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Introduction
The following reflection is going to analyse my overall learning experiences in ROSSINGTON HALL as I am currently experiencing practical knowledge in this hotel. Rossington Hall is one of the most renowned residential hotels in Yorkshire UK with premium living facilities. I am going to reflect upon key skills that are required to successfully work in the front desk of a hotel. I will use Gibbs' reflective model to convey my learning experiences. 
Main body 
Description: Since I have been working at the front desk in the past few months, it was important for me to develop certain skills that are essential to front desk executives. In the front desk job, good communication is one of the most important skills. Apart from these, technical skills such as fast data entry, fast data processing skills and check-in check-out processing are the skills that are required in the front desk job. 
Feelings: The primary goal of the front desk executive is to manage check-ins, and check-outs, verify guest details and backgrounds, communicate with guests and address key demands of guests effectively. I feel all these skills are completed when communication skills are practised efficiently. For example, even if I make some mistakes in technical requirements at the front desk, I could always communicate with the guest about the delay in the check-in process. I have done this several times in ROSSINGTON HALL where I`ve had to improvise the decision-making process while the data management system did not work properly. I had to communicate with the Rossington Hall superiors as well as the guests in order to convey the issues and find a resolution as quickly as possible (Tesone, 2010). 
Evaluation: These experiences have demonstrated how crucial effective communication is in front desk positions. Softer skills, such as extending a warm greeting to visitors and politely declining requests, are critical for maintaining good communication and ensuring that guests are satisfied. Technical abilities are also essential for me for a smooth check-in and check-out procedure, such as quick data entry and problem-solving. I understood that with effective practice, these abilities frequently complement one another. Effective communication is essential for managing expectations, resolving problems, and delivering exceptional service. It serves as the binding agent that holds everything together (Tewan, 2009).
Analysis: My reflection on the experiences at Rossington Hall reveals how important the front desk skills are when it comes to Hotel management. Effective communication particularly listening skills are considered to be one of the most important skills in the front desk. According to Bardi (2011), the listening skills as a whole is considered to be one of the most important skills in overall management-related duties. In addition to handling complaints quickly and professionally, the ideal candidate should be personable and have a lively professional attitude. Keeping the front desk neat, hiring new employees, assigning shifts, responding to complaints, fixing situations, keeping an eye on office supplies, and adhering to corporate standards are just a few of the duties (Corge et al., 2011). Proven experience, fluency in English, a solid grasp of Microsoft Office, and outstanding communication, and problem-solving abilities are among the necessary qualities. Critically it can be analysed that, without listening skills, there are certain gaps in the communication between leaders and subordinates as well as the customers with the company stakeholders (Hammer, 2016). The reflection also reveals that maintaining composure under pressure is also essential for a better guest experience. 
Conclusion: The reflection concentrates on the essential abilities needed to operate at a hotel front desk, namely at the famous residential hotel Rossington Hall in Yorkshire, UK. In front desk roles, I emphasise the value of effective communication. Soft skills like efficiently managing pressure and extending a warm greeting to visitors are also essential. Technical abilities such as quick data entry are also crucial. The significance of these abilities in hotel administration has been brought to light by my experiences at Rossington Hall. I stress how crucial it is to continue having effective communication, respond to complaints promptly and professionally, and remain composed and calm under distress. 
Action Plan: 

	Goal
	Action Required
	Time

	To develop Communication Skills
	Communication Skill development through different workshops, online communication skills enhancement. Enhancing the ability to listen to different types of people from different background. Learning language and dialects etc. 
	1 year

	To develop digital literacy
	As a front desk manager, it is important for me to develop a digital skill that will enhance my ability for data entry. Any software that are industry standard, and practiced widely in the front desks, should be learned by me in order to enhance practical efficiency
	6 months


(Source: self-created)
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	Trip Advisor Review Response 150 words +/-10%

	

In this scenario–It is your first day as a front desk associate and your manager has phoned in sick. Create an action plan and answer the following questions.

	What are you going to do to ensure that the hotel is represented well to guests?
	How will operations run smoothly throughout your shift?

	Why would you consider your plan being the most effective?

	What contingency plan will you put in place to ensure quick resolution of this scenario in the future?


	Being efficient in communication
	Being able to politely communicate with the guests and provide them with recommendations for improving their experience in the hotel (Ettinger et al., 2018). 
	 I understand the affinity of people  for giving positive feedback against services provided with effective communication and politeness (Buhalis and Leung, 2018). 
	 N/A

	Looking after team collaboration
	Providing the necessary training to the staff,  encouraging them to communicate among themselves for  increasing the efficiency of their services,  motivating them periodically to boost their moral (Kalra et al., 2020). 
	I understand collaboration increases the capacity of every individual to provide any certain service.  (Miller, 2021). 
	Increased training opportunities to  the staff for their quality improvement. 

	Creating a positive environment
	Make the workplace healthy,   creating transparent hierarchy.
	 Recommendation and feedback from senior individuals can motivate the staff and make them feel valued.
	Educating the staff about the policies and regulations.

