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	Introduction:
Customer service, operational efficiency, and the ability to convey information clearly and concisely are all crucial skills for anybody working in the hospitality sector, especially hotel managers. Services of all kinds can be found in the hospitality industry. Three steps must be taken before this assignment can be marked as complete. The first step is to keep a learning notebook because being successful in the hospitality industry requires much practice and the desire to go above and beyond for customers. The following paragraphs will take a closer look at a real-world case, complete with comments and replies from the customer and a letter written in response to the customer's complaint. An essay is included as a bonus and should detail how the different phases of a hotel guest's stay  are best handled. The final group of chapters includes this essay.

	This week has taught me a great deal about what it takes to work in the hospitality industry, specifically at the front desk of a hotel. Furthermore, I have gained the requisite expertise and competencies to execute the operational and administrative responsibilities vital to the hotel industry via practical experience. Maintaining a learning journal promotes the application of reflective practice, wherein I evaluate the applicability of acquired knowledge to my individual development goals. Below is my learning log, which follows Kolb's reflective cycle.

Concrete experience: For the duration of my internship, I was tasked with working as a front desk clerk at a nearby hotel. During the allotted time, I was responsible for a wide range of customer service responsibilities, including but not limited to accepting reservations, assisting with check-in and check-out, doing currency conversions, and other miscellaneous activities (Chiu, 2019). I assisted with the initial breakfast delivery and system checks. Every day, I get the chance to interact with a diverse range of people from all walks of life and all corners of the globe, giving me the chance to learn something new and grow professionally.


Reflective observation: My years of experience at the front desk have equipped me with a plethora of knowledge in this field. Good communication has been found to significantly affect both service quality and customer satisfaction. I successfully interacted with clients and coworkers using both verbal and written means of communication. I modified my vocabulary, tone, and degree of formality to appeal to the widest possible audience. My understanding and ability to listen with compassion and understanding have both been considerably enhanced by this training. In addition, I have polished my abilities to excel despite the weight of scrutiny. When there was a large number of people in the lobby at once, the area was filled with a frenzy of activity (Idris et al., 2020). So that I could get everything done, I shifted my strategy, reorganised my priorities, and got to work faster. My work under pressure and ability to prioritise effectively have both greatly increased. In addition, I have developed expert proficiency in the hotel's reservation system, checking in and out guests, handling billing, and running the reporting programme. I have developed traits like patience, civility, sensitivity, and responsiveness via my extensive experience working with customers in a wide range of contexts. The customer base included both pleasant and cooperative people and those who were unpleasant and demanding (Idris et al., 2020). Thanks to the teaching and direction I've gotten, I've learned to keep my cool in stressful situations, deliver professional results, and expertly navigate disagreements and conflicts. My ability to foresee my client's needs and deliver solutions that exceed their expectations is another strength I've developed. My ability to think critically and creatively across fields has increased immensely. Challenges such as software issues, consumer complaints, insufficient staff, and unexpected events have plagued me throughout my career. Expertise in analysing issues, determining their root causes, proposing remedies, weighing the merits of each approach, and putting into action the most fruitful ones has been perfected. My ability to collaborate with others and seek assistance has also improved.

Abstract conceptualization: At the front desk, one needs an inventive mix of technological, interpersonal, and cognitive skills (Hanisyah et al., 2023). Mastery of these abilities is crucial for providing outstanding service, making an impression on customers, and driving business growth. There is a wide range of opportunities and challenges for professional and personal growth for those who choose to work in this business, each with its own benefits and drawbacks.

