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	A wide range of abilities are necessary for front desk staff to ensure seamless hotel operations and deliver exceptional customer service. Using the Kolb Reflective Model, I will examine the essential competencies needed for this position and evaluate my own experiences and abilities in relation to these needs in this reflective notebook. To bolster my observations, I will also offer theoretical frameworks and real-world examples from the industry (Kolb, 1984).

Real-World Experience - Interpersonal Skills:

In the hotel front office, communication must be done effectively. Accurate and polite information conveying, clear verbal and written communication, and active listening are all need for this competence. When I think back on my personal communication abilities, I think I have a solid base because I have worked in a variety of customer service positions. The transactional paradigm (Shannon and Weaver, 1949), in particular, emphasises the significance of understanding and feedback in effective communication. One example from the sector is the kind way in which front desk employees respond to questions and concerns from guests, making their stay enjoyable and unforgettable.


Observational Reflection - Customer Service Proficiencies:

Good customer service is a fundamental competency for front desk employees in hotels. This entails paying close attention to the needs of visitors, handling problems quickly, and going above and beyond to make sure they are satisfied. From personal experience, working as a part-time employee at a nearby restaurant has given me invaluable insights into customer service. I've discovered that meeting or above the expectations of customers can result in devoted customers, supporting the "service-profit chain" theory put forth by Heskett et al. (1997). An example from the industry would be a front desk employee giving a devoted customer a room upgrade to improve their stay.


Conceptualization Abstraction - Problem-Solving Techniques:

Front desk employees at hotels frequently deal with a variety of issues and complaints from visitors. It is essential to have the capacity for critical thought as well as quick issue solving. Thinking back on my problem-solving abilities, I think my analytical personality helps me succeed in this domain. I've found that the SCAMPER technique (Osborn, 1953) is a helpful tool for problem-solving that helps me think of original ideas.
One example from the hotel sector would be fixing booking problems to guarantee that clients get the rooms they want.

Time Management Skills – Active Experimentation:

In the hectic setting of a hotel front desk, effective time management is crucial. Setting priorities and effectively multitasking are essential components of this ability. My time management abilities have improved as a result of my experience balancing a part-time work, school obligations, and a personal life. I have found that the Eisenhower Matrix (Eisenhower, 1954) is an analytical framework that is useful for scheduling tasks. This ability is seen in the hotel business when front desk employees manage several check-ins, check-outs, and inquiries from guests at once.

Real-World Experience - Focus on Detail:

Minor mistakes in guest information or hotel reservations might cause big problems. Paying close attention to details is essential to avoiding such errors. For my part, I'm a thorough person who finds differences easily. The Gestalt Theory (Koffka, 1935) emphasizes how crucial it is to perceive both the big picture and the minute components that make up it. This ability is used in the hotel business to accurately enter payment information, room allocations, and guest data.

Reflective Observation - Sensitivity to Cultural Change and Awareness:

Since visitors come from a variety of backgrounds, it is essential to be sensitive to cultural differences in order to make sure that each person feels valued and accepted. When I think back on my experiences, I've had both personal and professional interactions with people from different cultures. Nonverbal cues play a crucial role in cross-cultural relationships, which I have better understood thanks to interpersonal interaction theories (Hall, 1959). When front desk employees in the hotel business adjust to the demands and tastes of visitors from various cultural backgrounds, it is clear that they possess this competence.

I have listed the essential abilities needed to work in the hotel front office in my reflective diary using the Kolb Reflective Model. These abilities include interpersonal relationships, customer service, resolving issues time management, paying attention to detail, and awareness of culture. This activity has given me a methodical approach to assess my abilities and experiences and comprehend their connections to theoretic concepts and real-world examples from the industry. It helps me better grasp the criteria for this profession by highlighting my strengths and places for improvement.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear sir,

I hope you are well and reading my message. I'd like to thank you on behalf of the whole Marriott Hotel team for your previous positive TripAdvisor review of our hotel. We truly like hearing about your enjoyable visit, and your comments is a great source of inspiration.

We are greatly touched by your remarks regarding our team's outstanding service. Your praise validates our commitment to providing our guests with extraordinary experiences, which is our top priority at Marriott Hotel.

We have conveyed your kind feedback to our employees, and it has been a great source of inspiration for them all.

We are excited about the opportunity to have you stay with us once more at the Marriott Hotel in the coming weeks. Please never hesitate to contact us if you have any special requests or preferences for your next visit.

Again, I want to thank you for selecting the Marriott Hotel for your visit. We look forward to servicing you once more with great pleasure.


Warm regards,
Johnson,
Secretary. 
Marriott Hotel








































	Screen shot of referenced Trip Advisor review used:



	

	

	

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

	


Johnson Morris 
Secretary,
Marriott Hotel
United Kingdom.


Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR

Subject: Response to Your Recent Stay and Complaint

Dear Mr. Federick,

I trust that this correspondence reaches you in a state of optimal well-being. I would like to commence by expressing my appreciation for the opportunity to address the concerns you have raised pertaining to your accommodation experience at our establishment. The feedback provided by our esteemed customers is of immense value to our organization, as it facilitates a continuous enhancement of our services and ensures that we consistently reach the high standards expected by our clientele.

I would like to express my heartfelt apologies for the frustration and unhappiness that you encountered during your tenure at our establishment. The concerns expressed are being given due consideration, and it is hereby affirmed that we are fully dedicated to resolving each matter in order to prevent the recurrence of similar situations.

Breakfast Quality: I express sincere remorse for your dissatisfaction with the quality of the breakfast. We take immense satisfaction in offering our patrons a delectable and comforting breakfast to commence their day. The input provided by our esteemed patrons has triggered a comprehensive examination of our breakfast service, with the aim of enhancing the dining experience for forthcoming guests.

Noise Disruption: I sincerely apologize for the trouble caused by the auditory disturbance emanating from a next room. The significance of obtaining a restful night's sleep is acknowledged, and a comprehensive evaluation of our noise management strategies will be conducted to mitigate comparable disruptions in subsequent instances.

Room Cleanliness: The maintenance of cleanliness in our rooms is of utmost significance to us, and it is with great disappointment that I have discovered that your room did not match the elevated standards that we strive to uphold. Efforts have been made to improve our housekeeping protocols in order to mitigate any potential deficiencies in cleanliness.

I would want to provide assurance that the feedback received will be utilized in a positive manner to enhance the overall quality of our services. Our organization is fully dedicated to addressing and resolving the identified concerns. Furthermore, a comprehensive investigation will be undertaken to address the issues you have highlighted, with the aim of preventing the recurrence of similar circumstances in subsequent instances.

In order to convey our genuine remorse and dedication to guaranteeing your future contentment, we would like to extend to you a complimentary accommodation at our establishment, including an upgraded room and a meticulously prepared breakfast, to be availed on a day of your preference. We kindly request your consideration in granting us an additional chance to offer you an experience that is truly outstanding.

I express my gratitude for your comprehension and forbearance in this particular issue. We really value your opinion as it plays a crucial role in our ongoing efforts to enhance our services. Our ultimate goal is to restore your confidence in our organization.

If there are any additional problems or specific topics you would like to address, please do not hesitate to contact me personally via email at marriothotelles@outlook.com.

I express my gratitude for bringing these matters to our attention, and I anticipate receiving your prompt response.


Warm regards,
Johnson,
Secretary. 
Marriott Hotel
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	INTRODUCTION 
The hotel visitor cycle is a key concept within the realm of the hospitality industry, encompassing four distinct stages: pre-arrival, arrival, duration of stay, and departure. The proficient administration of these stages is imperative in order to guarantee guest contentment, loyalty, and the general prosperity of a hotel. This essay aims to analyse and assess the essential components necessary at every phase of the hotel visitor cycle, drawing upon pertinent and contemporary scholarly sources. Additionally, this analysis will be reinforced by supplementary readings and real-world instances from the business.
Element 1 – Pre-Arrival 


	The pre-arrival stage signifies the initial part of the guest cycle, commencing from the point at which a potential guest contemplates making a reservation. The proper management of a subject requires the incorporation of several critical features.

The procedure of making a reservation is an essential element of the pre-arrival phase. The process encompasses a range of distribution channels, which encompass direct bookings made via the hotel's official website, reservations made through independent travel agency websites (OTAs), and bookings made via phone. The literature authored by O'Connor and Frew (2010) highlights the significance of effective booking systems in maximizing room inventory and improving pricing strategies.

Marriott International, a prominent multinational hotel corporation, provides an easily navigable online booking platform, affording patrons a range of choices to immediately reserve accommodations via their official website.

The comprehension of guest preferences plays a pivotal role in tailoring the guest experience to their individual needs and desires. The utilisation of sophisticated guest profiling systems, as examined by Kim and Jogaratnam (2015), enables hotels to collect data and customise services according to the preferences of each guest, including aspects such as room temperature and nutritional needs.

Hilton Hotels & Resorts use a guest segmentation system to monitor and record guest preferences, thereby guaranteeing that repeat customers are provided with a tailored experience during each subsequent stay.

The establishment of effective contact and confirmation protocols with guests prior to their arrival is of utmost importance. Confirming reservations and offering essential details about the accommodation and surrounding locality can heighten the guest's anticipation and readiness.

The Ritz-Carlton hotel chain has a practise of sending customised pre-arrival emails to their customers, which serve to communicate essential details and extend assistance for any specific needs or preferences.






	
Element 2 – Arrival 


	The initial phase of arrival establishes the overall atmosphere for the duration of the guest's visit. At this level, there are several key factors that necessitate effective management.

