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Introduction
[bookmark: _GoBack]The concept of the front office door is related to the perspective of the entry experience in a hotel where the guest first enters the hotel environment and becomes familiar with different types of features provided by the hotel (Kaczmarzyket al., 2023). It has been assessed that there are different types of roles and respective responsibilities for the employee and one of the major and crucial roles can be mentioned as handling the potential customer base (Corgelet al., 2011). The identified hotel management company is Rossington Hall which provides booking services based on different criteria such as Christmas Events, accommodation and others. Extensively, this report has the purpose of evaluating different skills required by the employees and using the separate reflective model.
[bookmark: _heading=h.1t3h5sf]“Identify key skills required to work within the hotel front office”
Various sets of skills are required for working under the hotel front office and each of those skills has its significance based on the situational analysis;
Multitasking can be acknowledged as one of the important skills that should be acquired by the respective employees or the working individuals (Tesone, 2010). With this particular skill, the employee or the working individual will be able to gain the ability to maintain a large group of people or individual human beings while providing priority to each of the individual or group members (Garner and Dux, 2023). So, it can be considered as one of the key skills that should be developed by the respective individual human being for efficiency and transparency towards the specific job role or job venture.
Teamwork can be acknowledged as another skill that should be improved by the person having the desire for applying in the specified job role hotel's front door (Hammer, 2016). As there are di different types of organisations which provide multiple services, so, it is quite obvious that the customers coming to the company will have different types of requirements or needs which cannot be solved by the individual department (Tannenbaumet al., 2021). So, to handle such as large base of employees, it is very important to have a large amount of employees so they can individually address the doubts and requirements of each of the individual customers or the respective clients.
Time management has to be measured as another skill required by the person or individual who has the desire to apply for the job role of hotel front door manager or the respective employees or the working individuals (Bardi, 2011). Being working under that specific job role, it will be quite obvious that different types of job responsibilities will be required in each instance of time (Menniet al., 2020). So, the respective employee should be also able to manage between different types of provided to the employee and specify an accurate and appropriate time slot for each of the job roles. So, in this context, time-management skill becomes very important.
[bookmark: _heading=h.4d34og8]“Using your chosen model of reflective practice, reflect on your own skills”
As identified earlier, the chosen organisation is Rossington Hall and the selected reflective model will be Kolb’s Reflective model (Tewan, 2009). There are basically four different stages based on the overall learning experience and each of the stages has been mentioned below;
Concrete Experience is one of the first stages of the chosen reflective model which tells about the overall experience gathered through the learning situation (Watson et al., 2019). With the company profile of Rossington Hall, I must say that the organisation aims to provide different types of venue services for different types of purposive measurements such as wedding venues, accommodation venues and party venues. So, it will provide the experience based on the identification of different types of social ventures and various types of sectors in the hotel industry.
Reflective Observation is more concerned with people’s perspectives on learning overall ideas regarding the faced situation and all the other perspectives (Chiu, 2019). In a learning situation, the respective learner will learn the aspects related to different perspectives such as Patience, Objectivity, careful judgement and many more of the aspects of the respective point of view. While stating my individual situation and learning experience, I must say that I have learned about different venues providing service based on the overall industry example of Rossington Hall. I have also learnt that there are competitors such as Pavilion Knightsbridge, and Tottenham Hotspur Stadium and there are more of others.
The next stage can be considered as Abstract Conceptualisation which depicts the idea that there are different concepts which are aligned with the overall learning experiences. Those components may include an overall perspective of usage based on theories, logic and different types of ideas. I can assess, except for Kolb’s Reflective Model, there are also different types of reflective models. Those could be mentioned as the Gibbs Reflection Model and others. I can say that each of the learning models has its own significance based on the overall learning module and the respective learning activities. So, it's also important for the overall perspective of Rossington Hall to increase my teamwork skills.
[bookmark: _heading=h.2s8eyo1]Active Experimentation can be referred to as the last stage of Kolb’s Reflective Model which depicts incorporating the active experiment measurement based on the overall perspective. In terms of my personal experience with the overall job profile or job role under the respective Rossington Hall, I have gained the idea that the enterprise is providing different types of service management based on providing the services related to accommodation service, wedding venue, night party venue and many more of that. I have also discovered that the company or the respective organisation is currently operating under providing a luxurious venue which can be more acquired by the people who have strong financial management systems. So, I can also that it has significantly improved my time management skills as I have learnt about different situational perspectives based on the different types of service management perspectives.
[bookmark: _heading=h.17dp8vu]Conclusion
Lastly, this particular section will provide a brief demonstration of the service management perspective of Rossington Hall. There are ample skills identified for the overall purpose regarding getting the respective job role as front office door management system. Moreover, the personal reflection segment has been also portrayed based on drawing the idea of Kolb’s Reflective Model and similar kinds of reflection models.