Active experimentation: Working at the front desk has given me skills and insight that will be useful in other areas of my life. My goal is to enhance my linguistic abilities by studying and mastering the aforementioned four domains. I intend to actively seek out the opinions of those around me in order to improve my interpersonal communication skills. The purpose of this work is to enhance my ability to provide excellent customer service by making me a more pleasant and helpful person, increasing my efficiency and effectiveness, and encouraging me to take more initiative. It has always been a desire of mine to gain knowledge from industry leaders (Shin et al., 2019). I believe that by challenging my mind to its fullest extent, I will be able to grow my analytical and creative skills, building the groundwork for a more solid and proficient cognitive framework that facilitates critical thinking and the solving of complicated problems.
I intend to practise in a risk-free online environment using tools like case studies, simulations, and games. Furthermore, I will make it a priority to pursue educational and training opportunities that will help me develop the skills I need to meet the problems I may face in the future. Another area that I'd like to improve is maintaining my composure under duress (Piccoli et al., 2019). When I'm stressed or anxious, I try to take a few deep breaths, meditate, and listen to soothing music. A calendar, planner, or smartphone app can ensure I never miss a crucial deadline again. I am interested in expanding my knowledge of the finer points of delegating and outsourcing so that I can better apply them to my own business.

It is my sincere desire to employ these abilities in my pursuit of a career as a front-desk professional or service provider.






	
[image: UWTSD new Logo]

Component Two 

	

	

	

	Trip Advisor Review Response 

	
Dear Agnieszka Hadam,
The Ibis Budget London Barking staff appreciates your 5-star rating of your recent stay. Thank you for being honest with us, and we are thrilled to hear of your great experience. The Ibis Budget London Barking frequently scores highly in customer satisfaction surveys and reviews (Solomon, 2016). 

We value feedback from satisfied clients who have worked successfully with our agents. We are proud of our extraordinary service to our distinguished clientele as a cohesive unit. Therefore, if your experience with us exceeded your expectations, we'd love to hear from you. We hope you enjoyed your stay and found our hotel to be a relaxing getaway. We are humbled by your praise of our breakfast offerings. 

We can't tell you how much we value your assistance. Thank you for the great review of our hotel. We appreciate you choosing the Ibis Budget London Barking and taking the time to share your thoughts with us. 

Regards
General manager
Ibis Budget London Barking




	TripAdvisor review screenshot: 
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Figure: Ibis Budget London Barking customer review (Tripadvisor , 2023).

	

	

	

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

	Ibis Budget London Barking
Highbridge Road Essex, Barking IG11 7BA England,
Mr Ronald Federick,
17 Trinity court, 
Swansea
SA1 2AR

Dear sir, 
I trust that you are doing well and enjoying yourself as this email is being delivered. Due to this rationale, it is paramount that I convey my genuine gratitude for the effort and contemplation you invested in providing feedback regarding your recent interaction with our institution. Much can be gleaned about the desires and requirements of our users from the feedback and recommendations they provide.

Kindly accept my sincere contrition for any inconvenience caused by your utilisation of room 205 on the evening of August 26th. I pledge to devote my complete attention to addressing your concerns and will do my utmost diligence. Kindly accept my sincere contrition if the breakfast we served you on Sunday was not to your satisfaction. The diners' anticipation of a pleasurable and satisfying gastronomic encounter was not fulfilled at our establishment. The chef has been duly notified of the user's inquiry and is currently making efforts to enhance the brunch menu. We spare no effort to guarantee that each and every one of our clients has a memorable meal.

Kindly accept my sincerest apologies regarding the disruptive level of infant commotion that has been emanating from the adjacent room. We regret to inform you that as a result of this unfortunate incident, we are unable to provide the tranquil ambience that we typically maintain. Presently, cutting-edge soundproofing techniques are being implemented by specialists in an effort to mitigate the effects of future incidents. The revelation of the deplorable conditions and concomitant sanitation concerns in room 205 sent chills down my spine. We would like to extend our sincere apologies if the level of hygiene observed throughout your stay did not meet your expectations. The hotel is diligently ensuring that every visitor's room is immaculate throughout the duration of their stay (Morgeson et al., 2020).

Your feedback will assist us in the development of more effective instruments for your benefit. We highly value user feedback and input in our continuous effort to improve the quality of the website for all visitors. An immediate response is necessary to avert this from occurring again (Van Herck, 2021). We would like to extend our sincerest contrition if your prior encounter with us failed to meet your elevated expectations. We express our sincere apologies for any inconveniences that may have occurred during your stay with us and assure you that we will make every effort to ensure that it is an unforgettable experience (Decock and Fastrich, 2022). To demonstrate our dedication to attaining a favourable resolution, we are pleased to offer a complimentary accommodation night at our establishment. It goes without saying that you will receive the same level of VIP treatment upon your arrival as we do for all of our distinguished visitors.

