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INTRODUCTION
The goal of this learning log is to use reflective practise informed by Donald Schön's concept of reflection to investigate the fundamental abilities necessary for success in the varied field of hotel front office management. Working in the front desk of a hotel requires a wide range of skills due to the dynamic nature of the industry. Using both first-hand experience and theoretical frameworks, I will examine and reflect on my own knowledge, abilities, and growth in the development of these key skills throughout the course of my diary. My goal in doing so is to improve my overall preparedness for a job in the hotel industry by learning more about how these abilities contribute to efficient hotel management.
KEY SKILLS REQUIRED IN HOTEL FRONT OFFICE
· Communication
Hotel front offices operate on good communication. Front desk professionals meet guests, colleagues, and vendors daily. Answering inquiries, resolving conflicts, and informing guests and team members requires clear, compassionate communication (Baum and Devine, 2007).
· Customer service
Excellent customer service drives the hospitality business. The front office staff is the customers' first contact; therefore, their pleasant, attentive, and personalised service can greatly affect satisfaction and loyalty (Baum and Devine, 2007).
· Problem-Solving
Hotels face unexpected challenges and guest requirements. Quick thinking and imaginative problem-solving are essential. Front office staff should be able to resolve room allocation disputes and guest complaints to satisfy guests (Lyon and Sulcova, 2009).
· Multi-Tasking
The hotel front office is busy with several tasks. Front desk staff must efficiently handle check-ins, check-outs, reservations, phone calls, and guest requests. Maintaining order and meeting guest demands requires multitasking (Dyer et al., 2010).
REFLECTION ON PERSONAL SKILLS AND EXPERIENCE
Internships and part-time jobs have helped me prepare for a hotel front office management profession. This has allowed me to observe and engage in front-office operations, which has improved my skills. My exposure to the hospitality industry began with a front desk internship at a boutique hotel. I learned the value of good communication. I remember a guest struggling with room assignments approaching the front desk. Since I'd studied communication and active listening, I could empathise with the guest and quickly handle the issue, making them grateful for the hotel's promptness.
My guest services job also improved my customer service. I learned how to anticipate and personalise guest experiences. A guest celebrating a milestone was noteworthy. The guest was delighted when the host recognised this and surprised them, underscoring the significance of exceeding expectations. I've also learned to multitask and pay attention to detail as a part-time front-office associate. Check-ins, phone calls, and housekeeping coordination required careful attention to ensure appropriate room allocations and payment. As I skillfully managed multiple tasks, I grew adept at meeting guests' needs. My reflections show that while I have a foundation in these critical talents, I can always improve. To provide excellent guest experiences and help a hotel's front office succeed, I am committed to practising and improving these abilities.
APPLICATION OF THEORETICAL PRINCIPLES
The Parasuraman, Zeithaml, and Berry Service Quality Model emphasises customer service and its impact on guest satisfaction. This paradigm emphasises timeliness, reliability, assurance, empathy, and tangibles for excellent service (Wu and Ko, 2013). This model matches my communication and customer service talents, as evidenced by my experiences. I've improved the front office service by actively engaging with guests, addressing their complaints quickly, and creating a pleasant and friendly atmosphere.
Maslow's Hierarchy of Needs, on the other hand, emphasises that basic needs must be met before higher-level wants may be met. Applying this idea to hotels emphasises the necessity of meeting customers' basic requirements, which requires attention to detail, problem-solving, and multitasking. For instance, clean and well-equipped rooms meet guests' physiological and safety demands (Dyer et al., 2010). I've helped meet these basic demands by multitasking and paying attention to detail, enhancing guest experience.
INDUSTRY EXAMPLES
Hotel front office staff use these talents to succeed and satisfy customers. Front desk professionals frequently have great communication skills while greeting clients. Active listening helps them understand visitor preferences and personalise the experience. Staff who go above and beyond to meet visitor demands provide excellent customer service and make stays memorable. These efforts show a dedication to guest delight, from planning celebration rooms to arranging vacation itineraries. Hotel front office staff solve unanticipated problems well. Their ability to think critically and identify effective solutions to booking issues and guest complaints provides pleasant guest experiences. Finally, hectic check-in and check-out demonstrate multitasking and detail. Staff efficiently process payments, issue room keys, and provide essential information while paying attention to every detail (Bharwani and Talib, 2017). These examples show how these talents affect client happiness, which is the hotel industry's lifeblood and vital to its success.
CONCLUSION
In conclusion, as this journal has shown, excellent communication, customer service, problem-solving, multitasking, and attention to detail are all crucial to working at a hotel's front desk. These abilities are crucial to succeeding in the hotel management industry and delivering memorable guest service. Keeping up with the ever-changing demands of this field requires you to constantly learn and use new talents.
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Dear Mr. Dennis,

