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	Working within the hotel administration and front office division of a hotel requires vital skills, for instance adaptability and innovation due to the ever-growing demand within the hospitality industry for both pleasure and business usage (Soelton, 2018). Workplace progress and development depends on self-initiative, Ghaye (2010), further explains that the study of reflective practice benefits businesses as a whole due to employees being able to become adaptable and reliable. Reflective practice takes place through the method of an individual witnessing their day-to-day activities to formulate an in-depth evaluation; to become more aware of one’s actions (Amulya, 2004). Being directly involved within the hospitality industry professionally and for educational purposes I have become mindful of the necessary need to develop the required skill set, Abdulwahed and Nagy (2009), outline how Kolb’s learning cycle allows individuals to navigate through a four-step cycle of reflection to end up effectively progressing personally.  

Studying the receptionist’s sector throughout my placement showcased the extensive work and skill sets essential to maintaining brand and customer standards within the hotel administration and front office (Receptionist | Explore careers, 2019). I have experienced the obligation to be customer literate, receptionist have an impactful first and last impression on customers which in turn influences their whole stay within the organisation, Shiells-Jones (2012), continues to explain why it is vital not to be repetitive and to treat all customers individually. Knowing the mandatory skills to successfully deliver the receptionist role, I took the next step in Kolb’s learning cycle to determine how I would present this throughout my placement and how it would assist me professionally developing my career (Garduno, 2009). Bhonsle (2022), states how successfully advancing within the hospitality industry relies on an individual’s ability to adapt their soft skills, knowing the foundation requirements to work within hotels sets me a higher chance on effectively progressing my soft skills to professionally climb up to a respectful position in the industry. 
A concierge and a porter’s roles can play hand in hand depending on the business, at my current place of work (The Morgans Collection) the role of the day porter is also to act as a concierge, amplifying customer satisfaction and being a necessary helping hand is the priority of both roles (Putra et al, 2020). Personally, through witnessing and participating in the daily roles of a concierge and porters I have learned the importance of being noticed and accommodating for all customers and staff, having the added effect of a welcoming concierge, or obliging porter gives clients the wow factor and separates this business from its competitors which is vital in an aggressive industry (Yong Kim and Oh, 2004). The hospitality industry stresses a concierge employee to have the enhanced skill of flexibility; through day-to-day errands dealing with hundreds of customers were no two are the same (Liana et al, 2012).

To successfully progress and grow an enterprise, constant evaluations on finance and business sales as a whole successfully and profitably develops the establishment within the hospitality industry (Abdulsaleh et al, 2013). General financial tasks happen daily within a hotel outside the original designated finance departments, I witnessed this through my placement on reception where everyone has responsibility with ensuring banking and cash flow is accurate alongside sale reports (Babajee et al, 2021). As proven during my placement, morning analysis of previous day sales and confirming all banking was done accurately is an important task for the reception team, Masten (1998), further endeavours that checking cash flow at change over during the day and on the night shift adds an extra security blanket making the margin for error a lot smaller. More money literate skills have been made apparent and using Kolb’s reflective practice I have been able to adapt hard and soft skills to tackle all financial tasks assigned to me at placement. 

As demonstrated throughout my reflection on my placement, soft and basic skills are necessary to complete all rudimentary hotel administration and front office tasks to smoothly run and partake in a working hotel. These ‘basic’ skills need further developing and progression to adapt personally and professionally as a business within the hospitality industry. In my time at The Morgans Hotel I have been able to successfully reflect on how to become a more efficient employee within the industry, following brand and industry standards I have been able to adapt my personal soft skills to become a perfect candidate aware of my weaknesses and strengths and how I would develop myself further to match the expectations of the industry in the future when they advance.
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	Trip Advisor Review Response 150 words +/-10%

	Good afternoon Michaela,
Thank you so much for choosing to stay at Morgans Hotel for your special birthday celebration and taking the time to write us such a positive review online after your stay. Firstly, I would like to take a second to address and apologies for the issue that occurred when you first arrived in your hotel room, however I am very happy our team were able to resolve the issue quickly and professionally for you and move you to a different room. After the unlucky incident I am glad to hear you enjoyed the rest of your stay and it was topped off with our finest continental breakfast. We hope you enjoyed your birthday stay with us at Morgans Hotel and we hope to see you again in the future! 
Yours sincerely, Morgans Collection Reception 




