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Reflective Journal Entry - Gibbs Model of Reflection

During my placement at the Best Western White House Hotel in Watford, I had the opportunity to work within the front office department, gaining valuable insights into the hospitality industry (Bardi, 2011, p. 73). My responsibilities included meeting team members, handling guest check-ins and check-outs, managing various payment methods, and serving at the reception bar until midnight. Additionally, I learned to handle reception calls efficiently and many more other useful skills. 

Feelings and Emotions:
Embarking on this placement, I felt a mix of excitement and nervousness (Tesone, 2010, p. 45). The fast-paced environment presented challenges in managing guest inquiries, check-ins, and check-outs, especially during peak hours. However, as I became more adept at these tasks, a sense of accomplishment and confidence replaced initial apprehensions. Of course, at first I was nervous to talk to customers, but with time it became easier and easier as I have gained more knowledge about what the conversation guidelines were. 

Evaluation of Performance and Skills:
Reflecting on my performance, I identified strengths in multitasking and problem-solving (Corgel et al., 2011, p. 112). The ability to handle diverse payment methods, such as card, cash, and online payments, showcased my adaptability (Bardi, 2011, p. 89). However, there were areas for improvement, particularly in refining my efficiency during peak hours and enhancing conflict resolution skills (Hammer, 2016, p. 52). For example, if some customer would have a complaint at first it was hard to give a pertinent reply and I seemed willing to solve any issue even if it wasn’t the hotel responsibility. 

Impact on Understanding of Front Office Role:
This placement significantly deepened my understanding of the front office's pivotal role in shaping the guest experience (Tewan, 2009, p. 78). Effective communication and professionalism emerged as linchpins for ensuring guest satisfaction. Interactions with guests and colleagues underscored the importance of creating a welcoming and efficient environment to foster positive impressions.

Ethical and Cultural Considerations:
Encounters with guests from diverse backgrounds emphasized the importance of cultural sensitivity (Solomon, 2018, p. 105). There were instances where careful handling was required to respect individual preferences and cultural nuances. Navigating these situations taught me the significance of inclusivity in providing exceptional customer service. For example, some people would have a very strong accent and it was very difficult to understand and come up with a solution. Once, I relaxed and wasn’t stressed about being able to provide a solution it became much easier and even if they had to repeat themselves, it wasn’t a problem. 

Key Lessons Learned:
The key lesson from this placement is the critical role of effective communication and adaptability in the hospitality industry (Corgel et al., 2011, p. 78). Each guest interaction is an opportunity to create a positive experience, and professionalism is essential in maintaining the hotel's reputation. Cultural awareness and sensitivity contribute to a more inclusive and respectful environment.

Influence on Perception of the Hospitality Industry:
This experience has positively influenced my perception of the hospitality industry (Bardi, 2011, p. 102). It goes beyond the visible tasks of check-ins and check-outs, highlighting the intricate dance of service, communication, and cultural awareness. The industry's dynamic nature demands continuous learning and adaptation, shaping my view of it as a challenging yet rewarding field.

Personal and Professional Development:
Professionally, this placement enhanced my customer service skills, honed my ability to handle diverse situations, and improved my adaptability (Tewan, 2009, p. 96). Personally, I gained confidence in managing challenging scenarios and developed a greater appreciation for teamwork and effective communication.

Action Plan for Future Improvement:
To continually grow in the front office area, I plan to enroll in additional training programs focused on conflict resolution and cultural sensitivity (Solomon, 2018, p. 128). Regularly practicing scenarios related to peak hours will refine my efficiency. Seeking feedback from mentors and colleagues (Bardi, 2011, p. 115) will provide valuable insights for ongoing improvement. This commitment aligns with the principles outlined in 'Revenue superstar! The simple rules of hotel revenue management' by Hammer (2016, p. 22).

