensure the experience of the guests is better with a better service quality. It can lead to an incredible knowledge about the services process, which significantly increases skills including communication, critical thinking, decision making and others benefiting the future with a lot of expertise (Marriott, 2024). Ensuring bookings assisting the customers to feel good about the services helps to provide satisfaction to the customers. 
Conclusion: The overall experience has led me to go through a lot of ups and downs which is significant in driving opportunities to learn and develop inner ability. The job experience helped me to analyse the experiences that are important in the personal and professional development areas. 
Action Plan: Understanding the strengths and the weaknesses during the participation in the job role can help accordingly to take initiative in terms of developing ability and expertise in the field (Rivaldo and Nabella, 2023). As a front office intended I have gathered a lot of opportunities to meet with the people I admire secretly.  Communicating with the role models I have understood the great personalities they have in their personal lives. Taking action plan about the ways in which an individual can lead their personal efforts to contribute in their career. 
[bookmark: _erp12os44lgw][bookmark: _Toc157892927][bookmark: _Toc157894795]Conclusion 
The evaluation is effective as it can lead an individual to grow accordingly with an understanding of the areas to work on and the areas to shape further.  The reflective model is an important aspect as it concludes with a detailed inspection of the areas in which an individual has analysed their experiences. The Front desk intended in Delta Hotels gets several opportunities to grow in their personal and professional progress. Alongside, it helps an individual to connect with the outer world with valuable job experiences where the weaknesses can be counted as the leading point to develop. 


[bookmark: _Toc157894796]Component 2: Scenario
[bookmark: _Toc157894128][bookmark: _Toc157894797]Introduction 
[bookmark: _3y770gw0yx2s][bookmark: _Toc157894129]This part of this assignment will analyse reviews provided by a trip advisor after inspecting the providing of Delta Hotels. Recommended responses will also be provided using five principles of responses. 
[bookmark: _Toc157894798]Trip Advisor review
The below-illustrated picture shows the review of a trip advisor about the hotel (Tripadvisor, 2024). This part of this assessment bill depicts a response to their experiences according to their provided review. 
[image: ]
Figure 1:  Positive review of the property 
(Source: Tripadvisor, 2024)
There are five principles to respond to a customer according to their review and perception. The principle helps the management of the hotel to address the review and respond in the shortest way to thank the reviewer. Managers need to be performed in terms of posting the review on the online platform remarking all the valuable components (Tripadvisor, 2024). It is important to mitigate the negative impact of the review of the trip advisor. Negative impact and affect consumers' decision-making ability which needs to be mitigated by the response of the manager. Delta Hotels manager should secure the words with specific compliance providing solutions to mitigate the negative impact. Mitigating the negative impact and maximising the positive ones are effective after a detailed understanding of the remarks (Marriott, 2024). The trip advisor evaluates all the essentials they have experienced in the service providing of the hotel that should be encouraged by the manager with effective skills and ability. 
[bookmark: _Toc157894130][bookmark: _Toc157894799]Letter of complaint
This particular person takes the responsibility to respond to the negative feedback provided by a customer. Unhappy guests can break the organisation by their experiences that need to be apologised by the management of the hotel including all the employees and the executives. Guest satisfaction accounts as essential in a service-based organisation which needs to be shaped by an effective evaluation process (Gerea and Herskovic, 2022). The manager is reliable in providing an apology towards the dissatisfaction and disappointment faced by the consumer. It is important to adopt an effective Management process that leads the different selections to be accomplished successfully. 
Skilled employees shape the behaviour and operation process in an organisation which are related to providing the best satisfaction to the consumers. After analysing the negative comments and experiences of the consumers of Delta Hotels the manager is responsible for ship in the employment policies of the business. It is important to adopt learning skills, analytical thinking ability, decision-making ability, and communication skills in terms of initiating employment strategy (Karam et al., 2020). Effective employees must have the skins that are required to provide the best services to consumers. Analysing the problems in the operation of management of the hotel can benefit the process of the company to be effective. Time management skills are also an essential component that should be included in employment policies. Delta Hotels are responsible for providing the best experience to the consumers. 
The consumer complained about resume services, ineffective communication, and slow process in their services which led them to feel dissatisfied and discomfort. In addition, customers have complained about the noise of unorganised management and the other behaviour of the ability to work and stay connected with the staff and the consumers (Gerea and Herskovic, 2022). It is important to adopt effective behaviour management soothing the business process as it leads hotels to apply a strategic implementation to increase operations fluency. A front desk attendant is responsible for securing all the needs and requirements of customers in terms of ailing services within the hotel. 
[bookmark: _Toc157894131]Communication gaps can lead to dissatisfaction with the consumers while they are enjoying the services within the hotel. The front attendant manager must fulfil the requirements of the consumers providing a speed service to them. Innovating the rooms and their experiences is effective in reducing the negative impact on the consumers (Karam et al., 2020). By the effective implementation and initiation in order to establish a well-defined front operation delta Hotels can enhance their customer experiences and accordingly lead the business to foster opportunities in the external environment. 
