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	[bookmark: _Int_zNm5DUpB]Different types of skills and knowledge are necessary for front desk work in hotels, which will lead to increased performance and a better guest experience. The following is a list and summary of some key competencies needed to work in the hotel front office.
Communication Skills
Effective communication skills are a significant requirement, allowing front office staff to get involved in both verbal and nonverbal communication (Indeed, 2022). Creating memos, business papers, and emails with appropriate vocabulary was an essential part of the front office job. A front desk employee that is skilled in communication could shift their tone from professional to informal as needed.
Problem-Solving Skills
Recognising problems and using effective problem-solving techniques to provide answers will be necessary for front office work (Indeed.com, 2022). Front office staff members need to be proficient problem-solvers if business operations are to advance consistently and effectively.
Teamwork skills
Professionals working in the front office will have to work jointly with other employees and their peers. To ensure that there is no issue with any kind of collaboration and cooperation among them and other members in the hotel, effective teamwork skills can work very effectively.
Attention to Detail
The front office staff can benefit considerably from having the ability to pay attention to the smallest details (Indeed, 2022). This is because these professionals must be associated with several types of workers such as taking calls, booking rooms, greeting quests and so forth. In order to complete these tasks in a successful manner, these individuals will have to have good attention to detail skills (Tesone, 2010). 
Gibbs Reflective Model
Description
[bookmark: _Int_ySJj6nRb]The first stage of the model allows people to reflect and narrate all the events taking place in an experience (Wallbridge, 2022). I possess many skills and abilities which I have developed over the past years through various personal, practical and class experiences. For instance, a couple of years back, I was assigned work by my teachers in class at College of West Anglia in Wisbech conducting research on how SMEs contribute to the overall economy. During this research, I had to go through various sources and faced significant issues such as duplicate files, fake data and more. This caused significant issues in completing the overall project. However, with the use of my effective problem-solving skills, I could successfully solve the issues and complete the project. During this project, I also used my attention to detail skills to identify the small patterns in authentic sources and used them as references to assess other sources. I was also a part of charities, church and social groups in my locality which sometimes required me to work with teams and groups of people. Working in these groups and teams allowed me to develop and improve various skills. As any group has discussions and conflicts, the teams and groups that I was a part of also had major disputes. However, with the help of my effective communication and teamwork skills, I could offer my contribution to solving the issues. I also improved my problem-solving skills through such instances, which helped me here at my current placement.
Feelings
This stage allows me to go through my feelings which I may have felt during an experience or experience and how it may have influenced the overall experience (University of Cumbria, 2020). I am a passionate person, especially when I am engaged in any particular task or activity. I think that I felt quite comfortable while being engaged in the research as I knew the limits of my skills and abilities. However, while working in groups and teams which involves conflicts and quarrels among the members, I felt quite taken back and hesitant. 
Evaluation
Through this stage, I can evaluate the positive and negative events in a particular experience (University of Cumbria, 2020). Some positive events that took place in my experiences include my being able to develop and use my skills for front here at the hotel in Peterborough.
Analysis
The stage of analysis helps an individual to source the meaning of the events (Structural learning, 2023). Upon analysing, I think that my ability to successfully use different skills and abilities in different experiences really helped me to be effective and achieve the objectives of the group.
Conclusion
This stage will let me summarise and accumulate all the findings from this whole reflection (Mindtools.com, 2023). I think that my skills and abilities proved to be extremely helpful in both positive and negative situations. However, I think if I had better attention to deal skills, I would have saved even more time while also improving the quality of the results of the research and also here at the reception.
Action Plan
This stage will let me make a plan of action for the improvement of my own skills and abilities for a better future experience (The University of Edinburgh, 2020). I will improve my attention to detail skills by making a routine, engaging in meditation to improve concentration, playing brain teasers, and reviewing my work and performance. 
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	Trip Advisor Review Response 150 words

	The response which has been provided regarding the services and customer experience has made the management of Premier Inn incredibly happy (Tripadvisor, 2022). The hotel is delighted that the location of the hotel and its traditional features have offered you great comfort and satisfaction. We would like to further improve our ability to offer great experiences and achieve a higher level of customer satisfaction to our guests and customers. We will be offering authentic experiences to the customers and our guests and offer more services such as disabled rooms and hospitality services. We are also proud of our really great team being always helpful, friendly and professional. Thank you for your kind words!  Hearing that you had a great time during your stay with us makes us very happy.  We appreciated having you as a guest, and we hope to have you back in the future.
 Best Regards, 
Premier Inn Team

