In conclusion, my placement at the Best Western White House Hotel has been a transformative learning experience, guided by principles from various essential texts in hospitality management (Corgel et al., 2011; Tewan, 2009). It has solidified my passion for the hospitality industry, imparting invaluable skills and perspectives that will undoubtedly contribute to my future success in this dynamic field.
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	Trip Advisor Review Response 150 words +/-10%

	

Hi Siobhan,

Thank you so much for your delightful review! We're thrilled to hear that you found our location convenient and enjoyed the great staff, beverages, snacks, and clean rooms during your stay at Best Western Watford. Your positive feedback is truly appreciated, and we're excited to have made your visit enjoyable.

Regarding the fluctuating prices, we understand your concern and sincerely apologize for any inconvenience. We continuously strive to offer the best value for our guests, and we appreciate your understanding.

We're delighted to hear you'll be staying with us again in two weeks! Your loyalty is the highest compliment, and we look forward to providing another wonderful experience.

Thank you for choosing us, and we can't wait to welcome you back!

Best regards,
Sefora Hoszu
Best Western White House Hotel in Watford
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	Letter of complaint response 500 words +/- 1-%

	
FROM: Best Western White House Hotel
Upton Road, Watford UK
WD18 0JF
20th February 2024

TO: Mrs. Joanna Blake
558 Longford Road
Swansea
SA1 2AR

Subject: Response to Your Recent Complaint



Dear Mrs. Blake,

I hope this letter finds you well. I am writing to acknowledge and address the concerns you raised in your recent letter regarding your stay in room 330 at our hotel. First and foremost, please accept our sincere apologies for the disappointment and dissatisfaction you experienced. Your feedback is invaluable, and we take it very seriously.

We are genuinely sorry to hear about the cleanliness issues you encountered during your stay. Maintaining a clean and comfortable environment is a top priority for us, and I assure you that we are investigating the matter with our housekeeping team to ensure this lapse is rectified immediately. Your experience does not align with the high standards we aim to maintain, and we will take immediate corrective actions to prevent any recurrence.

Regarding the Wi-Fi service, I understand how crucial a reliable connection is, especially for work-related activities. We are currently reviewing and upgrading our Wi-Fi infrastructure to provide a more stable and efficient service for our guests. Your feedback highlights an area for improvement, and we appreciate your patience as we work towards enhancing this aspect of our services.

I am truly sorry for the excessive noise levels you endured during your stay. Our commitment to providing a peaceful and restful environment was unfortunately not met in this instance. We are implementing measures to address noise disturbances and enhance the overall comfort of our guests, including a thorough review of our policies and additional staff training to manage noise-related issues more effectively.

Concerning your experience with our customer service, I am disappointed to hear that our staff members were unresponsive and unhelpful. This is not reflective of the service standards we aim to uphold. Rest assured, we are conducting an internal investigation to identify the staff involved and provide additional training to ensure all team members are equipped to handle guest inquiries and requests more effectively.

Your feedback is crucial in helping us identify areas for improvement, and I assure you that we are taking immediate action to rectify the issues you raised. We genuinely value your patronage, and I hope you will consider giving us another opportunity to showcase the true level of service and hospitality we strive to provide.

In light of your concerns, I would like to extend an invitation for you to return as our guest. We will ensure that your next stay is not only comfortable but exceeds your expectations. Please contact me directly at [Your Contact Information] so that we can personally oversee the arrangements for your return visit.

Thank you once again for bringing these matters to our attention. We appreciate your understanding and the opportunity to address these concerns directly. We look forward to the possibility of welcoming you back and restoring your confidence in our hotel.

Sincerely,

Sefora Hoszu
Reception Team
Best Western White House Hotel

















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

Introduction:
The hotel front office serves as the frontline interface between guests and the establishment, making it a crucial department in ensuring a positive guest experience. This essay explores the essential skills required to excel in the hotel front office operation, drawing from relevant literature and personal experiences during a placement at the Best Western White House Hotel. Beyond the traditional roles of check-ins and check-outs, the front office demands a nuanced skill set that transcends routine tasks, encompassing aspects of customer service, communication, organizational prowess, and adept problem-solving. The identified key skills include customer service, communication, organizational, and problem-solving skills.
As guests embark on their journey of hospitality, their first point of contact is often with the front office staff, creating a profound influence on the overall guest experience. This essay seeks to unravel the layers of skills required for front office excellence, shedding light on the intricate dance of professionalism and efficiency required in this dynamic setting. The exploration of these key skills not only relies on academic discourse but also intertwines with the fabric of practical experiences encountered during my tenure at Best Western White House Hotel, adding a tangible and insightful dimension to the discussion.
	