The check-in process is of utmost importance in ensuring a smooth experience. The significance of technology in accelerating check-in processes, minimizing waiting periods, and improving the overall passenger experience is underscored in the literature authored by DeFranco and Bati (2016).

The Yotel hotel company has implemented self-service kiosks for the check-in process, enabling visitors to bypass the traditional front desk and have swift access to their rooms.

The combination of a warm greeting from staff members and the incorporation of personalising techniques has been found to have a significant impact on creating a lasting impression. According to Sigala (2016), the utilisation of personal greetings that include the guest's name and demonstrate awareness of their preferences has a positive impact on guest satisfaction.

The personalised welcome offered by Four Seasons Hotels and Resorts is widely recognised, since its personnel frequently greets visitors by their names upon their arrival.







	
Element 3 – Duration of stay 


	The length of time a guest stays at a location is a crucial period for fostering guest engagement and ensuring their pleasure. During this stage, it is crucial to effectively control key elements.

The maintenance and upkeep of housekeeping and rooms are crucial factors that contribute to ensuring a satisfactory and pleasant experience during one's stay. The significance of periodic examinations and proactive maintenance in addressing guest issues is underscored in the literature by Hayes and Ninemeier (2008).

The Hyatt Regency brand has gained recognition for its Maintenance on Demand system, which enables customers to promptly request assistance by utilizing a mobile application.

The fast and effective handling of guest requests is of utmost importance in ensuring service quality. The scholarly work conducted by Parasuraman, Zeithaml, and Berry (1985) examines the SERVQUAL model and emphasises the importance of service responsiveness in achieving visitor satisfaction.

The Ritz-Carlton has implemented a set of service standards known as the "Ten Commandments," which includes a guideline to promptly attend to guest demands within a time frame of 15 minutes.






	
Element 4 – Departure 


	
The departure of a hotel visitor should aim to create a memorable and favourable impression. The effective management of this stage necessitates the consideration of several key components.

The optimisation of the check-out procedure is crucial in order to facilitate a seamless exit. The ease and reduction of visitor waiting times are enhanced by self-check-out alternatives, as described in the study conducted by Chathoth et al. (2019).

Certain establishments under the Accor brand provide a service known as "fast check-out," which enables visitors to conveniently clear their bills without the need to physically contact the front desk.

The process of gathering input from guests and effectively addressing their concerns is of utmost importance in order to achieve ongoing improvement. The scholarly work conducted by Kandampully and Hu (2007) places significant emphasis on the significance of feedback systems in the context of improving service quality.

The InterContinental Hotels Group (IHG) administers post-stay questionnaires to its customers, with the intention of soliciting feedback upon their overall experience.

In conclusion, it can be inferred that...

The proficient administration of the four phases of the lodging establishment's guest cycle is imperative for ensuring guest contentment, fostering loyalty, and ultimately contributing to the triumph of a hotel establishment. The pre-arrival stage of the hospitality industry is centred around the processes of making bookings, creating visitor profiles, and facilitating effective communication. Upon arrival, a seamless check-in procedure and cordial reception establish the initial ambiance. During the period of occupancy, the maintenance of cleanliness, the level of service provided, and the prompt handling of guest inquiries and needs are of utmost importance. The departure phase necessitates an efficient check-out procedure and a feedback system to facilitate ongoing enhancements. Hotels may establish enduring relationships and deliver exceptional guest experiences by integrating these fundamental components with contemporary industry practices and scholarly perspectives.
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Deconstructing TripAdvisor

Nancy Keates on how seasoned travelers decode the ratings on the nation’s most influential hotel review site.

By NANCY KEATES
'Simply the best!!!!!!" "Very Grand!!" "Awesome." "Unbelievable."

The last one might be the most accurate.

You'd think a reporter who has covered travel for this newspaper for more than a decade wouldn't
be fooled by such superlatives. But on a trip in January my family discovered that some people
who write reviews on TripAdvisor.com are thrilled to pay $280 to spend the night next toan
eight-lane highway. Ranked on the Web site as the No. 1 property in Carlsbad, Calif. -- ahead of
the Four Seasons Aviara and the famous La Costa spa -- the West Inn & Suites wasn't only far
from the center of the quaint oceanside town, it was also next to a working train track with a view

of alarge power plant.

"2 Second Opinion For many, TripAdvisor has become a first stop for
travel planning. Thanks in part to its prominence in
Google searches, some 24 million visitors a month
check out what other users have to say about where to

stay, eat and play around the world. (In contrast,
Vany emerienced tawlers compare publisher Frommer's sells 2.5 million guidebooks a
Vel besting stes e ate om enerstes  Year.) With more than 250,000 hotels, its sheer
with user-gencrated hotelrewiews. breadth of properties makes it more useful than other
hotel Web sites. Its wide range of contributors -- there
are nearly 10 million reviews and opinions -- make it more democratic. At a conference in
November the chief executive of euidebook publisher ILonelv Planet said the Web site's influence





