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	[bookmark: _Toc146827391]1. Key skills required to work within the hotel front office.
Working within the hotel front office has key significance and importance in the hospitality industry. (Cisco, 2020) Those who work in the front office are to first contact with the customer and their performance is crucial as it is the first interaction with the customer's overall experience. Here I have explored some key skills that are needed to work in the front office (Shin et al, 2019). 
Communications skills: There is no second to the communication skills needed in the front office. Those who work in the front office are tasked to provide information on time and correctly to the customer via different media such as phone, in person, mail etc front desk is also required to listen to customers' requests, issues, concerns and son and try to resolve it contacting with other departments (Olimovich et al, 2020). 
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Figure: Communication skills (Olimovich et al, 2020)
Customer Service: Providing greater customer service is the key motto of any hospitality business. For that the front office needs to be friendly, responsive, empathetic, etc. in handling the customer to exceed customer expectations, creating a greater impression and better experience (Shin et al, 2019).  
Problem-Solving: Hotel business deals with a variety of customer who has different taste and issues while staying in an establishment. (Duke et al, 2019) While dealing with customers they may face a variety of problems and circumstances where they need to solve these issues. Problem-solving skills are essential to solve problems aligning with customer policy and satisfying the customer as well (Leung et al, 2019).
Computer Proficiency: The front office employees need to have a proficient knowledge and skill in using computers. They need to use hotel management software in a daily basis to make reservations, customer checks in and out, checking room vacancy and assignment. It is very important to arrange the rooms and keep up with the customers and avoiding possible clash (Olimovich et al, 2020).  



Multitasking: Front office employees are required to have this skill multitasking as they are required to handle several customers with different requests at the same time. They may need to juggle different tasks starting from customer check-in and out, picking up phone calls, answering customer inquiries and much more. So they need to have multitasking skills for these tasks as well as handle the pressure (Shin et al, 2019).  
Time Management: Hotels are too busy in peak times. But the rooms and services that can be provided are limited to a certain level of customers. So it’s important to manage time more efficiently to provide a greater customer experience and serve more customers (Leung et al, 2019).
[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.
Here I have utilised Gibbs' reflective model to identify my skills and areas for development. I have also tried to link them with theoretical principles with some examples from the industry. (Bernacki et al, 2021)
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Figure: Gibbs reflective model (Adeani et al, 2020)
Description
I have worked in the front desk of a hotel and experienced customer service roles to satisfy customers. While working, I have developed my effective communication skills. A theoretical approach such as nonverbal communication as well as active listening has helped me to serve the customer more efficiently. For instance, there once was a room mix-up active listening helped me solve the issue more accurately (Goryushkina et al, 2019). 

Feelings
Through self-evaluation, I am pretty much confident and take pride in my communication skills. But there are always chances for my development. I think I need to increase my composure as I feel irritated inside while dealing with difficult customers (Adeani et al, 2020). 
Evaluation
I think I need to work on my conflict-resolution skills. There was an incident where there was a very alarming argument between two of the guests that increased discomfort to others. Later I solved the issue but I felt there were better ways to handle the situation and the Servqual Model's five dimensions would have been a great help (Crane et al, 2019). 
Analysis
Another skill that is very much important in my opinion is adaptability. Hotels face many unwanted situations every time. (Gemsbacher, 2013).   There was an incident in the hotel where I worked, a customer's reservation was mistakenly cancelled. I used the Problem-Solving Model by Kepner and Tregoe and identified the problem, possible causes and solution and lastly took the best course of action to resolve the situation (Goryushkina et al, 2019). 
Conclusion
Gibbs' reflective model has helped me to find out about the area I excel and the possible skills that are needed to have growth in the industry. I am good with my communication skills but I have to give importance to my problem-solving and adaptability skills (Crane et al, 2019). 

Action Plan
As I want to develop my skills further I would like to take some action plans to grow in my professional life. (Grayson et al, 2019) For that firstly I would attend certain seminars and training programs that will help to further my situation-handling skills for tough guests. (Gennetian, 2019)  Then I would like to focus on my problem-solving skills and increase my emotional intelligence so that I can keep my composure while solving problems. I would also carry out cutaneous assessment and evaluation for continuous improvement in my skills (Adeani et al, 2020). 
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