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Introduction 
The front desk is critical in the hotel industry. It is the beginning point for first impressions and interactions with guests. My job at Watford's Hunton Park Hotel has been a fantastic learning experience. Here, I have seen how a range of skills come together to present tourists with wonderful stays. Using Gibbs' Reflective Cycle, I will investigate these critical abilities. This reflection will connect scholarly theories, industrial conventions, and my own experiences. This course takes me on a journey via actual applications of topics learned in Hospitality and Tourism Management. This log is more than just a remembrance; it is an evaluation of the skills required to thrive in hotel front-desk roles.
Description 
This position serves as the first point of contact for guests, marking the beginning of their journey with us. Every day, I manage activities such as taking reservations, answering tourist queries, and coordinating with other hotel departments. These roles need a thorough awareness of hotel operations as well as a solid comprehension of visitor expectations. My direct discussions with tourists provide me information about their goals and needs, which helps design the rest of their stay. Despite its difficulties, this work is critical to the hotel's success and has considerably aided my professional progress in the hospitality business.
Feelings 
Engaging in the front office duties at Hunton Park Hotel initially filled me with a mix of excitement and nervousness. The prospect of directly impacting guest experiences was thrilling, yet the responsibility felt daunting. Interacting with guests from diverse backgrounds, each with unique expectations, was initially intimidating. However, as I settled into my role, my confidence grew. I found joy in solving guests' problems and contributing to their positive stay. The satisfaction of successfully managing challenging situations and receiving appreciation from guests turned my initial apprehension into a sense of accomplishment (Davras and Caber, 2019). This role has become more than a job for me. It is a source of personal fulfilment and professional pride.
Evaluation 
Reflecting on my experience at Hunton Park Hotel, several key skills emerge as vital for the front office role. Communication is significant, it is the cornerstone of guest interaction, requiring clarity and empathy. Problem-solving is another crucial skill, especially when addressing guest complaints and unexpected challenges. Attention to detail is essential too, as even minor oversights can impact guest satisfaction. Teamwork stands out as well, coordinating with various hotel departments ensures seamless guest experiences (Amissah, Blankson-Stiles-Ocran and Mensah, 2022). While I have grown in these areas, I have also identified room for improvement, particularly in handling high-pressure situations more efficiently. This role has been a dynamic blend of challenges and learning, shaping my understanding of effective hotel management.
Analysis 
My time at Hunton Park Hotel has been a practical test of my hospitality education. Theory and practice often align, but real-world scenarios have highlighted gaps in my skill set. Effective communication and problem-solving are strengths I have honed, directly impacting guest satisfaction. However, managing stress during peak hours and complex guest issues has been challenging (Scerri, Presbury, and Goh, 2020). This discrepancy between theoretical knowledge and practical application is evident. It underscores the importance of continuous learning and adapting. The experience has been a valuable lesson in the complexities of hotel management, teaching me that theoretical knowledge must be complemented with practical skills to truly excel in the fast-paced environment of hotel front office operations.
Conclusion 
My time at the Hunton Park Hotel has been crucial in helping to close the knowledge gap between theoretical concepts in academia and real-world applications in hospitality management. It has brought to light the significance of ongoing skill development and flexibility in the hospitality sector. Although I have come a long way in areas like guest service and communication, the experience has also shown me where I still have room to improve, especially in stress management and handling difficult circumstances. My dedication to lifelong learning and professional advancement in the hospitality industry has been strengthened by this thought. Building on these realizations, my goal going ahead is to prioritize both professional and personal development in order to provide greater service to customers and make a significant contribution to the hotel's success.
Action Plan 
Moving forward, my action plan focuses on enhancing skills and addressing areas for improvement identified during my time at Hunton Park Hotel. I will seek additional training in stress management and conflict resolution, vital for handling high-pressure situations more effectively. Participating in workshops or online courses will be a priority (González-González and García-Almeida, 2021). To improve my multitasking abilities, I plan to practice scenario-based exercises, simulating real-life front-office challenges. I commit to staying abreast of industry trends and best practices through continuous learning, including attending hospitality webinars and reading relevant literature. This comprehensive approach aims to refine my capabilities, making me a more proficient and resilient hospitality professional.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear,
Thank you for taking the time to share your delightful experience at Hunton Park Hotel. We are thrilled to hear that your stay with us was memorable.
Your kind words regarding our attentive staff and exceptional service are greatly appreciated. Our team strives to provide a warm and welcoming atmosphere, and it's heartening to know we succeeded with your visit. We are also glad that you enjoyed the unique charm of our hotel, reflecting the essence of Watford's hospitality.
Your mention of the comfortable accommodations and the quality of our culinary offerings brings us immense joy. We believe that every detail counts in creating a remarkable guest experience, and your feedback reaffirms our commitment to excellence.
We eagerly look forward to welcoming you back to Hunton Park Hotel. It will be our pleasure to ensure your next visit is as pleasant, if not more so, than the last.
Warm regards,
Hunton Park Hotel