	Reducing the number of negative feedbacks
	Increasing the quality of service provided to the guest,   and maintaining a healthy  Hotel environment (Filieriet al., 2019). 
	Continuously increasing the quality of the service and  improving the hygienic condition of the hotel ultimately increases number of positive feedback (Gavilan et al., 2018). 
	 Improving quality by analysing feedback 

	Considering recommendation 
	Valuing the Guest and asking them about the quality of the service as well as their own recommendations for incorporating future improvement.  
	Asking for recommendations depicts  how the hotel values their guest resulting in  increasing their loyalty. 
	Non-verbal communication method. 










	Screen shot of referenced Trip Advisor review used:
[image: O imagine care conține text, electronice, captură de ecran, Font

Descriere generată automat]

Positive review by customer (Booking, 2023)
[bookmark: _Toc149626368]Responding to the review 
The team of Rossington Hall thank you for staying with us. We thank you for sharing your valuable experience with us. The opportunity to become aware of your experience will help us in increasing service quality and health and enhance your experience every time you visit our hotels. Your feedback is very valuable for us to make further modifications to our service while our dedicated team contributes their effort and experience of years to provide the most satisfactory experience for our guests. Your feedback provides our dedicated team with more opportunities to enhance your skills and make your future visit much more luxurious. Lastly, we are extremely thankful for your precious recommendation. We apologize for any inconvenience caused with carrying out the renovations; this will certainly help us improve our service efficiency in future. It will continuously evolve to fulfil your humble requirements. The entire team of Rossington Hall welcome you for future stays. 


	

	

	

	Letter of complaint response 500 words +/- 10-%

	
Mr. Ronald Fredrick, thank you for sharing your invaluable and sincere feedback regarding your experience at Rossington Hall. The team of Rossington Hall sincerely apologises to you for the inconvenience and inefficient services provided to you. We intend to provide the most satisfactory staying experience to the service users who come to our hotel. We find it very inconvenient as well as unfortunate to receive such negative feedback regarding the disappointments and dissatisfaction at your recent stay. The hotel authority continuously makes strategies and creates a team consisting of experienced people to improve the experience of our guests. We understand your consideration for investing your valuable time and precious resources to stay at our hotels and the team of Rossington Hall is extremely thankful for your every individual decision to stay with us. Over the years of service that we have provided to our guests, we have put our sincere efforts into providing the most convenient experience that can be suitable according to the personal requirements of each and every one of our guests. We have effortlessly looked after the welfare and personal requirements of each guest we had, for which we are extremely pleased. Over these years we have tirelessly contributed our efforts to reduce any chances of unskilled or disorganized service to our guests. Yet we have also regulated our efforts to observe any particular mistakes which could have left a mark on this satisfaction to the guest. Our meticulous, methodological and streamlined approach towards improving any possible errors or inaccuracies in the service provided by us has always been one of our most crucial concerns. We must let you know that any inconvenience caused by our inefficient services during your stay in this hotel is deeply regretted. We also consider that you stand corrected in pointing out the responsibility of the hotel to ensure a peaceful and comfortable environment for the guests. Regardless we request you to consider other hospitable opportunities and the possibility of you enjoying them without being interrupted by unfortunate obstructions.  Similarly, we want to express our deepest regrets for your breakfast experience at our hotel. As a responsible authority, I will ensure every necessary step that need to be taken in order to prevent any future occurrences that might cause dissatisfaction. As an authority responsible for undertaking the necessary measures against such incidents we are extremely thankful for your polite feedback regarding the breakfast experience. Although we understand or possible insufficiency to deliver the best breakfast experience to you, this feedback will be extremely crucial for avoiding any similar incidents in future. Nevertheless, we request your generosity to reconsider the positive experience you have encountered during your stay as a guest and excuse the unpleasant and unintended interference that you had to undergo. I sincerely hope future encounters with us might end up with a positive review of the services and the environment we guarantee to provide you. As Rossington Hall Values their guests to be the most important asset, your kind and polite suggestions will be most useful for making future modifications.
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	


In addition to managing reservations and financial transactions, PMS software can also handle human resources and housekeeping. Not every hotel has one, even though they were first introduced in the 1970s; in 2015, just 34% of hotels had specialised software, while 25% still used pen and paper. Still, 81.7 percent of hotels used technology in the middle of the pandemic (Newhouse et al., 2021).
Due to the increasing number of people using digital devices and the influence of social media and online reviews on travel decisions, online reputation management, or ORM, has become more and more popular. Negative evaluations, social media, ineffective marketing efforts, and security lapses are some of the elements that impact a company's online reputation. The hotel sector has witnessed a rise in popularity in ORM, accounting for 63% for the estimated $1.2 trillion in revenue. Reputation building, restoration, and monitoring are all part of hotel reputation management. Taken into account social media comments and followings in addition to online reviews and ratings while monitoring a hotel's online reputation (Allam et al., 2022).
Gaining communication skills can help managers stand out in the field, attract the attention of potential employers, forge close bonds with customers, handle challenging circumstances, effectively manage workers, foster a great work atmosphere, and advertise company's services. Young communicative talent is sought after by employers, and digital and nonverbal communication abilities are becoming more and more crucial. This helps to attract customer initially.
In order to run a hotel efficiently and give visitors outstanding service, staffing is essential. Recruitment and hiring, development and training, scheduling, roles and duties, management and supervision, guest engagement, cross-training, technology, quality control, crisis management, and cultural sensitivity are important factors to take into account.



