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In this section, the “KOLB’s Learning Cycle” will be used to reflect my skill and experience in Belton Woods Hotel, Spa & Golf Resort. According to Chiu (2019) “Kolb’s learning cycle” involves the interplay between the “action\reflection and experience\abstraction”. It is composed of four stages that constitute active experimentation, concrete experience, abstract conceptualisation, and reflective observation.
Active experimentation: I was employed in the front office operation and I have enhanced the key skills that are required for working in hotel administration in Belton Woods Hotel, Spa & Golf Resort. I have gained practical experience in the various front office operations like reception, switchboard, concierge and finance in Belton Woods Hotel, Spa & Golf Resort. After working in different positions, I have gained appreciation in the field of importance of work.  Belton Woods Hotel, Spa & Golf Resort provides a health club, spa and treatment, casual dining, meetings and events, Lincolnshire Golf Courses and Lincolnshire Wedding Venues (Beltonwoods Co UK, 2023). Hence, in that consideration, I have gained a lot of knowledge and skills like fluent communication, problem-solving skills and how to handle the guests during trouble. For instance, Hyatt offers customers services like sharing feedback, reservation assistance and presenting the world of Hyatt (Help Hyatt, 2023). In that consideration, it has been analysed that communication skills are extremely important when we are working in the front office and ensure open communication with the customers or direct clients.
Concrete experience: I have experienced the real world through gaining this practical knowledge as I have worked in different front office operations like reception, switchboard, concierge and finance in Belton Woods Hotel, Spa & Golf Resort. When I was instructed to take the responsibility of the receptionist, my duty was to greet the guests when they arrived inside and I was responsible for managing the check-in and check-out process. At the same time, when I was in charge of looking after the switchboard, my role included providing a friendly, efficient registration and professionally informing all the guests. Further, as concierge, I attend to the guests' needs, help them organise their accommodations and provide lodging services in Belton Woods Hotel. On the other hand, when I was shifted in the finance department my role was to track the costs of running the hotel and calculate the cost of expenditure. After attaining different roles in the front office I have gathered in- depth knowledge in maintaining the front desk, teamwork, taskmaster and “Spirit to Serve” our program.
Abstract conceptualisation: When it comes to learning after experience I have realised that along with gaining different skill sets in operating the front service I have also faced several challenges in resource allocation, management style, culture, safety and health and also in the organisational problems that were associated with different departmental areas. I have realised we have a lack of resources to deliver the best service in terms of employee hiring. For instance, Mariott ramped up for struggling with recruitment efforts during the pandemic era (Moco360, 2022). At the same time, initially, I faced difficulty in making adjustments to the current style of management and also with the office culture in Belton Woods Hotel, Spa & Golf Resort. According to Omolawal (2021), human relation theory is associated with understanding the nature of human beings and the motivation of the workers along with the role of informal groups and maintaining effective communication in the workplace. Hence while considering the human relation theory, I have mitigated the issue by establishing an open line of communication that fosters diversity in the work culture and also helps to achieve the team goal.  On the other hand, when I was employed as a concierge, my role included attending to the needs of guests and helping them organise their accommodations. There was a situation when I was not aware of using sanitiser in my hands and ensuring the health and safety factors of my fellow guests on the grounds of contaminating diseases. It was our responsibility to maintain hygiene while greeting and visiting the guest not only for their health and safety but also for our own sake.
Reflective observation: In my overall experience I would like to state that apart from all these difficulties I have gained an appreciation for the work-based skills in my department. I think task mastering, communication skills, team management and personal skills for handling the guests are the most essential skills that are required for working in the various front office operations like reception, switchboard, concierge and finance in Belton Woods Hotel, Spa & Golf Resort.
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Component Two: Assessment of Practical Tasks

Trip Advisor review 
Positive reviews allow target customers to develop trust on a brand and its services while influencing purchasing behaviour of customers (Indeed, 2023). In addition, positive feedback from customers plays a significant role in order to bring various benefits such as bringing opportunity for a brand to maximise its market share while increasing revenue collection and lowering costs. The development of brand reputation is associated with the positive feedback from consumers as it influences other customers to start engaging with the brand. 
[image: ]
Figure 1: Positive feedback for Belton Woods Hotel, Spa & Golf Resort 
(Source: Tripadvisor, 2023)
Positive feedback for Belton Woods Hotel, Spa & Golf Resort on Tripadvisor shows customers are satisfied with its services [Refer to figure 1]. This renewal can also attract more visitors to this hotel. Therefore, based on the above-discussion, it can be summarised that positive feedbacks are beneficial for brand’s growth and reputation just like positive feedbacks are helping Belton Woods Hotel, Spa & Golf Resort to enhance its presence.