Key Skill 1 – Customer Service Skills  


	Customer service is the cornerstone of successful front office operations in the hospitality industry (Bardi, 2011, p. 73). Delivering exceptional customer service involves understanding guest needs, anticipating preferences, and ensuring overall satisfaction. During my placement at Best Western White House Hotel, customer service skills were paramount in creating positive interactions with guests. Greeting guests warmly, actively listening to their inquiries, and providing assistance were daily practices to enhance their experience.

Industry example: A notable instance where customer service skills played a crucial role was during a guest's check-in. The guest had specific preferences, including a quiet room and dietary restrictions. Leveraging effective communication and attentiveness, I ensured their preferences were met, enhancing their overall satisfaction.

	
Key Skill 2 – Communication Skills 


	Effective communication is vital in the hotel front office, involving interactions with guests, colleagues, and other departments (Tesone, 2010, p. 45). Clear and concise communication fosters a positive environment and contributes to seamless operations. My experience at Best Western White House Hotel underscored the importance of communication skills, both verbal and written. Answering phone calls at the reception, responding to emails, and providing accurate information required articulate communication.

Industry example: During a peak check-in period, a guest arrived early, and their room was not yet ready. Utilizing effective communication, I explained the situation, offered alternatives, and ensured the guest felt informed and valued, mitigating potential dissatisfaction.

	
Key Skill 3 – Organisational Skills 


	Organizational skills are essential for managing multiple tasks simultaneously in the dynamic front office environment (Corgel et al., 2011, p. 112). Efficient organization ensures smooth check-in and check-out processes, reservation management, and handling administrative tasks. In my role at Best Western White House Hotel, organizational skills were crucial in managing bookings, coordinating room allocations, and handling various administrative responsibilities.

Industry example: During a high-demand period, effective organizational skills were demonstrated in managing a large group check-in. Coordinating room assignments, ensuring accurate documentation, and providing a seamless check-in experience showcased the importance of organization in enhancing operational efficiency.

	
Key Skill 4 – Problem Solving Skills 


	Front office staff often encounter unforeseen challenges that require quick and effective problem-solving (Tewan, 2009, p. 78). Problem-solving skills are crucial in resolving guest issues promptly and efficiently. At Best Western White House Hotel, instances arose where guests faced issues such as room preferences, billing discrepancies, or service complaints, necessitating prompt and effective problem-solving.

Industry example: A guest reported an issue with their room's air conditioning. Applying problem-solving skills, I promptly liaised with maintenance to address the problem, offered the guest an alternative room, and ensured the issue was resolved to their satisfaction, mitigating potential dissatisfaction.



Conclusion:
In conclusion, the hotel front office demands a diverse set of skills for successful operations and guest satisfaction. Drawing from literature and personal experience at Best Western White House Hotel, this essay has explored key skills, including customer service, communication, organizational, and problem-solving skills. These skills are not only vital for efficient front office operations but also contribute significantly to creating a positive and memorable guest experience. Continuous development and refinement of these skills are crucial for individuals aspiring to excel in the dynamic and demanding environment of the hospitality industry.
As the curtains draw to a close, the conclusion of this essay echoes the perpetual evolution and refinement of these skills. The hospitality industry, akin to a living organism, demands adaptability, continuous learning, and a commitment to excellence. It beckons aspiring individuals to embrace the dynamic interplay between theoretical knowledge and practical application, as showcased through personal experiences at Best Western White House Hotel.
In the grand finale, the call to action is sounded – for hospitality professionals to not only recognize the melody of these key skills but to continually refine and elevate their performance. The journey within the hotel front office is an ever-evolving symphony, and as the protagonists, armed with the insights garnered from literature and experiences, we are poised to compose harmonies that resonate with the hearts of every guest who steps through the threshold of hospitality.
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