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The hotel front office is a part of a hotel management organisation where employees need to have some crucial skills (Wood, 2013). Some of the major skills that are required for working in a hotel front office are explained below:
1. To discuss the skills of the hotel front office first skill that came to mind is time management skill. The reason behind saying that is an employee who works in the hotel front office needs to maintain time properly because for giving proper customer service in a hotel organization, the employees of the hotel front office need to be there available for giving the service to the customers (Tesone, 2017). That is the reason why for becoming an employee of this department of the hotel management organisation time management skill is necessary.
2. Among several skills that are necessary for hotel front office employees, communication skill is the most important one as hotel front office employees are required to communicate with the guests or customers of the hotel and in order to do that the employees require better communication skills (Jawabreh et al., 2022). The reason behind saying that communication skills are necessary for the employees of the front office as without proper communication the customers will be dissatisfied with the service of the hotel organisations because of the poor communication process of the employees (Tesone, 2017). 
3. Another major skill that can be mentioned which is necessary for an employee of the hotel front office of a hotel management organisation is decision-making skills. This skill is highly necessary for those employees because in providing customer service the employees need to make a huge number of decisions regularly (Bardi, 2011). And if one does not have proper decision-making skills, he will be providing poor customer service to the customers. That is the reason why decision-making skill is a must for hotel front-office employees. 
4. In this current world of business and technology, technological skill becomes a must for the employees of the hotel front office of a hotel management organisation. The reason for stating this is for managing customers from the hotel front office the employees need to have proper technological skills as a huge number of activities in managing customers have been done through the use of technological tools like computers, online payment systems etc. (Tewari, 2020). That is the reason why nowadays hotel management organisations ensure that the employees they are hiring have this skill in them. 
5. The last skill that can be mentioned as one of the major skills for hotel front office management is a problem-solving skill. Problem-solving skill is helpful for the hotel front office employees as these employees need to face a huge number of problems from the customers and they need to provide solutions to those problems regularly (Ivanov, 2014). 
Reflective learning refers to the process of learning where the learner understands his learning by going through the experiences and analysing the works that he has gone through on his own (Williams et al., 2020). In this paper for discussing reflection, I will be using the Gibbs Reflective Cycle which has six steps in it named description, feeling, evaluation, analysis, conclusion and action plan. Here description describes the situation, feelings describe the experiences and feelings of the learner, evaluation mentions the positive and negative aspects analysis explains the reasons behind those aspects, and conclusion summarises the learnings and action plan defines the future planning for the learner.
Here, I was placed Hotel Holiday Inn of Sunderland for my placement organisation. I have learned many important lessons regarding hotel front office activities and also improved some major skills that are necessary for the people who work in the hotel front office. Some of these skills that I have improved through completing my placement are problem-solving skills, communication skills, time management skills etc. My feelings were adventurous as I was excited about my placement job and I got huge support from the hotel front office team of Holiday Inn of Sunderland about learning several things about the work. However, as it was my first-ever placement in a real organisation, I have faced some obstacles in maintaining time and interpersonal activities. Overall, it can be said that my placement organisation in the hotel front office was satisfactory and fruitful for my professional career. And for better outcomes in future, I will be working on my time management skills and problem-solving skills so that I can perform better if similar opportunities arrive. 
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	Trip Advisor Review Response:

	
Dear Annette B, thank you so much for taking the time to provide this insightful review regarding your experience at Holiday Inn Sunderland on Trip Advisor. We are so grateful that you have loved our hotel as well as our staff services. 
It is so heartwarming to know that you really have enjoyed your time in Holiday Inn Sunderland and want to come back again in future as you have loved our hotel environment as well as staff behaviour and services. Your kind feedback and review will be a motivational factor to our organisation as well as our staff within the organisation. We look forward to having you back at Holiday Inn Sunderland soon for another satisfactory stay and we will be prepared to give you even better services in future. Once again, thank you so much for your helpful review and feedback about Holiday Inn Sunderland. 










