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	Key skills in Hotel Front Office Management

1. Introduction
In the hospitality industry, the hotel front desk is an essential point for visitor interactions and operational administration. By utilising Kolb's Experiential Learning Cycle, this journal examines the key abilities that are necessary for effective hotel front office operations. Through the integration of personal experiences and, this reflective paper aims to highlight the practical implementation of essential skills and their importance in boosting both visitor satisfaction and operational effectiveness.
2. Kolb’s Experiential Learning Cycle 
The experiential learning style theory proposed by Kolb is often portrayed as a four-stage learning cycle in which the learner examines every aspect. Is composed from four steps as Concrete Experience, Reflective Observation, Abstract Conceptualization and Active Experimentation (Azar, Albattat, and Kamruddin, 2020).
2.1. Concrete Experience
Throughout my placement at the Ibis London Stratford hotel, I was faced with a difficult circumstance that occurred within the busiest time of the tourist. As a result, the hotel was completely occupied, and the front desk received a huge number of visitor requests and inquiries. This situation, which mirrors the challenges described by Bardi (2011), put my multitasking, customer service, and crisis management skills to the test. The front office became full of activities, with people checking in and out, making particular demands, and requesting for local information. The circumstance reflected Tewan (2009) viewpoint on the front office as the centre of hotel operations, where employees need to be skilled at balancing a variety of responsibilities whilst offering excellent customer service.
2.2. Reflective Observation
When reflecting  on this challenging event, I can see a few important skills that were essential to handling the circumstances well. The three most important ones were flexibility, problem-solving, and communication. In connection with Bardi (2011) focus on communication as a vital ability in front office management, it was important to have straightforward interactions with visitors as well as coworkers. It was also important to have the quick problem-solving and situational adaptation skills. This experience confirmed Tewan (2009) results, which highlight the value of flexibility and problem-solving skills in front office operations. Improving opportunities were also highlighted by the reflection process, specifically in the areas of stress management and more effective work delegation.
2.3. Abstract Conceptualization
Corgel, Sturma and Verma (2011) talk about how important it is to think strategically in the hotel industry, particularly when it comes to making the best use of resources and providing better customer service. This fits with the need for problem-solving skills and the ability to change that was seen during the experience of the placement. Tesone (2010) additionally discusses about how management styles and cultural awareness can affect how well operations run. This matches with my experience because I think that being more understanding and sensitive to other cultures would have made exchanges with guests better. Johnston, Clark, and Shulver (2012) stress how important service quality management is to the profitability of a hotel business and how pleased its guests are. Based on what they said, it seems that competent front office management requires a structured approach to service quality that is based on extensive knowledge and strategic planning.
2.4. Active Experimentation
Based on these thoughts and theory concepts, it is possible to come up with a number of plans for future practise. First, Corgel et al. (2011) state that taking a more direct approach to guest service can make a big difference in how guests feel. This could mean figuring out what guests want ahead of time and tailoring services to their needs based on their profiles. Second, using a management style that is open and adaptable, like the one Tesone (2010) talks about, would probably make the team more attentive and productive, especially during busy times. Lastly, using a planned approach to service quality management, as suggested by Johnston, Clark and Shulver (2012), can help keep guests satisfied all the time. This could include giving staff frequent training regarding how to provide outstanding service and talk to guests in an appropriate manner.
3. Conclusion
In conclusion, Kolb's Learning Cycle has helped me think about how important it is to have a variety of  skills when managing the front desk of a hotel. Blending practical expertise with classroom knowledge is a way to keep improving as a staff member and make sure that operations work efficiently (Azar, Albattat, and Kamruddin, 2020). Adopting this habit of reflection can help me have more pleased guests, run a business more smoothly, and find greater fulfilment in the job as a service worker.



	[image: ]
Component Two 
Contribution to Overall Module Assessment: 25%

	Trip Advisor Review Response 150 words +/-10%


Dear Ilvijaskerskane,

Your kind words regarding your exceptional stay at the Ibis London Stratford are appreciated by the TripAdvisor community. Your statement that your stay with us was memorable fills us with great pleasure. Your complimentary remarks regarding the pleasant attitude and courtesy of our staff are sincerely valued, and we are thrilled that our hotel functioned as an ideal starting point for your exploration of the city of London. It is satisfying to learn that your breakfast was excellent and that the efforts of our staff significantly enhanced your stay.