	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 450 words

	                                                                                           
                                                                                 Management of Premier Inn,
                                                                                 Nene Park, Peterborough,
                                                                                 PE2 5UU, UK
                                                                                 October 6th, 2023
Mr Roland Frederick,
17 Trinity Court,
Swansea
SA1 2AR

Dear Sir/Madam,
We are deeply sorry for the experience which you had to go through during your stay in one of our rooms. We understand your dissatisfaction regarding our lack of service and effective management which hampered your overall experience while staying in our hotel. The management team of Ivybank Lodge is very ashamed due to our negligence in terms of customer service. As the management team of the hotel, we have heard your query and are more than happy to bear all your experience on your next stay in our hotels as a token of appreciation for offering your valuable time and feedback. Concerning the food and food timings, we will have to make necessary changes to ensure that the guests are able to enjoy warm and delicious food (McdonaldPaper, 2019). We understand that our kitchen staff greatly lack good cutlery skills which has affected your breakfast. To ensure that such an issue is not experienced by any other guest, we have decided to put our kitchen staff through training again (Spayse, 2021). We have also made investments in proper equipment and storage to offer the guests fresh food. The management team will also conduct a daily check of the quality of food provided to the guests and ensure that no frozen food or such kind is kept or served to the customers. 
We have also been informed about the unpleasant night which you experienced while staying at our hotel. As we cannot put any kind of restraints on our customers regarding their babies, however, we have decided to renovate the overall hotel and install soundproof walls to provide privacy to the customers. By doing this, we will also be able to ensure that the guests can enjoy their own time with their loved ones and not be bothered by other people (Environoise, 2023). As you have stated in your letter regarding the importance of hygiene for the guests, it is equally important for us to ensure that their expectations in terms of hygiene are met. We understand that there has been negligence on the part of our housekeeping staff as you have found hair strands and a dirty toilet. We will have every worker in housecleaning put in training sessions (Team, 2021). Furthermore, we will also send a representation of the management to personally check if the services of the housekeeping staff are acceptable or not.
Lastly, the management of Premier Inn is incredibly grateful for the valuable feedback you have provided which will help us improve our abilities. We will ensure that you do not face any kind of issue on your next visit.‌




Component Three: 1120 words
	
Element 1 – Pre-Arrival 


	Introduction
The pre-arrival phase of the hotel guest cycle will be discussed in this essay, along with some of the key initiatives the hotel management has taken on during this period.
Main Body
The pre-arrival stage in the guest cycle is a particularly important way throughout the journey of a guest and also helps in setting the tone of their overall's day (Bardi, 2011). It is especially important for the management to ensure that they offer a positive guest experience during this stage. A major activity that is done by the management of the hotel in this stage is reservation management. The main purpose of this activity is to confirm and manage reservations to ensure the availability of the rooms to the customers in their required time (Corgev et al., 2011). For instance, hotels such as Premier Inn allow guests to make online reservations which offers an easier way to make reservations (Premier Inn, 2023).
This stage is also inclusive of effective communication done on the end of the management team to ensure that the customers and guests are well aware of the services and goods that are offered by the hotel (Corgev et al., 2011). Communicating with guest is done with the purpose of sending personalized welcome messages and emails to confirm their reservations and offer valuable information. For instance, hotels such as Premier Inn generally offer pre-arrival emails that are inclusive of the name of the guests, reservation room, information regarding contact, where to book in advance the table at the restaurant (www.beafeater.com), if the hotel has a lift or air-condition and also the early check-in which is from 11 a.m. but there is a change of 10£ (Premier Inn,2023).
Conclusion
Through this essay, an effective understanding of the activities undertaken in the first stage of the hotel guest cycle has been offered.

