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I have decided to use the Mercure Birmingham West Hotel as the location of my front desk. This hotel can be found in the United Kingdom at Birmingham road, B70,6RS. According to the learning cycle utilised by KOLB, the front office must possess a variety of skills in order to function properly. First and foremost, I have the hands-on experience that was necessary for me to have while working in the front desk of the Mercure Birmingham West Hotel. When the process is done correctly, providing excellent customer service becomes a top priority; this constitutes concrete experience. Whether or not they will gather customers depends heavily on the quality of the customer service that they provide (Salerni, 2020). 

According to KOLB's learning cycle, the ability to communicate effectively is one of the many skills that I have gained as a result of my time spent here. For the sake of my education, it was imperative that I communicate my information to the client in an understandable manner (Riley et al, 2009). There is also the ability to solve problems, such as when a guest is having difficulty with something and I need to solve it in the most efficient way possible as quickly as feasible. Because the guests are also interested in the possibility of discovering how quickly their issues are going to be resolved using this method, having this talent is necessary.

The KOLB learning cycle includes introspective observation as an important component, which is also an important part of front office work. To begin, given my personal experience working in the front office of a Mercure hotel, the importance of attentive listening cannot be overstated (Hornsby and Maki, 2015). It was necessary to both pay attention to and satisfy the requirements of the clients. A necessary component of adaptability is the capacity to think quickly on one's feet. When dealing with difficult customers, it is necessary to remain flexible. When it comes to the front office, certain employees are responsible for ensuring that everything is in its rightful position, while others are responsible for providing the highest level of service to consumers (Garlick, 2014). As a result of this, effective time management is equally essential in the front office, where everything must be completed in accordance with the deadline.

In addition to this, the theoretical framework of hospitality management needs to have its abstract conceptualization examined (Cox, 2018). This was helpful to me while I was working here. It is practically difficult to provide outstanding work and the greatest customer care to clients who are going to produce both short-term and long-term revenue if one does not know what can be done and what needs to be done. Knowing what can be done and what needs to be done is essentiall (Chen et al, 2021). The management believes that having a solid understanding of conceptual theory is the most important factor in pushing limits to their absolute maximum, which is necessary in order to achieve an advantage or a competitive edge in the market. 

The GIBBs Reflective cycle entails the utilisation of the same methods as were utilised previously. The abilities needed for front office work can be broken down into five distinct categories. The part of the description that focuses on the customer includes customer service, which is an important component for enhancing the total capacity of the customers. In addition to that, the skill of communication is essential for this. 

When it comes to the feelings section of the reflection cycle, the front office managers can benefit greatly from empathising with customers. One can gain a better understanding of the fact that the establishment cherishes the feelings and requirements of its guests by developing their capacity for empathy (Brantley-Dias et al, 2021). In industry there are company like Marriot International where these skills are played for getting the best use of learning these skills. Personally, I know for a fact that it will aid me in my future while knowing different kinds of knowledge regarding this. 

There are three possible components that can make up the analysis for the front office. The work of the team as well as the management of the customer service contributes to the general betterment of the situation, which will help push the limit to the next level in order to achieve an essential increase in the amount of work. There is also a significant emphasis placed on the resolution of conflicts in this evaluation. One can be certain of learning his front-office knowledge into a skill that can be used to real-life issue solving by using an action plan. According to the idea, these are all the talents that are required in order to create an experience of service excellence. It is crucial that this theory be followed.
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	Trip Advisor Review Response 150 words +/-10%

	
Mr. Mark, Please accept my sincere appreciation for the high praise you have given our hotel. Your feedback is highly appreciated and will be used to inspire our staff to continue providing first-rate service.
The hard work and dedication of our staff to making visitors feel at home is reflected in the positive feedback you provided about your recent stay. It's reassuring to hear that our efforts to maintain a welcoming space and provide superior service were appreciated.
Your comments motivate us and teach us what we can do better. We take all comments seriously and strive to go above and beyond for our customers. Please come back to our hotel soon. If you have any feedback or would want to schedule a return visit, please let us know. We care deeply about your wellbeing and comfort.
Thank you for choosing our hotel; we hope to see you again soon!

Yours, 

Mojnu Miah





	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10%

	

Dear Sir,

From core of my heart, I apologise in advance for any mishap that has been done before. As from our hotel management, we take every client seriously and always give the best output from us. As per management policy it is required for us to help client in every way possible. The factors associated with the employee is a must for making the best use of our resources and satisfy our customers.

Let’s move to the problems you have faced during your stay in 26th August. The first problem you have faced is that the breakfast is not top notch. It is our heartfelt sorry for that kind of service we have provided you. However, we have also complimentary breakfast at room. As we have seen you have dine-in late at breakfast time, the suggestion from our hotel management would be to bring the room service to your home. Not only it will help you to get the food as warm as possible it will ensure the quality of food much better than late at time.

The second problem you have faced is that there was a baby crying next to your room. I apologise in advance for such inconvenience. Though if you wanted to upgrade your room, we would be happy to oblige in that matter. And also, the guests who stayed adjacent of your room also given warning as they could enlist that kind of scenario for the child. 

Thirdly the aspects of cleanness in your room is on the question. For this reason, I believe that the main deciding factor is to bring proper choice or prospect on clean room service. Our room are always neat and clean. Though we clean just before check in also for the surety of better service provide to the guest, in your case we are investigating on this matter. Also, if you could attach some photo with it, then it would be great to have detailed answer on this matter. But we are extremely sorry for the matter that we could not satisfy you in this case.