Please feel free to reach out to me directly with any inquiries or apprehensions regarding the provided accommodations. Through meeting all of your requirements, we aim to exhibit our commitment to ensuring your comfort and satisfaction.

We appreciate your seriousness in reviewing our hotel. It is with great delight that we accommodate your stay at our lodgings. We eagerly await the opportunity to extend a heartfelt greeting and surpass your expectations with our service in the near future.

Regards,
General member 
Ibis Budget London Barking






Component Three:
	
Element 1 – Pre-Arrival 


	An entire hotel stay's ambience is formed before the guest's check-in, underscoring the critical nature of the hours and minutes preceding their arrival. Ahead of time, the hotel's management and staff are readily accessible to respond to inquiries and attend to apprehensions expressed by potential guests (Tesone, 2012). After a visitor has made a reservation, arrangements for their stay can be made in advance. A reliable reservation system is critical for efficiently overseeing and coordinating visitors' unique details, preferences, and requirements. Effective communication with visitors is of the utmost importance (Sann and Lai, 2020). This category includes responsibilities such as greeting guests, responding to their inquiries regarding the hotel, and making accommodations for their needs. Successful personalisation requires the proactive collection of visitor information and preferences. By providing comprehensive communication during the reservation, hotels can guarantee that patrons are furnished with accommodations that fulfil their expectations and feature the desired conveniences. 

To establish a favourable initial perception among visitors, ensure that all operational aspects are in order before arrival. Hotels bear a distinct responsibility to safeguard the personal information of their patrons due to the delicate characteristics of this data. Maintaining trust requires the implementation of rigorous data security protocols and ethical user management practices (Tesone, 2012). Ensuring the accuracy of information about invoicing procedures and payment methods accelerates the check-in process. By maximising the use of property management and visitor relationship management technologies before the arrival of guests, businesses can increase their profits. The hotel's achievement can be attributed mainly to its ability to customise its guests' experiences beforehand (Vallen and Vallen, 2013) . It is difficult to strike a balance between personal privacy and freedom.


	
Element 2 – Arrival 


	Hotel patrons consider the "arrival" phase of the client life cycle most critical. An effective check-in procedure and a favourable initial perception are contingent upon the level of preparation and execution that goes into this stage (Sann and Lai, 2020) . An amicable and cordial salutation can be the cornerstone of establishing a positive initial perception. Ensuring a streamlined sign-in procedure is critical. Generally, travellers arrive with various conflicting emotions, including relief and exhaustion due to the ordeal they have just endured  . The room designated for the guest will be expected to mirror their preferences and any pre-communicated specific demands (Vallen and Vallen, 2013). An assured method of creating a memorable impact on guests is personalising their accommodations according to their tastes and preferences. In general, paying the account is considered equivalent to checking in (Verevka, 2019). Upon its presentation, a comprehensive elucidation of the bill will increase the likelihood that patrons will decide to revisit it. 
How patrons are received upon arrival is critical to their overall contentment. Tensions may arise if the check-in procedure is prolonged, guests encounter difficulties entering the hotel, or instructions must be clearly defined (Kumar, 2021). Modern hotels should thus emphasize punctuality and efficacy. When clients enter a commercial establishment and are greeted personally, taking into account their preferences and past engagements, they are assured of exceptional service. Each hotel visitor is deserving of the five-star treatment that a celebrity receives. The implementation of touchless, expedited check-in technology holds the capacity to elevate the overall passenger experience significantly (Verevka, 2019). Therefore, it is essential to ensure that these systems operate correctly.