	
Element 2 – Arrival 


	Introduction
The essay looks to offer an understanding of the major activities undertaken by the hotel management when the guest arrives at the hotel. 
Main Body
The second stage in the guest Hotel cycle is known as the arrival stage in which the guest makes a visit in the hotel (Hammer, 2016). In this stage, it is particularly important for the management of the hotel to ensure a smooth and welcoming experience for the guests. A major activity done by the management is the check-in process where the front office workers are engaged to ensure a hassle free and quick process of check-in for the guests. Hotels such as InterContinental hotels and resorts offer its loyalty program members with expedited checking which lowers their wait time and improves their overall experience in the hotel (IHG, 2023). 
A warm welcome is another major activity which is undertaken by the management of the hotel in the arrival stage. The main purpose of this activity is to with the guest in a friendly manner. Assigning rooms to the guests is another major activity that is being done in the arrival stage where the hotel management will be assigning rooms as per the preferences and request of the guests (Solomon, 2018). For instance, the Four-season hotels and resorts generally make an effort to respect guest preferences such as adjoining rooms for families, high-floor rooms, and specific guest configurations (Four seasons, 2023).
Conclusion
This essay has highlighted the key activities conducted by the hotel management team during the second stage of the hotel guest.

	
Element 3 – Duration of stay 


	Introduction
The duration of the stay stage is inclusive of the overall stay of the guests in the hotel starting from checking in to checking out. This essay seeks to offer an understanding of the activities conducted in this stage. 
Main Body
The third stage of the hotel guest cycle is one of the most important periods for the guest as well as the hotel. This is mainly because the hotels are engaged in different activities to improve guest satisfaction during this stage (Tesone, 2010). Housekeeping and maintenance are a measures activity which is undertaken in the step that ensures that the dressed rooms are clean and maintained in a good condition every day. Hotels such as Marriott have teams for housekeeping that offer daily room cleaning and services related to maintenance to ensure that the rooms are kept in a good state when visited by the guest (Marriott Bonvoy, 2016).
Room service and dining is another major activity included in the third stage of the guest cycle. Through this activity, hotels can offer room service and dining options that help cater to the preferences of the guests (Tesone, 2010). For instance, The Ritz-Carlton offers a wide variety of dishes and options on its menu which can meet certain dietary requirements resulting in a higher quality dining experience for the guests (Ritz-Carlton, 2015). The check-out process is another major stage which is undertaken in the third stage which ensures a quick and smooth process of check-out for the guests. For instance, Marriott has enabled mobile applications for check-out resulting in a quicker process (Marriott, 2016).
Conclusion
This essay has covered the third stage of the hotel guest cycle which is the duration of stay stage. Some key activities undertaken by the management have been highlighted. 


	
Element 4 – Departure 


	Introduction
This following essay will cover the fourth stage of the hotel guest cycle which is called departure. Departure is the stage where the guests complete their stay and proceed to check-out.
Main Body
The last stage of the hotel guest cycle and is also the last opportunity for the management of the hotel to leave a good impression on the guests to increase customer loyalty. This stage is an important stage in terms of improving the brand image and ensuring repeated business through the activities conducted in this stage. A major activity is express check-out which helps the guests to increase the speed of their check-out process enhancing their departure process. The Check-Out can be made easy without any member of staff present and they only need to leave their key in a designated box (Best Book Direct, 2023). Billing and payment are another important activity where the management has to ensure that this step is done accurately and is communicated with the guests about their expenses (Tewan, 2009). For instance, Hilton Hotels generally offer the guests with an invoice that is inclusive of all the charges during the stay of the guests which makes it easier for the guests to understand (Hilton, 2023). 
Last-Minute Request is an important activity which is undertaken in the departure stage of the guest cycle. Being engaged in this activity will be helpful for the guests to address any kind of last requests from the guests. As a result, there will be an increase in brand loyalty. For instance, various high-end hotels and resorts such as Burj Al Arab fulfil the departing request of the guests to ensure a good departure (Dorsia Travel, 2022). 
Conclusion
This essay has discussed the departure stage of the hotel guest cycle and highlight some key activities conducted by management of hotels in this stage. 
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Great Premier Inn

This is a great Premier Inn. Well positioned next to Nene Park and Ferry Meadows
too. Really clean, well equipped and truly superb staff. We had a disabled family
member with us, and they couldn't do enough for us. We were staying for a
wedding and the staff even gave a card to the bride and groom!!

Ellie, you are a star. Thank you for booking tables, changing times, giving us tea
and coffee etc for the rooms, letting us through numerous times because we
forgot our key cards, and putting our bubbly in the fridge!!

The Beefeater is great for breakfasts and again the staff were great. We'll
definitely be back!!

Read less «

Date of stay: November 2022

Trip type: Travelled with family

Room Tip: Easy to find with sat nav. Book Beefeater at reception. Remember your key card.
Only one...

See more room tips




