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	[bookmark: _Toc146827391]At present, I practice at Premier Inn Newmarket… The Key skills required for me to work within the hotel front office are given below…
1. Key skills required to work within the hotel front office.
I believe that at the hospitality sector, working at the front office of a hotel is quite important. Front office employees are the first to deal with customers; therefore how well they perform is important since it sets the tone for the customer's whole experience. I've discussed here a few essential competencies required for front office employment (Hanna, 2021)
Communications skills:   I have experienced  at Premier Inn that The ability to communicate effectively is very necessary for front office staff.  I belief that Employees at the front office are responsible for giving customers accurate and timely information by phone, in person, mail, and other outlets. Along with listening to requests, problems, and complaints from clients, front office staffs are also expected to attempt to address these issues by liaising with other departments (Karakose et al, 2021)
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Figure: Communication skills (Jones et al, 2022)
Customer Service:  I have experienced that The main goal of every hospitality company is to provide better customer service. For this reason, the front office must treat customers with friendliness, responsiveness, empathy, etc. in order to surpass their expectations and provide a better experience (Heckman et al, 2022)
Problem-Solving:   I need to consider that The hotel industry handles a wide range of patrons with varying preferences and problems throughout their stays. They may encounter a range of challenges and situations while interacting with consumers, for which they must provide solutions. According to Karakose et al, (2021) the ability to address issues in a way that both comply with consumer policy and meets customer needs is crucial.
Computer Proficiency:   I have learnt  at Premier Inn that Front office staff members must be knowledgeable about and skilled in utilizing computers. Every day, they have to verify room assignments and vacancies, make bookings, and handle client check-ins and check-outs using hotel management software. Setting up the rooms, monitoring the clients, and averting any conflicts are crucial (Abcouwer et al, 2021)
Multitasking:   I need to consider that Handling several clients' needs at once requires front office staff to be adept at multitasking. They could have to balance a variety of responsibilities, including as taking calls, assisting customers with their queries, and checking in and out of customers. They must thus be able to multitask and manage pressure (Abcouwer et al, 2021)
Time Management:   I have learnt that During peak hours, hotels are excessively crowded. However, only a certain calibre of patrons may use the rooms and amenities available. Thus, in order to service more clients and provide a better customer experience, time management skills are crucial (Kim et al, 2022)
[bookmark: _Toc146827392]2. Using Gibbs reflective model, reflect on your own skills, experience and link to theoretical principles along with industry examples of the key skills identified.
In order to determine my strengths and potential growth areas, I have used Gibbs' reflective model. I've also made an effort to connect them to some theoretical ideas and real-world business cases (Karakose et al, 2021)
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Figure: Gibbs reflective model (Jones et al, 2022)
Description
In order to please consumers, I have held customer service positions at hotel front offices. My ability to communicate effectively has improved since I've been employed. I've been able to service the client more effectively because to a theoretical approach that includes active listening and nonverbal communication. When there was, for example, a mix-up in the room, active listening enabled me to handle the problem more precisely (Jones et al, 2022)



Feelings
Upon self-evaluation, I can say that I am generally confident and proud of my communication abilities. However, I have opportunities to grow in the future. I believe that in order to deal with challenging consumers, I need to maintain more calm since I feel agitated on the inside (Heckman et al, 2022)
Evaluation
My ability to resolve conflicts needs improvement, in my opinion. In one instance, two visitors got into an extremely scary debate that made the other guests feel even more uncomfortable. Although I eventually found a solution, I believed there were more effective methods to address the circumstance, and the five dimensions of the Servqual Model would have been very beneficial (Haslam et al, 2021)
Analysis
Adaptability is another very valuable trait, in my view. Hotels often find themselves in unwelcome circumstances. Hanna, (2021) said.   In the hotel where I worked, a customer's reservation was inadvertently cancelled. Utilizing Kepner and Tregoe's Problem-Solving Model, I determined the issue, its potential causes, and a solution before deciding on the best course of action to deal with the circumstance (Fikri et al, 2021)
Conclusion
I've been able to identify my areas of strength and potential skill gaps in order to advance in the profession thanks to Gibbs' reflective approach. While I have decent communication skills, I also need to focus on improving my problem-solving and flexibility abilities (Berkovich et al, 2021)
Action Plan
In order to further my professional development, I would want to implement certain action plans. (Berkovich et al, 2021). First, in order to improve my ability to handle challenging visitors in difficult situations, I would go to certain seminars and training sessions. After that, I want to concentrate on honing my problem-solving techniques and developing my emotional intelligence so that I can remain composed while working through issues. Additionally, I would do skin assessment and evaluation in order to keep improving my abilities (Abcouwer et al, 2021)
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	Trip Advisor Review Response 150 words +/-10%