	Screenshot of referenced Trip Advisor review used:
[image: ]
Figure 1: Trip Advisor Review for Holiday Inn Sunderland
Source: (Trip Advisor, 2023)

	

	

	

	Letter of complaint response:

	
Holiday Inn Sunderland
20.10.2023

Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR

Subject: Response to Your Recent Complaint

Dear Mr. Federick,

I hope this letter finds you well, I would like to start writing by expressing my sincere apology for the problems that you have faced throughout your stay at our hotel at Holiday Inn Sunderland when you stayed on Saturday 26th of August in room 205. Your feedback regarding our service is so valuable to the organisation and I can ensure that we are taking your concerns and stated issues seriously to improve our customer service. 
Here, I am addressing the issues that you have mentioned in your feedback letter:
Firstly, the breakfast quality, you have stated that the food was cold and it was tasteless. I am really sorry that the breakfast did not meet your expectations as I understand the importance of a satisfying meal to start the day. In response to your feedback, we are reviewing our breakfast quality and service to make sure that these types of issues do not occur in future to any other guests. And we are taking immediate action regarding that so that in future we can provide satisfactory breakfasts to the guests of our Holiday Inn Sunderland. 
Secondly, the noise disturbance issue, as you have mentioned that you could not sleep properly because in the neighbouring room a baby was crying. I am expressing my apology for this issue of the noise from the neighbour's room. Based on your feedback we are reviewing the policies and taking immediate action regarding the management of noise levels and peacefulness of the hotel guests. We will make sure that no further occurrence happens in our hotel so that the guests can not sleep or find it harder to sleep at night because of noises from the surroundings. For doing that we are immediately reviewing and taking steps that are necessary. 
Thirdly, regarding the room cleanliness issue you mentioned that the room cleanliness of 205 was not satisfactory as there were visible strands of hair and the toilet was unclean. I am really sorry to hear this issue from you and I am expressing my apologies regarding this issue of cleanliness of room 205. I understand your concern about room hygiene and as the toilet was unclean along with hair in the room you found it unhygienic about the room. We are currently reviewing the issue and taking immediate action to solve the issues. We will be more careful as well as more focused on room cleanliness so that our honourable guests like you do not get dissatisfied with the room environment and services. 
As you have faced these issues, we would like to give you a complimentary one-night stay at Holiday Inn Sunderland and this time we will do our best to satisfy you with our hotel service. And again, I am apologising for the inconvenience that you have gone through. 
Thank you again for your considerable feedback. 

Yours sincerely,
Sham
Guest Relations Manager
Holiday Inn Sunderland
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This essay is focused on the hotel guest cycle where the ways through which the guest cycle in the hotel industry is managed will be discussed. There exist four stages in the hotel guest cycle which are pre-arrival, arrival, duration of stay and departure (Wood, 2013). In these four stages of the guest cycle the management of these guest according to these stages are very crucial. And that is the reason why employees are trained highly by focusing on these four stages of the hotel guest cycle. Here the four stages of the hotel guest cycle are explained below with reasonable industry examples:
	
Element 1 – Pre-Arrival 


	According to Tesone, (2017), the pre-arrival stage of the hotel guest cycle is “the foundation of a guest's experience and sets the tone for their entire stay”. The reason behind saying that is in this stage of the guest cycle in hotel management the guest understands and feels about the hotel culture and management procedures of the hotel. At this stage, they start experiencing the hotel management as well as the staff behaviour along with guest services of the hotel organisation. In the pre-arrival stage, the guests or customers communicate with the hotel through their customer service employees who get to know about the features, offers, specifications etc. of the stay in this stage they book the services they will be receiving or expecting when they arrive (Bardi, 2011). Among several activities in the pre-arrival stage of the hotel guest cycle, two major activities are reservation and booking processes and guest communication (Jayanti, 2023). In the hotel reservation and booking process the guests reserve and book for the services they need, and the hotel organisations use different apps, online methods and communication techniques to assist those customers in this stage (Vallen and Vallen, 2018). And that is the reason why guest communication is one of the major parts of this process of pre-arrival. Here for example, it can be said that Hotel Marriott and IHG or Intercontinental Hotel Groups have been using advanced technological mobile applications and user-friendly websites for the guests so that they can reserve and book their services according to their needs. 