[bookmark: _Toc157894800]Conclusion 
It has provided a clear inspection of the responses a hotel needs to produce in response to the positive and negative reviews by a trip advisor along with dissatisfied consumers. Increasing customer service and satisfaction policies can benefit the hotel by increasing its friend image with successful management behaviour within the hotel.
[bookmark: _Toc157891885]

[bookmark: _Toc157894801]Component 3: Portfolio
[bookmark: _Toc157894802]Introduction 
As a part of the renowned hotel Delta Hotels by Marriott St Pierre Country Club, an individual needs to be skilled enough to be coherent with the environment. It requires detailed analysis to understand the importance of skills that are needed to develop a career at a front desk in a well-known organisation. This part of the assessment will analyse the skills that are important to develop. Along with the way impact and the ways it can be further developed will be discussed here in this particular area.
[bookmark: _k8t3dxpb1dun][bookmark: _nymhcqtm5pns][bookmark: _Toc157891886][bookmark: _Toc157894803]Main body 
A front desk is responsible for analysing many areas of the hotel service. Ensuring the records of the guests, maintaining the internal confidentiality of the hotels, and securing all the doubts and comments of the consumers needs to be accomplished by the intended. The operation of the hotel front desks needs to be shaped by the management of the company employing capable people to ensure the tasks (Fitriyani and Evita, 2021). A detailed analysis of the skills and expertise of the candidates needed to be established by the recruitment and selection department of the organisation. Customer service policies are important to secure by the organisation as it is the crucial component in a service-based industry. A well-defined operating department can be beneficial to offer flexibility to the organisational process in terms of identifying potential skills that are required to develop. The front desk operation leads an organisation to grow effectively by enhancing its recognition by the best customer service providers (Cichosz et al., 2020). It is important to secure a well-defined management ability which is important to analyse, interpret and identify skills that can create a healthier environment within the process of the organisation.
Essential skills that are important in the front operation include Customer service skills, Communication skills, Organisational skills and Problem-solving skills. In spite of the other skills such as critical thinking, decision-making, adaptability and flexibility these skills have needed extra importance as it is crucial to develop further to get better operational management within the organisation (Bui et al., 2021). Customer service skills are important to benefit the organisation in terms of giving comfort to the consumers in the hotel service and management. Ann individuals should have the ability to increase persuasive speaking skills which counts as an essential aspect in the customer interaction process. By increasing adaptability within the business progress the organisation can effectively improve their internal process and ability to foster competitive advantages in the external environment. Taking responsibility for conducting the front operation fluently can provide the best experiences to the customers within the hotel operation (Liebman, 2023). Organisational skills benefit the hotel management to analyse the work process and progress providing all the opportunities for the customers to feel special with all the facilities needed in the hotel services. Effective organisational skills are responsible for analysing all the essential operational processes including leadership, stress management, flexibility, adaptability and the others that evaluate the overall operation of the hotel services. Organisational skills make an individual able to multitask with all the physical ability to foster a positive environment within the hotel (Fitriyani and Evita, 2021). Delta Hotels by Marriott St Pierre Country Club works with an effective management process with the ability to conduct the front operation effectively providing the best experiences to its customers. 
Communication plays an effective part in the front operation of the hotel services that are interrelated to the other skills. Communication leads the overall operation to be accomplished effectively. Using simple language and speaking with an audible voice can be effective in providing comfort to the customers while interacting (Bui et al., 2021). Increasing the ability to communicate with the customers and the management defines the ability to initiate a positive environment within the organisational process. It is also effective in clearing out the vision and mission of the company in terms of increasing its availability and accomplishing desired goals and objectives of the company. In the hospitality industry communication plays an important part as without this an organisation within the industry cannot perform properly to make a better service organisation (Liebman, 2023). It leads management to get possible relevant outcomes with the effective behaviour of the organisation. It defines the quality of the business services to adapt to the external environment with an effective impact on the situation-handling ability. Problem-solving skills are important aspects of the organisation that play a crucial role in defining the lack areas within the business process. 
It is important to learn and develop problem-solving skills which can mitigate the uncertain situation within the operational process. Securing these skills Delta Hotels by Marriott St Pierre Country Club can interpret a positive operational process within the business management (Cichosz et al., 2020). In order to conclude an effective front operational management, the organisational team is capable of adapting to the external situation which needs to be conducted by skilled employees along with their expertise to handle the progress. Additionally, many other effective skills need to be considered by the management of the organisation to produce a flexible operational process with a lot of effective behaviour. A front office employee must need to be professional in their appearance. It is important for increased time management ability and punctual behaviour while working as a lead in the organisation. Smart appearance and approaches to interacting with consumers can be effective in attracting and retaining consumers (Bui et al., 2021). Staying up-to-date about the external trends and the customer needs is important it benefits the overall process to approach their behaviour in a significant manner. 
[bookmark: _pz18dgm7xlhw][bookmark: _l5vu7c4j2h27][bookmark: _Toc157891887][bookmark: _Toc157894804]Conclusion 
An individual must need to be capable enough to handle problematic situations within the organisational service. To increase the progress and the process of hotel management. An individual needs to be able to foster all the skills and ability to analyse and interpret market information and lead a business to foster opportunities and advantages in the external environment. The front operational employee must need to be neat and clean with their presentation skills and effective with the process.
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