Ibis London Stratford is committed to delivering outstanding service, and your positive feedback serves as confirmation of our team's hard work. We are delighted that our performance has been recognised, and we look forward to the opportunity to offer another outstanding stay to you and your family.

Once more, we appreciate your recommendation of our services. Your support is extremely valuable to us.

Warm Regards,

Silvia C.
Line Manager
Ibis London Stratford
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	Letter of complaint response 500 words +/- 1-%



	Mr Ronald Federick
17 Trinity court, Swansea 
SA1 2AR

Dear Mr. Federick,
In response to your letter dated September 1, 2023, concerning your recent vacation at our establishment, I am writing to you today. Please accept my sincere apologies in advance for the difficulties that you experienced throughout your visit. Our hotel aims to deliver an outstanding experience to every guest. However, it is apparent from your feedback that we failed to meet this expectation in your particular situation.
Regarding your complaint about the quality of the breakfast, we wish to express our sincere apologies for the failure to satisfy your expected standards. We recognise that breakfast is a crucial component of the visitor experience, so hearing that yours was inadequate saddens us. In order to guarantee that every meal delivered is of the highest standard in terms of flavour and temperature, we decided to act right away to resolve this issue with our culinary staff.
We are just as worried about the loud disturbance you reported. We always want our visitors to have a calm and enjoyable stay, therefore we are sorry that this was not the case for you. In order to avoid such circumstances in the future, we are evaluating our room distribution procedures and giving our employees further training to help them deal with such scenarios.
We truly apologise for the state of your room's cleanliness. The circumstances you detailed are unacceptable and do not meet our exacting requirements for housekeeping. In order to guarantee that every accommodation satisfies the highest standards of hygiene and cleanliness, we have carried out an extensive investigation into this issue and have taken the necessary actions with our housekeeping service.
We are very thankful that you choose to notify us about these issues. Your input is really helpful to us as we work to improve both the visitor experience and our offerings. We would like to extend our apology for the difficulties caused and demonstrate our dedication to providing exceptional service by providing you with a complimentary stay in one of our deluxe rooms on the next visit. Furthermore, we would be happy to offer you a complementary meal in our restaurant, where we are sure you will discover exceptional quality and service.
Although we are aware that winning back your trust may take some time, we are determined to do all in our power to make sure the next time you are with us is delightful and meets up the high standards that you and all of our visitors have a right to expect. We appreciate the support you provide and really hope that this event will not make you think twice about staying at our hotel in the future.
Thank you once more for your honest remarks. We are eager to have the chance to greet you once more at our hotel and to show you how committed we are to providing excellent service and visitor satisfaction.

Your sincerely, 
Silvia C.
Line Manager
Ibis London Stratford
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Writing in essay format 







	Element 1 – Pre-Arrival 

	In hotel management, the pre-arrival phase is critical to determining the total experience of the client. This stage covers all pre-arrival communications among the hotel and the visitor, including personalised services and reservation procedures (Bardi, 2011). In addition to being used for bookings, the reservation system is a crucial tool for obtaining visitor preferences, which is necessary for providing individualised service (Tewan, 2009). Digital technology plays a critical role in enhancing the pre-arrival experience in the hotel business nowadays. To simplify the booking process while building a connection with visitors, online booking systems, smartphone applications, and email interactions are utilised (Tesone, 2010). In addition to being practical, these technologies supply hotels with data that allows them to give individualised services. Furthermore, the pre-arrival period presents hotels with chances to increase their income via upselling. Understanding the requirements of visitors allows hotel chains to suggest extra services or packages, consequently boosting guest satisfaction and profits (Hammer, 2016). Effective communication is critical throughout this phase. Building a positive expectation for the visitors' stay and encouraging trust through timely and transparent communication are both possible (Fanthorne, 2004). The impact of this preliminary acquaintance on the visitors' evaluation of the hotel is critical.