	
Element 2 – Arrival 


	Nowadays, a lot of hotels are searching for cutting-edge solutions such as digital payments, mobile keys, in-room controls, and self-service check-in. However there are `themed` hotels like Victorian houses for instance which would use the new technology  in the administrative sector but wouldn`t opt for card key openers necessarily and prefer to use the `old fashion` tools rather than the electronic key cards. Both big and small hotels utilise PMS systems to measure room occupancy rates, manage food and beverage offerings, and handle back-office operations.

Sustaining a positive internet reputation for hotels is essential to business expansion and success while the guests are increasingly encouraged to express their thoughts and experiences on third-party platforms. Sales rise, credibility is established, workers are drawn in, visibility is increased, and revenue is maximised. Using software-generated surveys, answering reviews, being consistent, planning frequent responses, as well as integrating and automating tasks are some ways to enhance the reputation of your property.
To get outcomes, hotel managers need to communicate succinctly and clearly with employees, visitors, and other business professionals. Successful hotel management depends on effective communication since it guarantees both smooth operations and guest happiness. Managers are responsible for overseeing services including housekeeping and food service and communicating their vision, standards, and expectations to the workforce (Law et al., 2020). 
To find the proper talent, recruiting and hiring entail background checks, reference checks, and interviews. Safety procedures, job-specific abilities, and customer service are all included in training and development.









	
Element 3 – Duration of stay 


	A hotel PMS's fundamental components include back-office modules, point-of-sale (POS) services, channel management, revenue management, housekeeping, customer data management, reports, and analytics. Modern hotel property management systems must include the reservation module in order to effectively manage online reservations and guarantee smooth operations. The website booking engine and additional distribution channels can be coupled with a central reservation system (CRS) or alternative reservation platform. The reservation module's primary features include the ability to book rooms, accept electronic payments, manage room inventory, send reservation emails, and schedule events. For front desk managers to see and change the status of hotel reservations, check guests in and out, and handle payments, they must be proficient in front desk operations and room management (Dyshkantiuk et al., 2020).
Direct visitor feedback surveys can assist collect truthful input and lower unfavourable evaluations. Since 65% of consumers prefer to book a hotel that answers to reviews, it is imperative to address reviews. Maintaining consistency is essential, and timely action can lessen the severity of the circumstance.
Effective communication is especially crucial during busy times. Having outstanding people skills is also necessary for figuring out what guests want and how to solve problems, therefore the staff plays a crucial role and so the effectiveness stays as high as possible, the staff`s motivation plays a crucial role. Effective, compassionate, and transparent communication is essential for a successful hospitality enterprise. Strong organisational ability, effective people skills, the capacity to multitask, and problem-solving talents are all necessary for hotel management.

Scheduling that works takes vacations, special occasions, and peak seasons into account. 









	
Element 4 – Departure 


	
	While checking out, a single interface known as "channel management software" is used to distribute and manage stays and payments throughout several channels, including GDSs, OTAs, wholesalers, and direct booking platforms. It makes booking-related transactions easier and makes inventory visible to a variety of users (Zakarija et al., 2020). 
Task automation can speed up the check-out processes and boost productivity, facilitating better guest data storage and communication (Karim et al., 2020). 
During checkout managers ought to be amiable, approachable, and capable of motivate to deliver top-notch service. They should be able to multitask, assign and prioritise work effectively, and think rapidly to come up with quick fixes for issues (Guzzo et al., 2021). 
To ensure both customer and employee satisfaction and retention, positions and duties must be clearly defined. Cross-training minimises downtime during periods of low occupancy and permits flexibility during busy times. The use of technology in staff management is common (Nikolskaya et al., 2022).
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“Overall, a lovely home to experience”

R Coupie R King Room with Garden View
- Stayed 1 night

Initially I would of liked a fridge to store perishable food,
but as soon as | told the staff they accommodated us by
keeping our milk etc in the kitchen fridge. So that was
sorted.

© By staying here we saved heaps of time and money by
not having to visit and pay to visit multiple homes over
the UK. We just stayed in one. Staff encouraged us to
explore the whole house. This gave us an understanding
of what it was like inside these historical homes. Currently
the owners are carrying out renovations in other parts of
the home but the guest and dining areas are great to see
and use. There are also peacocks everywhere which was a
great treat.

Stayed in July 2023