	(Michaela – Trip Advisor Review, 2023)[image: ]

	

	

	

	
Letter of complaint response 500 words +/- 10%

	Monday 4th September 2023
Dear Mr Ronald Federick,

Firstly, I would like to thank you for taking the time to contact our company regarding the issues that occurred and led to a disappointing stay with us on Saturday 26th August, we are very sorry the standards you faced from our establishment did not meet your expectations. All of your complaints have been seriously discussed and assessed throughout all our hotel departments so we can ensure our future customers leave satisfied. I personally take full responsibility for the matters that occurred without management knowledge of the company’s standards being unobtained.

You first stated your dissatisfaction with the breakfast you were served on Sunday morning, it is our company standard and industry requirement that all our guests receive the best and warmest meal to start there day every morning without failure. Unfortunately, you did not receive this necessity, so an investigation was carried out to determine why our standards dropped this particular day and staff have been retrained to ensure this does not happen again and extra care is taken towards our customers experience and expectations.

In an event there is a possible noise disruption throughout the night for our customers our reception staff are trained to warn guests before arrival (days before checking in) so it does not become an unexpected disturbance and we can offer you a different hotel room if available. I would like to extend my deepest apologies that this wasn’t the case for your night stay as it was an unexpected occurrence, all our night staff have been informed of the affect this night has had on your stay so if they are to ever hear disturbances they can professionally attend to the customers in the room.

Our housekeepers go through excessive training and courses at our establishment to uphold the highest of brand and customer standards, we apologise as this is not what you witnessed on Saturday the 26th of August. A meeting took place between  me and the company’s head housekeeper to discuss the lack of professionalism and care within our staff and their current output on the job. An extra course has been made mandatory to all our current and new employees of the hotel sector to ensure this issue does not reoccur, I and other members of management will also be participating in random drop searches on rooms after housekeepers have cleaned them to ensure our businesses standards are not being dropped and a matter like this never reoccurs.

Although your experience did not reach your expectations at our establishment on Saturday 26th August I wish to offer you a discounted rate for your next visit (we start our discounted rates at 25%), I hope this will show you our true values and the customer quality and care we have to offer and in turn prove how seriously we have taken your complaint and how quickly all our staff members have acted to improve the hotels overall excellence.

Please accept our sincerest apologies on the upset you faced, and we hope to maintain you as a loyal customer. We look forward to seeing again and next time we know you’ll have experience which will far extend you opinions and standards of our hotel. 

Yours Sincerely, 

Megan Pallant

























Component Three:
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Writing in essay format 

	Element 1 – Pre-Arrival

	The hospitality industry is in demand to continuously adapt to the everchanging world, thanks to modern world technology the first initial customer impression on a hotel is just a click or tap away which can either have huge positive effects or disastrous negative effects on the business (Mikkulaynen, 2016). Constant social media and online interactions from businesses creates a reliable impact on consumers, enhancing the first impression experience, this is valuable towards the amount of progressive income the company sees subsequently generating a honest connection between business and consumer due to the number of daily customers approaching the hotel (Hirokawa and Hashimoto, 2018). Tailoring businesses on its own personal website is a vital part of dominating the hospitality industry, creating easy and quick access for customers where they can indulge in all aspects of the hotel creating an encouraging review to explore further leading to supporting the business with a stay (Wong Winnie, 2014).

Partnerships with various organisations and websites create exciting opportunities and possible heightened customer income for organisations, also with positive partnerships with popular and successful businesses continues to create optimistic and reliable relationships with customers indirectly however all leaving an exciting and constructive mark (Martínez-Costa et al, 2018). The framework of the industry highlights the importance of the first stage, pre-arrival, cementing positive outlooks and willingness to indulge further within the organisation, it has always been a vital stage of the customer journey to create the best first, first impression possible so customers enter the hotel feeling excited and optimistic about the business and their stay (Kazandzhieva et al, 2017).