	Screen shot of referenced Trip Advisor review used:
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(Tripadvisor, 2023)

	

	

	

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

	
Dear Sir/Madam,
Subject: Response to Your Feedback Regarding Stay 
Firstly, I want to extend my sincerest apologies for the issues you experienced during your recent stay at Hunton Park Hotel. We highly value your feedback, and I am personally addressing each point you raised to ensure a better experience for all our guests.
Breakfast Quality: Your dissatisfaction with the breakfast quality concerns us deeply. At Hunton Park Hotel, we pride ourselves on delivering culinary experiences that meet and exceed guest expectations. It is evident that we fell short in this instance. I have communicated your observations to our culinary team, and we are implementing immediate measures to ensure that our breakfast offerings are consistently warm, fresh, and appetizing.
Noise Disturbance: I am truly sorry to hear about the noise disturbance from a neighbouring room. We understand how crucial a good night's sleep is to our guests. To prevent future occurrences, we are reviewing our room allocation process and noise management policies to better accommodate guest needs and ensure a peaceful environment.
Room Cleanliness: Regarding the cleanliness of your room, particularly the bathroom, this is certainly not the standard we strive to uphold. I have addressed this issue directly with our housekeeping team to reinforce our rigorous cleaning protocols. Ensuring the hygiene and comfort of our guests is of utmost importance, and I assure you that steps are being taken to rectify this lapse in service quality.
Compensatory Measures: As a gesture of our commitment to your satisfaction and to regain your trust, we would like to offer you a complimentary stay for one night, including breakfast, on your next visit. This is a small token of our apology and our desire to provide you with the experience you rightly expect from us.
Training and Improvement: Furthermore, your feedback serves as a valuable learning opportunity for our team. We are initiating additional training sessions to focus on areas such as guest service, communication, and attention to detail. This will help us prevent similar issues in the future and align our services more closely with our guests' expectations.
Future Stays: We hope this incident will not deter you from staying with us again. We are committed to restoring your confidence in our hotel, and I personally assure you that we will do everything in our power to provide a superior guest experience on your next visit.
Your Valued Patronage: We value your patronage and appreciate you bringing these matters to our attention. It is feedback like yours that enables us to improve and provide a better service to all our guests.

I would appreciate the opportunity to discuss this further with you at your convenience. Please feel free to contact me directly.
Thank you once again for your feedback, and I look forward to the opportunity to welcome you back to Hunton Park Hotel.
Yours sincerely,
Hunton Park Hotel
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Writing in essay format 
	
Element 1 – Pre-Arrival 


	
In the hotel industry, the pre-arrival stage is crucial for setting the tone for the guest's experience (Chen, 2023). At Hunton Park Hotel, we emphasize creating a seamless and personalized pre-arrival experience, as it significantly impacts guest satisfaction and loyalty.
Personalization begins the moment a reservation is made. We use the information provided by guests to tailor our communication and services. For instance, recognizing special occasions like anniversaries or birthdays allows us to offer customized services. This practice, supported by literature, demonstrates that personalized attention can significantly enhance guest perception of a hotel's service quality. The adoption of digital platforms for pre-arrival engagement is vital (Mohsin, Brochado and Rodrigues, 2023). Our hotel utilizes a user-friendly website and mobile app for reservations, providing guests with information about the hotel and its amenities. This digital engagement, as suggested by industry trends, is not just about convenience but also about building anticipation and excitement for the stay. 
Uğurlu (2020) asserts that providing pre-arrival facilities like as online check-in, accommodating specific requests for hotel amenities, or coordinating transportation improves the whole visitor experience. This proactive strategy fits perfectly with the norms of the business today, as hotels put more and more emphasis on giving guests a hassle-free beginning to their stay. Additionally, we use pre-arrival surveys to learn about the tastes and expectations of our guests. Recent studies in the hotel industry have shown that this not only helps to personalize their stay but also shows our dedication to satisfying their demands.