	Title: Memorable Stay at Hotel X
Ronald F.
TripAdvisor
Reviewed in August 2023
I had the most amazing stay at Hotel X recently. I was welcomed warmly and professionally as soon as I arrived. Throughout my vacation, the staff especially Jane at the front desk went above and beyond to make sure I was comfortable and satisfied. 
I was impressed by the opulent facilities and the careful attention to detail. My accommodation was a tranquil refuge in the middle of the busy city, and I loved the amazing view. 
The cuisine was excellent, and there was a great range of alternatives. I've been in a lot of hotels, but the breakfast at Hotel X is among the greatest I've ever eaten. 
In conclusion, I had a fantastic stay at Hotel X and am eager to go again. This visit was unforgettable because of the excellent breakfast, room quality, and service. I want to express my gratitude to the whole staff at Hotel X for a wonderful stay. 


	Letter of complaint response 500 words +/- 1-%

	Title: Resolving Issues with Guests and Guaranteeing a Wonderful Stay at Hotel X 
Hotel X
[Hotel Address]
[City, State, ZIP Code]
[Email Address]
Dear Mr. Ronald Fedrick,
I hope you are doing well as I write this. We sincerely apologize for any inconvenience caused by the concerns you brought up about your recent stay at Hotel X. 

We cherish your input since it enables us to resolve these problems and enhance our offerings to provide our esteemed visitors with an unforgettable experience. 
Firstly, I want to thank you for your nice thoughts about the welcoming atmosphere and professionalism shown by our personnel, especially Jane at the front desk. We genuinely appreciate your acknowledgment of Jane's efforts, and we take great satisfaction in our dedication to offering outstanding service. 
We sincerely apologize if your experience with Room 205's cleanliness did not live up to our high expectations. We pride ourselves on providing a clean environment; therefore it is disappointing to find that we fell short of your standards in this area. You may be confident that we have addressed the issue right away and strengthened the training procedures for our cleaning staff in order to guarantee that every room, including Room 205, is kept in immaculate condition. We know how important it is to have a spotless atmosphere for our visitors, and we work hard to make sure that mistakes like this don't happen again. 
We are really sorry for any discomfort this caused you during your stay regarding the loud disruptions, especially the wailing infant in the adjacent room. We are aware that our visitors require a quiet and comfortable setting. We're currently examining our procedures for allocating rooms, and we'll take action to reduce similar interruptions in the future. 
We value your opinions on the morning service. Even while we work hard to provide a large selection of excellent cuisine, we recognize that everyone has different tastes. Our culinary staff has taken note of your feedback and will use it to improve our breakfast options moving forward. 
We would like to provide you with an offer of 40% discount on your next visit to our hotel in next 1 year in order to make up for the problems you encountered during your stay. With this gesture, we wish to prove our dedication to your pleasure and win back your trust in Hotel X. 
We value your opinions and believe that by accepting constructive criticism, we can do better at serving our visitors. In the event that you decide to stay at Hotel X again, we are committed to making sure you have a far better experience. We value your comfort and pleasure above all else, and we want you to have the best possible future experience with us. 
Do not hesitate to contact me personally if you have any more queries or worries. We are always there to hear you out, find out more, and take care of your requirements. 
Thank you once more for letting us knows about your worries. We value your comments as a key source of improvement and promise to immediately resolve these concerns. 
Warm regards,
Relationship Manager and Trip advisor
Hotel X



Component Three:

Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
A visitor's experiences throughout their stay in a hotel are referred to as the hotel guest cycle. Pre-arrival, Arrival, Duration of stay, and Departure are the four primary phases. For the hotel management to provide a first-rate guest experience, each stage contains a few essential components or qualities. The main components of every step are outlined, along with actual industry examples (Wojtak et al, 2021)