Thank you for taking the time to share your wonderful feedback regarding your recent stay with us. We're delighted to hear that you had an enjoyable experience at our property.
It's great to know that you found our location to be perfect and that you appreciated the spacious, well-equipped rooms. We understand the importance of a comfortable and quiet environment, and we're pleased that you found our accommodations to meet your expectations.
We greatly appreciate your kind words about our friendly and accommodating staff, and we'll make sure to pass on your compliments to the team.
We've taken note of your feedback regarding the lift location, and we appreciate your input. We continuously strive to improve our services, and your comments are instrumental in that process.
It was a pleasure to have you as our guest, and we hope to welcome you back on your next visit to the beautiful Ponte Vecchio area. If you have any further suggestions or questions, please don't hesitate to reach out.
Screenshot of referenced Trip Advisor review used:
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Dear Mr. Federick,
We hope you're doing well and will read this message. We appreciate you writing about your stay at our hotel, and we mean that really. We are completely dedicated to providing the highest level of visitor pleasure possible; thus, your opinion is very important to us. We've given your comments a thorough assessment, and we'd like to do everything we can to implement them for future stays. For your helpful comments, I am grateful.
Please accept our apologies for the breakfast's failure to meet your expectations. Your suggestions are crucial to our efforts to continually enhance the quality and presentation of our food, which we take great delight in upholding. We've informed the kitchen immediately of your feedback, and they're already working to improve the quality and consistency of the breakfast fare they serve.
We sincerely apologise for the disturbance created by the noise coming from the next-door room. Your comments have reinforced the significance we have in providing a tranquil and relaxing atmosphere for our guests. We are looking into the situation you reported and taking steps to prevent such incidents in the future. As always, we prioritise your ease.
We sincerely apologize for the cleanliness issues you encountered in room 205. Our housekeeping staff follows strict cleaning processes to keep our rooms clean. We failed our own standards, which is disappointing. We take your room cleanliness complaints seriously and will immediately address them with our housekeeping team to prevent future issues. We appreciate your diligence in identifying areas for improvement.
We apologise for your recent stay with us and want you to know that we take full responsibility for it. You may rest assured that we will do all in our power to address your issues and ensure a positive experience moving forward. In order to better serve you in the future, we've begun looking into these concerns in depth, and have already taken steps to enhance the quality of the breakfast, adopt noise control measures, and reevaluate our room cleaning procedures. Your suggestions are the fuel that keeps us moving in the right direction so that we can always give you the best possible experience.
Your comments are much appreciated and will be used to help shape future improvements to our services. We will make every effort to include your suggestions in our future plans. We believe your future stay with us will be up to the high standards we strive to provide, so we hope you'll give us another chance. We hope to have you back as our guests soon.
Lastly, we promise to satisfy you and provide excellent service to all our guests. We treasure your experience. We hope to see you again at our hotel. We strive to give you a memorable, stress-free stay that embodies our hospitality. For any more questions, issues, or discussions, please contact us at [Contact Information]. Thank you for letting us serve you. Your comfort and pleasure are our top concern.

REFERENCES
Dinnen, R. & Hassanien, A., (2011). Handling Customer Complaints in the Hospitality Industry. International Journal of Customer Relationship Marketing and Management, 2(1), pp. 1-23.
Ho, V., (2017). Giving offense and making amends: How hotel management attempts to manage rapport with dissatisfied customers. Journal of Pragmatics, 109(1), pp. 1-11.
Karatepe, O. M., (2006). Customer complaints and organizational responses: the effects of complainants’ perceptions of justice on satisfaction and loyalty. Hospitality Management, 25(2), pp. 69-90.
Sangpikul, A., (2022). Understanding resort service quality through customer complaints. An International Journal of Tourism and Hospitality Research, 33(1), pp. 143-156.
Shahril, A. & Aziz, Y. A., (2022). Customer Complaints and the Effectiveness of Service Guarantees in the Hotel Industry. Tourism and hospitality management, 28(2), pp. 397-418.






 

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


	Introduction


	[bookmark: _Hlk149175430]Pre-arrival, check-in, stay, and departure make up the hotel guest cycle, an essential structure in the hospitality industry. Customer happiness, repeat business, and the hotel's bottom line depend on how well each step is managed. The Pre-Arrival phase includes the steps of booking, waiting, and personalising the experience for the guest. First impressions are formed during the arrival phase of a guest's stay. The guest's stay must be attended to with the same degree of professionalism throughout its entirety. The moment of departure is the last opportunity to make a good impression and to obtain comments (Brotherton, 2004). This essay delves further into these aspects, illuminating their significance and providing concrete instances.

	
Element 1 – Pre-Arrival

	[bookmark: _Hlk149175441]The time between a guest's initial interest in a hotel and their actual arrival is known as the "pre-arrival stage" in the hotel guest life cycle. It's an important stage that shapes the overall impression guests have of the hotel. Preparation before a flight's arrival is crucial. Setting expectations, making sure everything goes smoothly, and making the experience unique to each guest are all important. It's a chance for the hotel to improve operational efficiency, increase occupancy rates, and personalise guest experiences. Improved guest happiness, bookings, and word-of-mouth from a stress-free pre-arrival period. In the pre-arrival phase, customers make reservations through numerous channels, including websites, mobile applications, and booking agencies, all of which require careful planning and preparation. Payments must be processed smoothly when guests' demands, hotel options, and special requests are recognized (Özdemir et al., 2019). Keeping in touch to confirm bookings and answer queries is crucial. Personalising each guest's profile and anticipating their wants is also crucial.
Pre-arrival is where a number of hotels really shine. Bonvoy, Marriott International's loyalty programme, allows members to personalise every aspect of their visits in advance, from room selection to mobile check-in. Guests will appreciate the streamlined experience of using the Hilton Honours app to check in and receive their digital key (Neuhofer et al., 2015). These case studies show how hotels may use technology and guest data to their advantage in the pre-arrival stage, thereby establishing a favourable rapport with their guests from the get-go.