	Element 2 – Arrival 

	The primary focus changes during the arrival phase of a hotel guest's experience to the guest's physical ascent into the hotel setting. This phase creates the atmosphere for the duration of the stay. The arrival stage comprises the check-in procedure, which signifies the initial direct engagement among the visitor and the front desk staff of the hotel (Fallon and Rutherford, 2011). The relationship thus formed provides the hotel with a chance of creating a memorable initial impact, surpassing its status as a simple transaction. During this phase, staff training is of the vital. Vallen and Vallen (2014) stress the crucial role of adequately trained personnel in performing check-in protocols, managing visitor expectations, and responding to initial inquiries. The level of attention, courtesy, and efficiency displayed by the staff has a direct influence on how the visitor perceives the hotel. In addition, this stage often involves attending to any special needs or accommodations that the client may possess. According to Wood (2013), effectively managing such inquiries is essential in order to guarantee complete guest satisfaction. Successful guest service necessitates knowledge of the visitor's requirements and the capacity to react quickly and effectively meet those needs. With the evolution of technology, the arrival stage has gone through substantial transformation within hotel operations. The volume of technology being utilised to improve and speed up check-in procedures is growing. According to Johnston, Clark, and Shulver (2012), an increasing number of hotels have adopted digital check-in tools, such as mobile applications and self-service kiosks, to improve the check-in process for visitors by reducing the amount of time and work required. Last not least, this stage incorporates the creating of the atmosphere for the visit of the guest. As stated by Fallon and Rutherford (2011), the initial perceptions of guests are greatly influenced by the setting, the ambiance, and the whole welcoming experience. The establishment's reception area's appearance, sanitation, and warm hospitality all play a role in the creation of a pleasant and inviting environment.

	Element 3 – Duration of stay 

	The length of the visitor's stay is a key phase in the life cycle of a hotel guest, accentuating the importance of consistent service excellence and guest satisfaction. According to Fallon and Rutherford (2011), this stage is marked by a focus on providing superior, continuous services, including but not limited to room service and maintenance. Managing these services is critical for answering the requirements of guests and maintaining their comfort during their entire stay. The most important component of this stage, as suggested by  Johnston, Clark, and Shulver (2012), is the continuous engagement among hotel guests and personnel. This comprises adherence to fundamental service standards, active involvement, in which personnel anticipate the particular requirements of customers and deliver customised attention. The level of service has the capacity to substantially increase the experience and delight of guests. Furthermore, effective resource management is required during the course of the visitor's stay to ensure that all hotel amenities and services operate effectively and without disruption. Vallen and Vallen (2014) highlight the importance of keeping a superior level of hygiene and operational efficiency across all hotel sections, including guest rooms and public spaces. The incorporation of technology to improve the visitor experience has become a vital component during this period. Numerous hotels currently provide digital amenities, including applications for requesting services, technology in the room to manipulate room settings, and online concierge services (Wood, 2013). Therefore, improvements in technology support the aim of improving guest comfort and maximising hotel operations.

	Element 4 – Departure 

	As with every other phase in the hotel visitor cycle, the departure phase is crucial because it offers the guest an unforgettable opinion. As stated by Fallon and Rutherford (2011), the departure procedure contains the hotel's last chances to make sure that the guest is satisfied and will return, in addition to the obvious action of checking out. During this phase, it is necessary to obtain visitor feedback and address any unanticipated demands that may develop. Moreover, the necessity of simplified and effective check-out processes has been stated by Vallen and Vallen (2014). The goal is to ensure a comfortable and effective process, consequently minimising any possible concern for the visitor. In order to better manage this procedure, numerous hotels have adopted digital billing and fast check-out systems (Johnston, Clark, and Shulver, 2012). At the same time, these advancements help visitors save time, but they also reduce the load on the front desk personnel. Additionally, post-departure involvement is a crucial part of this stage. Wood (2013) indicates the importance of conducting follow-up interactions, including satisfaction surveys and appreciation emails, in order to collect feedback and build an emotional connection with the visitor. By adding visitor feedback into service improvement processes, this practise significantly improves the development of lasting guest relationships. Furthermore, it is very important that any issues or complaints mentioned at the time of check-out be treated with the highest prudence. Effectively handling any issues at this stage has the capability to transform what could be a disappointing experience into a positive one, which may increase visitor loyalty, as suggested by Fallon and Rutherford (2011).
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