Written response demonstrating the skills of employment and application of problem solving 
It was very important for Belton Woods Hotel, Spa & Golf Resort to ensure overall improvement in the specific areas so that the customers could receive complete satisfaction in terms of food quality and hygiene while ensuring a peaceful environment. According to Ali et al. (2021), the hospital industry can't survive if they are not oriented on their customers. It has been analysed that the customers are facing the issue of dissatisfaction with the current service in the Belton Woods Hotel, Spa & Golf Resort. In that consideration, it has also been analysed that the quality of breakfast is not addressing the client’s requirement, it is not cooked properly and foods served cold to the guests. Based on these premises, it can be recommended that Belton Woods Hotel, Spa & Golf Resort can document their ingredients while ensuring proper monitoring of temperature. According to Pereira et al. (2021), food products currently represent the largest expenditure in the hotel sector. In that consideration, the staff needs to follow the standard recipe and find the ideal suppliers for individual food ingredients. In that consideration, it is important to define the standards and keep the inventory in check. In this way, the food operation of Belton Woods Hotel, Spa & Golf Resort can deliver hot, tasty, and healthy meals so that they can address the guest's requirements and mitigate this type of situation. It indicates the application of problem-solving skills that Belton Woods Hotel, Spa & Golf Resort can implement during this type of situation. 
On the other hand, Belton Woods Hotel, Spa & Golf Resort does not maintain a peaceful environment for all its guests. For instance, it becomes difficult for the guest to sleep peacefully at night due to uncertain noises like baby crying. While considering this situation, it can be recommended that Belton Woods Hotel, Spa & Golf Resort install “Insulating Walls and Ceiling” along with “Insulating Hotel Walls” “Acoustic Panels and absorption materials” and “Acoustic Doors and Windows”. According to Kim et al. (2021), the presence of a floating floor surface has significant effects on the impact of sound insulation performance. In that consideration, with the help of implementing this insulating ceiling and wall, Belton Woods Hotel, Spa & Golf Resort can reduce the level of noise inside the room. In this way, Belton Woods Hotel can ensure the complete satisfaction of their clients by ensuring a peaceful environment which will be free from any type of noise. However, it can also be recommended that Belton Woods Hotel implement soundproof windows and curtains to avoid sound effects from outside.
Further, it has been analysed that guests are dissatisfied with the cleanliness service. The baths have a visible strand of hair and the toilet was extremely unclean. Based on this consideration, it can be recommended that Belton Woods Hotel implement proper employee training which includes washing hands frequently mainly before handling the food and beverage. At the same time, Belton Woods Hotel needs to provide appropriate equipment and resources like gloves, protective clothing and hairnet. In this way, Belton Woods Hotel will be able to address the needs of the guests and ensure proper cleanliness and hygiene in their operational services. According to Waqanimaravu and Arasanmi (2020), employee training is considered the universal strategy that is used for upgrading and updating the employee's skills, knowledge, and proficiency in the work setting.
Based on the above discussion it can be inferred that while considering the employee skill set that is necessary to practise so that Belton Woods Hotel can bring improvement in their operation service are effective problem-solving skills and open communication. At the same time, it is important to ensure an inclusive and diversified approach so that the team can deliver the best service and achieve the team and organisational goals.


Three: Portfolio – 4 Elements
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A hotel guest cycle centres around four stages such as: “the pre-arrival stage”, “the arrival stage”, “the duration of stay”, and “departure” (Özdemir et al. 2019). The main feature of the guest cycle is that it specifies the stages of guest communication. The office executives need to acquire the process of guest accounting and guest services at all stages and having a clear understanding can help them to serve guests more efficiently.   
Element 1 – Pre-arrival
The communication forms between a hotel and the guests before their arrival at the hotel and it lies under the first stage of "Guest cycle". Reservation or booking of the hotel is a vital pre-arrival activity. This is the most vital stage where guests select the type of hotel where they want to stay. This choice of the guests is influenced by different factors such as previous experience, recommendations from friends and family, location of the hotel, and their services (Marković and Gjurašić, 2020). After the selection of the hotel, the guests contact the hotel executives via e-mail, telephone, or fax and make booking of their rooms. The reservation executive receives the request for reservation and here the competency and efficiency of this man play a vital role in handling guests by making first impressions of the hotel in guests' minds. Nowadays, the use of social media platforms in order to book reservations for hotel rooms has become a trend among visitors. After that, the hotel asks for reservation confirmation by asking for an advance or credit card guarantee from the guests (Özdemir et al. 2019). In this case, the hotel also makes notes of specific arrangements such as extra pillows in the room, airport pickup, and room decoration. Making notes of required arrangements is considered one of the effective practices to improve the experiences of guests as this practice supports hotel organizations to arrange each element that is crucial for offering high-quality services. In the pre-arrival stage of guests, the hotel processes reservation requests from the guests creates portfolios of the guests, and makes specific arrangements Component as per their requirements.         