	
Element 2 – Arrival 


	
The initial physical contact between the guest and the hotel occurs at the arrival stage, which is a crucial point in the hotel guest cycle. The first impression a guest has of the Hunton Park Hotel is formed during this interaction, therefore we strive to make it seamless, friendly, and effective. Our front desk team extends a warm welcome to visitors upon their arrival. According to literature on hospitality, providing a personal touch is essential to make visitors feel appreciated and at home. An environment that is welcoming and cordial is essential, since the first few minutes may greatly influence how a guest feels. 
Our top priority is a smooth check-in procedure. Rapid check-in with digital tools shortens wait times and simplifies the procedure, in accordance with industry best practices. 
Guests are provided with essential information about the hotel's amenities and services (Verma and Thakur, 2020). This includes details about dining options, wellness facilities, and any ongoing events. Such orientation, as suggested in customer service models, is vital for enabling guests to fully utilize and enjoy the hotel's offerings.
Our staff assists with luggage and escorts guests to their rooms, offering a brief introduction to room features. This level of attentiveness is not only a convenience but also a demonstration of our commitment to guest comfort, a practice supported by current hospitality trends. Any immediate concerns or requests are addressed promptly. This responsive approach, as highlighted in service quality models, is crucial for assuring guests that their comfort and satisfaction are our top priorities.


	
Element 3 – Duration of stay 


	
The duration of the stay is the heart of the guest experience at Hunton Park Hotel. It is during this phase that guests truly experience the hotel's services and amenities. Our focus is on ensuring each guest's stay is comfortable, enjoyable, and memorable. Providing consistent, high-quality service throughout the guest's stay is paramount (Akgunduz, Alkan and Adan Gök, 2022). Every interaction, whether it's with our front office, housekeeping, or restaurant staff, aims to exceed guest expectations. This consistency in service, as highlighted in hospitality management literature, is key to building guest satisfaction and loyalty. 
The housekeeping team plays a critical role in guest satisfaction. Regular, thorough room cleaning, and maintenance ensure a comfortable and hygienic environment. We also offer evening turn-down services, adding an extra touch of care. Chalupa, Petříček and Ulrych, (2021) suggest, that the cleanliness and upkeep of guest rooms significantly impact the overall perception of a hotel. Our approach to guest services during the stay is both responsive and personalized. We attend to guest requests promptly, whether it's for extra amenities, room service, or local recommendations. Personalization, as per industry trends, can range from customizing the room atmosphere to suit individual preferences to providing tailored suggestions for activities and dining.
According to Rutherford (2021), dining experiences at the hotel play a crucial part in the guest's stay. We offer a variety of dining options, catering to different tastes and dietary requirements. Recreational facilities like the spa, gym, and pool are maintained to the highest standards, providing guests with opportunities for relaxation and leisure. Regular engagement and feedback collection during the stay help us address any issues immediately and tailor our services to better meet guest needs. Engaging guests through personal interactions and digital channels ensures we are attentive to their experience in real time.

	
Element 4 – Departure 


	The departure phase is a critical stage in the hotel guest cycle at Hunton Park Hotel, marking the conclusion of the guest's experience. This stage is pivotal in leaving a lasting impression and influencing the guest's decision to return or recommend the hotel to others. We ensure a smooth and efficient check-out process. This involves offering express check-out options and ensuring that billing is accurate and transparent. As hospitality literature indicates, a hassle-free check-out experience positively impacts the guest's overall perception of their stay (Belias and Trihas, 2022).
Our staff makes it a point to offer a personalized farewell. Recognizing guests by name and inquiring about their stay adds a personal touch, reinforcing a sense of belonging and appreciation. This approach, aligned with best practices in the hospitality industry, fosters a connection that extends beyond their stay. At departure, we encourage guests to share their feedback, either through direct interaction or via digital channels. This feedback is vital for continuous improvement and for understanding guest needs and preferences. According to customer service models, post-stay feedback is a key component in enhancing service quality and guest satisfaction (Shin, Perdue, and Kang, 2019).
Helping with luggage and arranging transportation, if needed, are part of our departure services. These gestures of care and support ensure that the guest's final moments at the hotel are comfortable and stress-free. After guests depart, we engage in post-stay communication, such as thank-you emails or messages. This not only shows appreciation for their patronage but also keeps the lines of communication open for future visits. As industry trends suggest, ongoing engagement after departure strengthens the relationship between the hotel and its guests (Sayin and Karaman, 2019).
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Nice overnight stay

Prior to arriving for our stay here | was worried by all the bad reviews there were.
We were greeted at reception by Paula. Our room was lovely and clean and the
breakfast was nice too. The hotel I would say is looking tired and does need
some work being under taken. It's an ideal location for Harry Potter world, which
is why we booked it. During our stay we asked Paula at reception for some more
milk and tea bags and she brought them personally to our room for us. She was
very helpful and friendly. Thanks for looking after us.

Read more v