However, for this apology we are offering you 50% discount in your next check in here. Also, we are giving your room extra service in the next visit you are going to have with us. I hope this will aid you for better service as well as better product quality in mind of our room service. Also, I hope you will visit us in your future for further availing the service in mind. Have a nice stay with us.

Sincerely Yours,

Mercure Birmingham West Hotel team





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

	
Element 1 – Pre-Arrival 


	
First of all, the guest service starts from when the customer arrived in the door. From my learning I know the skills required for pre-arrival will be needed in my professional career. Without knowing what can be done for them it is almost impossible for one to provide services. For this reason, service industry starts when the services are provided forward to the customer. For this reason, one can offer many services such as pick up from the location, making ticket or booking ticket for the shows. By using the pre-arrival services one can attract lots of customers in his office as well as in other areas too. For this purpose, one need to establish such as system that it will enhance the overall capacity building of the service quality (Cox, C., 2018). By using proper tools one can use maximum effectiveness to collect client not only from the local but also from the abroad. By using the proper services one can be so sure of asking how customer is selecting their hotel. For this reason, the hotel industry is a great place for learning how customer mindset works. By using proper steps such as advertisement in the booking sites one can enhance the customer service. One can make marketing campaign that will be run by SMART objectives which will focus on bolstering the move of the customer acquisition. But there are some problems too. Too much online presence sometimes can create havoc (Garlick, A., 2014). The falsified review is one of the key factors here which is problematic to deal with. For this reason, proper guest service in online presence should be focused in most of the cases. 


	
Element 2 – Arrival 


	Upon arrival, multiple array of services can be provided to them as per my learning in the hotel I have worked in. For this purpose, we can use different array of providing new types of service. We can also give them natural flow of how they are going to be accepted in the hotel. The invitation as well as guest reception plays a critical role here (Hornsby and Maki, 2015). For that purpose, upon arrival they should be engaged with warm welcome. The process of giving back is also a key determining factor, the process of learning something such as communication skills can enhance the quality of the guest service provider. The solid process of what the guest need and what can be given to them is a critical aspect here. With proper communication skill, one can diversify the knowledge on what can be asked to the guest and how they can get the proper service here. The prospect of giving them the best experience is a must according to Gibbs reflective cycle (Jones et al, 2015). Without understanding the context of what can be given to them it is almost impossible to give them what they need. For this purpose, one need to look for essential steps of understanding customer service. By utilizing time management of proper guest service one can be so sure of providing top notch service to them (Kouprie, 2006). Also, it will help the overall quantity of service handle as well as the customer service excellence will give better service quality perception in the mind of the guest. 



	
Element 3 – Duration of stay 


	
During the stay in the hotel, there are multiple ways guest can be provided with better service which I have seen while working in the hotel. Such as, after arrival and check in to the room, room service will help the overall prospect of giving them one stop service which will be needed for making them more comfortable. They needed to be known the prospect of what facilities the hotel is offering. Without knowing that, it is impossible for someone to know what amnesties is availed by the customer during his tenure in our hotel room (Polayni et al, 2022). By using proper steps one this, one need to acknowledge the fact about service industry stayed on customer satisfaction as well as how recurring customers are bringing more and more people in the service. By using proper method, if the requirement applied the customer should be offered to upgrade the service as well as making the best use of the product line up in this regard. The factor that will be the most essential one here is to check for what can be availed by the guests. The hotel should have some abilities that are good for pushing it further down the line for making the best use of existing service quality and also will be eased solution from them. Another thing that most of hotel ignored is that it can utilize proper steps on how well the guest can be received as well as how they can be treated for longer period of stay (Riley et al, 2009). 

For longer period of stay, one should focus on the prospect of learning how they can take care of those guests who are there to take medical care. Extra facilities like wheelchair can aid the prospect of getting the best use of the service which is essential for making the longer stay there.

	
Element 4 – Departure 


	The departure is the last step in customer service management which is crucial as it needed to be learnt as skill in modern context. In future I want to make the customer service management is a crucial step which dignifies whether the customer will stay there or not. The facts that needed to work there is to recognise whether the prospect of learning this medium is good or bad (Saerni, 2020). Even if the stay in the hotel is average, a good departure can always make significant amount of quality service excellence that will be etched in the mind of the guests. In guests service industry it is needed to give them the quality service that will be essential for making the best use of existing resource. There are some steps that can be taken by the departure schedule program. The sign off program should be easy and skill upgradable. There should be room and other facilities data captured that can be used for future arrival of the guest. There should be taxi services which can be used for making the departure easy. The ticket cutting option from hotel is also a great way how the guests can avail the service. Last but not least, a thank you note for staying in the hotel is always welcoming for the guest so that they become future guest according to the Gibbs Reflective Cycle. 
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Hezekiah Walker concert.

Ihad such an amazing stay and the lovely Yvonne at reception was amazing,
great service and so helpful. The rooms was so comfortable | slept so well.
Caroline at the restaurant was fantastic. She made sure that | had everything |

needed she always happy to help with that lovely smile. | would definitely
recommend this lovely hotel and | will come back again.

Read more v

Date of stay: November 2023