	
Element 2 – Arrival 


	Arrival is the stage of the guest cycle where the guests actually arrive at the respective destination or hotel after the end of the pre-arrival session in this stage of the hotel guest cycle the guests go through procedures like check-ins, entrance to the room and visiting the hotel surroundings etc. (Johnston et al., 2012). Among various types of activities, the major ones of this stage are checking in of the guests and room allocation procedures for the guests according to the bookings or the preferences of the guests. In this stage of the guest cycle, the employees need to be really attentive since receiving guests in a kind and heartful manner is highly required to give a better first impression to the guests so that the guests get impressed by the first expression or first view whenever they arrive (Han et al., 2019). Alongside that proper welcoming with proper communication with the guests are required too. In the process of check-ins as well as room allocation, the employees need to ensure that the check-ins and allocation of room process are going in the proper ways exactly the ways the customers want (Ivanov, 2014). Here the reservations of the customers alongside their preferences should be in major focus of the customers so that the room can be allocated to the guests properly. As technology is advanced nowadays many hotels like Hilton Hotels are now using a keyless entry system for their guests to enter into the room they booked (Kazandzhieva, Ilieva and Filipova, 2017). 

	
Element 3 – Duration of stay 


	The third stage of the hotel guest cycle is the most crucial stage of hotel management as at this stage of the duration of stay the guest gets to experience the whole thing of the hotel such as eating, enjoying every feature of the hotel, sleeping, etc. That is the reason why the employees of hotel organisations need to make sure that they are providing the customers with the exact services they promised to give before the arrival of the customers (Johnston et al., 2012). Here the activities can be parted in two ways such as service delivery and guest engagement. In service delivery, the organisations or the employees of the organisations need to maintain proper service quality standards where well-maintained facilities, proper room servicing, attentive housekeeping etc. are included. In the guest engagement activity, the employees need to provide their best to satisfy the customers with proper gestures, expressions, personalised recommendations, proper manners etc. (Jawabreh et al., 2022). To provide an example of customer service the name of The Four Seasons Hotels and Resorts can be mentioned as they are highly known in the hotel industry for their customer service experiences. 

	
Element 4 – Departure 


	
The final stage of the guest cycle in hotel management organisations is departure where the guests get ready for check-out, billing, feedback etc. procedures. In this stage of the cycle, the employees assist the guests in the check-out process and receive billing and specifically feedback from the guests about the whole journey or experience (Özdemir et al., 2019). Getting feedback from the guests regarding the whole experience at this departure part is a must because after getting the feedback from the guests the hotel management organisations can work on their mistakes and issues and can take necessary steps to solve those to become better customer service in future (O'Fallon and Rutherford, 2011). To give an example the name of IHG can be mentioned that collects guest feedback through surveys after their departure and learns from the mistakes. 



To conclude the essay, it can be said that although the four stages of hotel guest services have their own specifications and characteristics the importance of one cannot be maintained with the other. And that is the reason why for providing better guest services in a hotel organisation four of these stages need to be maintained well. 
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Annette B wrote a review Sept 2023
1contribution

Lovely modern hotel

h great staff

“Fantastic stay. Lovely breakfast and comfy room.
Front of house staff were great. Holly at the desk was really lovely and helped with storing my luggage.

Had a lovely meal in the bar area for lunch and didn’t want to leave! Kieran served us and brought our
drinks to the table which was nice!

Will definitely return.”
Read less a

Date of stay: September 2023

Trip type: Travelled as a couple
: Ask to speak with holly at the front desk as she is very knowledgeable of the local area

See more room tips

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews as part of
our industry-leading trust & safety standards. Read our transparency report to learn more.
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