Element 2 – Arrival 
The arrival stage is also considered a vital stage as in this stage face-to-face interactions between guests and hotel staff take place (Vallen and Vallen, 2013). This stage is important because it creates an impression on guests and forms the standard of the hotel and the services provided by the hotel (Stringam and Gerdes, 2021). It is the responsibility of the “front office” to receive as well as welcome guests, make registration of them, assign them rooms as per their choice, hand over the room key, and make sure to send luggage to their rooms. As per the statement of Lukanova and Ilieva (2019), it is the responsibility of the front office staff to determine the reservation status of the guests before their arrival. Hence, it can be said that assigning rooms, handling baggage, and proper welcome are the specific actions in this stage of arrival. O'Fallon and Rutherford (2010) stated that the arrival stage sets a relationship between the guests and the hotel. The front office staff are responsible for the clarification of any query of the guests such as the details rate of packages booked by the guests. The registration card includes the details of reservations, billing instructions, number of children and adults, address, visa, passport, credit card and personal details. In this stage, the payment method as well as the departure date of the guests has been confirmed and signed by them.     
Element 3 – Duration of stay 
Stay or duration of stay is considered the most vital stage of the “guest cycle” as in this specific stage, guests experience the services as well as facilities of the hotels (Liu et al. 2022). The duration stage is also called the stage of occupancy and in this stage, the manner of the hotel staff is important as it creates a great impression on them. In this stage, the hotel staff are responsible for coordinating with guests. The hotel needs to fulfil the requests of the guests at this stage. The front officer needs to take extra care to respond to the guests on a timely basis (Bardi, 2003). This stage is called the most important stage because it can determine the repeat visit of the guests of this hotel if they get comfortable services. This stage is also essential for getting positive feedback from the guests. Some of the responsibilities of the front offices include handling the accounts of guests, message coordination, handling the key, mail delivery to guests, providing them with safety deposit lockers, handling complaints and queries, and deciding for travel for guests (Wood, 2013). Security is considered to be one of the main concerns during the stay of guests. The front desk needs to follow the standard operating procedure of the hotels to handle the personal property of guests such as personal documents. Different charges such as "restaurant charge", "internet", "telephone", and "travel desk" can affect the occupancy stage of guests which the hotel executive needs to take care of. Therefore, this stage is called the most essential stage of the guest cycle that creates a huge impression on guests.           
Element 4 – Departure
The final stage of the guest cycle is departure and in this stage, the front try to make up for their silly mistakes and faults, as well as unpleasant happenings during the stay of the guests (Johnston and Clark, 2005). In the departure stage, guests vacate the room and return the keys to the hotel before checking out. It has been found that hotels always make a hassle-free and smooth goodbye to the guests. This stage is also important as hotels prepare the bills of guests and the front desk cashier prepares them. The hotel representatives provide promotional materials to the guests as well as inform them about upcoming offers to make sure of future booking. In this final stage, the front office also collects feedback from the guests. As per the view of Tewari (2009), the final stage or the departure stage of the guest cycle spreads a final impression on the guests and like the third stage, this stage also determines the repeat visit of the guests. Showing gratitude towards guests for staying is considered one of the beneficial approaches for hotels as it helps in influencing the mindset of visitors to make informed decisions to visit a hotel again. Therefore, it can be stated that the departure stage plays a crucial role in the improvement of experiences of guests and it is associated with their decisions to visit again.
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Birthday Spa deal weekend

Staying on Deal with dinner and spa treatments for partners birthday can’t really fault anything while if
you looked deeply things starting to look worn like tiles on floor in gents changing rooms and outside
sauna and steam rooms with the chlorine | guess. The kick boards on the bottom of cupboards you lay
looking at in the spa treatment rooms needed a lick of paint. The overall experience was good. It was
start off half term and the 12-3 and after 6.30 adults only pool sessions are great and relaxing, steam

and sauna rooms work great, pool clean and tidy with loungers around pool also. Restaurant quality of
breakfast and choice brilliant, as was the evening menu. Will return for sure.
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