	Element 1 – Pre-Arrival

	When a visitor thinks about making a hotel reservation, the pre-arrival phase begins. This phase spans the time from the guest's actual arrival at the hotel to pre-arrival investigation and decision-making. Those are the main components of the pre-arrival phase. Reservation management: To ensure that visitors have a flawless booking experience, the reservation system has to be run effectively. Because of this, it's essential to use contemporary reservation tools and technology, such physical booths or online booking systems, to guarantee a dependable reservation management system (Takács et al, 2021) Communication: Communicating with customers entails providing them with the information they need, such as contact information and the check-in time, as well as attending to their specific requests for certain services or accommodations (Nani et al, 2021) Personalized services: Prior to arrival, hotels have to provide pre-arrival tailored services like greeting cards and preferred room types. Additionally, additional customized services, such as meal plans and entertainment options, may be scheduled in accordance with the needs of the visitors. The Ritz-Carlton Hotel, for instance, is renowned for its first-rate mobile and web-based hotel reservation system. Pre-arrival emails with welcome messages and important information are delivered to guests. Additionally, their specific preferences—such as food packages, spa services, and room temperature are closely followed to guarantee that visitors have a good stay (Lavigne et al, 2022)


	Element 2 – Arrival

	The arrival stage often begins when visitors arrive at the hotel and make eye contact with the front office staff. This phase, which is shorter, lasts until the visitors check into their rooms. According to Labrague, (2021), communication includes answering a tailored request for preferences about the rooms or other services, as well as providing the customer with pertinent information, such as the check-in time and contact details. Crucial components are: Check-in procedures: Visitors should have an easy and quick experience throughout the check-in process. Minimal wait times and hassle-free encounters should also be present. 
The hotel personnel should have the required paperwork ready as well as the room keys or key cards in advance for this (Wojtak et al, 2021) Front office services: A welcoming and competent personnel should be present. Along with helping with any paperwork and registration requirements, they should also provide pertinent materials like maps and brochures to visitors in order to allay any worries. Guest orientation: The hotel staff should provide visitors with information on local events, various hotel amenities, and other things they may enjoy while visiting the hotel. This is known as guest orientation. Additionally, security protocols and emergency considerations must to be highlighted to the visitors (Nani et al, 2021) At the Marriot International Hotel, for instance, guests may use their mobile devices to access their rooms without a key and get all the information they need via digital check-in processes. In addition, their front offices personnel are great and makes sure clients have a flawless arrival experience (Liu et al, 2022)


	Element 3 – Duration of stay

	The period of time from the visitors' check-in time until their departure is known as the duration stage. This is the most crucial part of the hotel visitor cycle, and establishments need to provide top-notch service during this time. Crucial components are: Guest service: Employees need to be well educated to serve visitors with promptness and attention. When conversing with the visitors, they have to be kind and considerate. According to Lavigne et al, (2022), it is important to address any complaints or difficulties raised by visitors in a proficient and timely way. Housekeeping: To guarantee that visitors have a pleasurable stay, the hotel should make sure that the rooms are tidy and cozy. Regular room cleaning should be done by the housekeeping team. When doing housework, staff members must also respect visitors' privacy. Personalization: When offering hotel services to guests, such as eating, amenities, entertainment, or other services based on their needs, hotel management should take into consideration the guests' individual preferences. Hilton, for instance, is renowned for always putting the needs and preferences of its guests first. The tastes and needs of the guests are given top priority while they are rendering any services. Their primary concerns are the visitors' health and hygiene. They provide a variety of eating alternatives to accommodate each visitor's unique preferences (Cavallar, 2017).    









	Element 4 – Departure

	The decision by guests to check out of the hotel initiates the departure stage. Key components of the stage of departure include: Check-out procedure: To ensure that visitors exit on the same terms, the check-out process should be quick and straightforward. It involves getting back the hotel keys and paying any unpaid costs. Assistance with transporting and carrying bags is also included (Buhalis et al, 2018). Feedback collection: Hotels may ask visitors to complete a survey or speak with them face-to-face about their experiences and opinions on the hotel's offerings. This will enable the hotel to improve its offerings and pinpoint any areas for improvement. For instance, Airbnb allows visitors to check out and pay for any bills digitally using a mobile app and website, saving them time and making the process hassle-free. Additionally, Airbnb welcomes reviews and ratings from visitors, which provide information about the company's offerings and areas for development (Biswas-Diener et al, 2019).  The reservation system must be carefully handled in order to provide visitors a perfect booking experience. The hotel guest cycle encompasses the many phases or stages that a guest experiences throughout their stay. The four primary phases are Pre-arrival, Arrival, Duration of stay, and Departure. Each step includes a few necessary elements or characteristics that must exist for the hotel management to provide an exceptional guest experience. Using modern reservation methods and technology like online booking platforms or physical booths is crucial to doing this (Ali et al, 2018).   
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