	
Element 3 – Duration of stay 


	During the guest's stay phase of the customer life cycle, the duration of their stay becomes a critical determinant (Dewnarain et al., 2021) . During this period, the hotel will accommodate each client's needs to guarantee a tranquil and pleasurable sojourn. At all times, the rooms must be immaculate and well-maintained for the convenience and satisfaction of the guests. The cleaning staff will maintain a clean and orderly state of their accommodations at all times during the duration of their stay by the cleaning staff. Hotel patrons ought to be granted access to an all-encompassing array of amenities specifically engineered to enhance the convenience of their sojourn. Staff members must exhibit concern for patrons by providing suggestions and making an unwavering effort to satisfy customers' desires and curate an unforgettable encounter. Guests may encounter emergencies about service or maintenance at any juncture during their sojourn (Verevka, 2019). Active client feedback is the most effective way for hotels to enhance their services throughout their stay, from check-in to checkout.
Developing visitor loyalty and obtaining positive ratings can result from implementing effective management practices during the stay phase, which comprises most of the visitor's experience(Kumar, 2021). Securing and sustaining exceptional service for a guest's sojourn is critical. Organisations can ensure their patrons have an exceptional experience throughout their interaction by following a tried and proper procedure. Optimal customer satisfaction and the efficient processing of requests are contingent upon the seamless exchange of information between staff and patrons (Dewnarain et al., 2021) . Technological advancements can significantly improve the quality of service rendered to visitors, as exemplified by keyless entry systems and in-room control mechanisms. To optimise visitor experience, technology integration ought to be understated yet conspicuous.

	
Element 4 – Departure 


	Departure, the final interaction between the visitor and the hotel, holds significant importance within the customer life cycle (Xiang et al., 2022). Today, operations must be well-managed to make a positive and enduring impression on clients. Establishing an efficient and streamlined processing system is of utmost importance. Preventing guest frustration requires accurate billing information, expedited checkout times, and convenient payment alternatives(Praharaj et al., 2023). No surprises or hidden fees may occur during the invoicing procedure. Ensuring accurate reporting of all charges accrued by visitors on their final bills is of the utmost importance. The hotel bears the obligation to apprise guests of any supplementary charges that may be incurred when utilising facilities such as the minibar and room service. There has been a suggestion that the hotel actively seeks guest feedback during checkout (Praharaj et al., 2023) . Potential strategic alternatives involve the implementation of a consumer feedback and suggestion collection platform. One can cultivate a favourable and enduring perception by inviting visitors to return and expressing appreciation for their sojourn. 
Ensuring a seamless and uncomplicated visitor checkout experience is paramount to cultivating a positive perception of the hotel (Kim et al., 2012). A smooth purchasing process will significantly decrease the time customers spend in the queue and increase their level of satisfaction. Ensuring the ultimate costs are accurate and transparent is of utmost importance (Praharaj et al., 2023). Potential causes for visitors' discontentment may include misinterpretations or issues about their invoices. The profundity of the farewell and the greeting that a guest is extended can have a substantial influence. Adopting an authentic and adequately trained approach to guest relations is vital (Moyeenudin and Anandan, 2021). In order to maintain a positive reputation, a hospitality enterprise must consistently evaluate and improve its performance across an extensive array of metrics.




	Conclusion
Through this experience, it has gained invaluable knowledge of the hospitality business and refined essential abilities for a future in hotel management. The report examined the most influential factors on visitors by analysing student diaries and real-world responses like TripAdvisor reviews and complaint letters. Keeping a journal is an excellent approach to remind oneself of the value of introspection, growth, and improvement. TripAdvisor reviews are a great example of how to show gratitude totheconsumers. On the other hand, the company's response to the formal complaint letter exemplifies the value of customer empathy, transparency regarding issues, and dogged pursuit of satisfactory resolutions. The third section of the report dissects the trip into its constituent pieces. The sum is greater than the parts, and the audience feels this effect. Any student or professional interested in a career in hotel management would benefit significantly from working on this project.
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Fantastic!

I'had an absolutely fantastic stay at this hotel. The staff was incredibly friendly
and helpful, always going out of their way to assist. The rooms were spotless and
comfortable, with the added bonus of clean towels provided daily, ensuring a
pleasant stay. The breakfast, though small, was incredibly tasty and served as a
perfect start to the day. | wholeheartedly recommend this hotel to anyone.
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Date of stay: August 2023

00000 Value ©0000 Rooms
OO Location Cleanliness

90O Service o0 O Sleep Quality





image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