	
Element 2 – Arrival

	[bookmark: _Hlk149175452]When guests first set foot on hotel grounds, they enter the arrival stage of the guest life cycle. This is the first opportunity for a guest to speak directly with a member of the hotel's staff, and it sets the stage for their whole stay. It's impossible to exaggerate the significance of customers' initial impressions of a hotel. This is where hopes and realities collide. A guest's first impression of a hotel can be greatly influenced by how smoothly they are greeted upon arrival. Guest check-in, registration confirmation, and room key collection are essential at this point (Vlachos and Bogdanovic, 2013). Hotels must assign clients their preferred room type and meet their expectations. Check-in also includes guest orientation, which may include showing guests where facilities are and explaining the hotel's offerings and activities.
Several hotels have gained notoriety for their remarkable check-in procedures. Guests at the Ritz-Carlton, for instance, may expect to be greeted by name and served refreshments during the check-in procedure. In addition, boutique hotels like New York's The NoMad have been lauded for providing visitors with exceptional first impressions through personalised service and attention to detail (Abed, 2017). These cases illustrate how visitors' impressions of the hotel and their overall satisfaction can be greatly improved by a well-executed arrival experience.

	
Element 3 – Duration of stay

	[bookmark: _Hlk149175469]The "duration of stay" phase of a hotel's life cycle encompasses the full time a guest spends there, from arrival to checkout. It's the first impression that hotels have with their guests, therefore this is where they need to shine. Managing the guest experience from beginning to end is crucial in ensuring guest satisfaction, loyalty, and positive word-of-mouth recommendations. With the intention of giving visitors once-in-a-lifetime experiences, hotels should maintain an incredibly high standard of service and attention to detail at all times (Baum, 2002). This is a crucial part of keeping the rooms in good condition for the duration of the guest's stay. Housekeeping, concierge services, and restaurant meals should all be tailored to the guest's demands. The quality of guests' stays can be greatly improved by staff who take the time to get to know them and offer services tailored to their needs (Neuhofer et al., 2013).
Several hotels have been honoured for consistently impressing visitors throughout their whole visits. The Four Seasons has made its name by consistently exceeding the expectations of its guests. The Aman Resorts give discreet, peaceful accommodations in an opulent setting ideal for rest and renewal. These are just a few examples of the ways in which high-end hotels go above and beyond to make their visitors feel at home and make their stay one they won't soon forget (Murasiranwa et al., 2010).

	
Element 4 – Departure

	[bookmark: _Hlk149175477]The final phase of a guest's experience at a hotel is departure when they check out and return to their regular lives. It's the hotel's last chance to make a good impression and send guests off feeling satisfied and friendly. The customers' overall impression of the hotel is closely related to the quality of their departing experience. Having a smooth check-out, helpful staff, and a suggestion box may all make for a great last impression. Making sure guests have a good time on their way out is important for more than just visitor satisfaction levels. Check-out should be simple, straightforward, and flexible because guests' departures are a priority. Helping with transportation or luggage and explaining prices might improve the departure experience. By surveying or talking to guests, hotels can learn a lot about how to improve their service (Sann and Lai, 2020).
The check-out procedures at certain hotels are legendary for their efficiency. For instance, guests at Singapore's Raffles Hotel are given a personalised departure experience complete with a gift and heartfelt farewells before they depart. The Peninsula Hotels provide a quick and easy check-out service for their visitors. These scenarios highlight the importance of a smoothly executed departure phase and its ability to leave guests with fond recollections of their stay (Chathoth, 2007).

	
Conclusion

	[bookmark: _Hlk149175484]In conclusion, in order to provide outstanding service, hotels must master the art of guest cycle management. Pre-arrival, arrival, during-stay, and departure all have significant impacts on the overall quality of the guest's stay. Hotels must methodically orchestrate every process, from setting expectations to providing personalised services and ensuring smooth departures. Some hotels in the industry have really nailed these aspects, and that's helped them earn a stellar reputation and a lot of repeat business. Guest satisfaction and long-term profitability for hotels depend on mastery of these four areas, even as the hospitality industry changes and adapts to new technologies and practises.
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Perfect location

Spacious air conditioned rooms with plenty of closet space, room safe and
fridge. Large bathroom with tub/shower. Very quiet no street noise or adjacent
church bells. Staff is extremely friendly and accommodating. Location is superb
—hotel is approximately 250 meters from the Ponte Vecchio and close to all
major attractions/ restaurants/shopping. My only negative comment would be
that the lift is located on the second floor landing so those with mobility issues
may want to consider that. Allin all a great hotel

Read less «

Date of stay: July 2023

Trip type: Traveled with fomily