	Element 2 – Arrival 

	Negative first impressions linger and lead to a bad experience with the slightest of inconveniences causing a destructive response, whereas welcome and warm first impressions make the customer think they are fully emersed in the experience and they are the centre of attention, generating positive reactions and overwhelming thankfulness towards the businesses brand and staff (Yamamura et al, 2010). Not only must a first impression succeed the expectations of a visitor it is vital all the information a customer sees pre-arrival is true to form meaning all websites, booking forms and social media platforms haven’t exaggerated the hotels services and structure creating misleading advertisements and resulting in a negative impression on arrival (Rule and Ambady, 2010). 

The hospitality industry expects all businesses within the trade to offer exceptional service towards all the coming and going of all worldwide tourists to exceed customer satisfaction and result in repeat business, a front office receptionist is the first interaction one will be involved with at the hotel, generating warmth and controlling emotional expression sis the best way to continue successful first impressions and continue warm interactions throughout a consumers stay (Grandey et al., 2005). 


	Element 3 – Duration of stay 

	During the stay loads of variations come into play to determine the lasting  point of view and overall satisfaction a customer will feel towards the establishment, Rundle‐Thiele (2006), explains that feeling accepted and welcomed is the vital part to retaining customer loyalty and ensuring customer standards are exceeded constantly throughout their visit. To secure customer enjoyment during the duration of their stay all types of service a consumer interacts with must maintain and surpass the company’s standards, meaning with a food and beverage service where a customer has to pay additional charges exceptional service must come hand in hand with it (Rohlfs and Kimes, 2007).

For the hospitality industry to maintain an overwhelming dominance in the world all minor and major complaints, which can affect the industry as a whole and all the smaller businesses within must be handled with the most urgency and professionalism (Gruber et al, 2009). Handling any sort of complaint or feedback from a customer creates a great window of opportunity to further succeed expectations and produce a heightened experience, additionally it allows management to asses all departments where complaints have come from and improve the business not just in individual sectors but as a whole to increase platform in the hospitality industry, Constantin, Valentina and Alexandru (2019), continue to elaborate how handling complaints professionally have a higher chance of creating a loyal customer base than ones with just an ‘okay’ stay.


	Element 4 – Departure 

	On departure, it is the hotels’ final chance to leave a lasting impression on a customer’s expectations and review, it is also vital on check out that the hotel amplifies the service towards the consumer, so they feel that have been fully indulged in the service and experience they are paying for, getting the best quality offered in the brand standards (Carbone, 2010). Nicoleta – Cristina () clarifies the significance of customer satisfaction measures to keep a loyal customer base but also promote the values of the business, in the hospitality industry it is vital to express individual standards throughout every aspect: business ideologies, employees and customers, which all come hand in hand to determine the overall satisfaction (Nicoleta -Cristina, 2008).

To make sure customers leave happy even with possible complications throughout their stay is ensuring a smooth check out and insisting they do not forget about their memorable stay, this is administered through the reception team participating in email marketing (Peters, 2007). Email marketing transmitted in a visually pleasing way captures the attention of all regular and past customers who are further enticed by the ‘welcome back discount’ which makes all customer feel appreciated by their current stay at the hotel (Jenkins, 2008).The overall importance of a customer’s journey is to ensure the customers feel the most important and centre of attention, and any issues flagged throughout and after the stay are handled professionally and used to create an even better experience at the establishment and in the hospitality industry,  
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Luxury, professional, comfortable. Almost didn't leave!

We booked the Morgans to celebrate my birthday - there was an issue with the shower so we were moved
instantly, everything was handled so quickly and professionally. The rooms are gorgeous and so clean
and had everhthing we could need and more! | almost didn't go on my night out | was so comfy!! Breakfast
in the morning was lovely with a choice of continental options while we waited for a hot order, even the
items in the continental were local produce and the quality was just top notch. | wouldn't hesitate to go
back.

Read more v

Date of stay: September 2023

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews as part of
our industry-leading trust & safety standards. Read our transparency report to learn more.
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