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	Trip Advisor Review Response 150 words +/-10%

	Introduction 
The following report will provide information regarding the line managers' responsibilities regarding the guest feedback and also responding positively to the trip advisor post along with the letter of complaint. Rossington Hall is one of the well-recognised hotels in the UK, which is recognised for its spectacular venues (Mark, 2023). 
Dear Katie H thank you for your wonderful review, we always try to do our best and provide you with a better guest experience. Thank you for your modesty that you took the initiative to provide us with such attractive reviews. We are happy that you have enjoyed our service during our stay. I am also looking forward to having you again as a guest in our hotel. We also take great pride in catering for the needs of our guests in the best possible method we can. If you are planning or willing to visit the areas again please do not hesitate to meet us. We will be waiting to provide you with more facilities, as you are one of our loyal guests too. We always provide our guests with some kind of complementary whenever they visit for a second time. After reading your review on TripAdvisor, it helps to motivate the employees in our organisation. They are happy that their effort has been appreciated by you. Therefore, I am also sure our staff enjoyed every opportunity that you provided them to provide you with any kind of service.
Mark C is also one of our loyal customers (Figure 2). He reviewed our hotel as “Another faultless stay at Rossington Hall”. 17 of his family members have just stayed at Rossington Hall after celebrating their parent's 50th wedding anniversary (Tripadvisor, 2023). 
Dear Katie H thank you for your wonderful review, we always try to do our best and provide you with a better guest experience. Thank you for your modesty that you took the initiative to provide us with such attractive reviews. We are happy that you have enjoyed our service during our stay. I am also looking forward to having you again as a guest in our hotel. We also take great pride in catering for the needs of our guests in the best possible method we can. If you are planning or willing to visit the areas again please do not hesitate to meet us. We will be waiting to provide you with more facilities, as you are one of our loyal guests too. We always provide our guests with some kind of complementary whenever they visit for a second time. After reading your review on TripAdvisor, it helps to motivate the employees in our organisation. They are happy that their effort has been appreciated by you. Therefore, I am also sure our staff enjoyed every opportunity that you provided them to provide you with any kind of service.
Mark C is also one of our loyal customers (Figure 2). He reviewed our hotel as “Another faultless stay at Rossington Hall”. 17 of his family members have just stayed at Rossington Hall after celebrating their parent's 50th wedding anniversary (Tripadvisor, 2023). 
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	Letter of complaint response500 words +/- 10-%

	
“Skills required for Hotel personnel to provide better services”
Attentiveness skill is one of the major skills that is required to be developed by hotel personnel because it helps an individual to notice small things in the workplace to prevent any kind of mistakes and avoid any kind of dangerous situation (Carlisle et al., 2023). For example, as per the guest's complaint, it is found that the guest has been served with cold breakfast. In such a situation, if an individual has good attentiveness skills then it would have been noticed and provided the guest with a better breakfast. This could have increased the brand's reputation. Staff in the hotel business should always be aware of such kinds of things so that they can provide their guest with a better guest experience. 
Self-awareness skill emotional intelligence is one of the important skills that hotel personnel should develop because they help in tuning in their feelings, actions and thoughts (Stoyanova-Bozhkovaet al., 2022). It is important because it helps in providing customers with better customer service. If an individual has good emotional intelligence then they will be able to control their emotion and also understand other people's emotions. For example, in case if a guest neighbour is loud then the staff can go there and communicate with them properly and try to convince them to do something to reduce the noise. Such kind of skills also helps in dealing with any kind of client properly and turns the rude or unhappy customer into a potential or loyal customer.   
Problem-solving skills are also important skill because they help in understanding the problem from different perspectives (Ampountolaset al., 2019). Such kinds of skills will help in understanding the problem guests are having and creating proper action to resolve the problem they are facing. Further, these skills also help in showing the range of competency, such as creativity, logic, resiliency, determination and lateral thinning. For example, as per the complaint to the customer regarding the noise, in such a situation, the hotel staff could have used this skill to solve the problems effectively and satisfy both the guest's needs. Staff could have shifted either of the guests to a room with no noise.
Teamwork and collaboration skill is also one of the important skills that is required in the hotel industry. Such kind of skills help to perform collaboratively and meet the team objectives proficiently (Chandrashekar and Mohan, 2019). An individual with good teamwork skills shares their knowledge and skills which helps other members of the team to perform effectively. Therefore, it also helps in assigning different roles and responsibilities to the people in a team. For example, as per the complaint of the guest, it has been found that the bathroom was not clean. In such a situation, the staff could have collaboratively performed with the housekeeping staff to maintain cleanliness. The housekeeping team could have done their respective duties of cleaning and managing the room properly. 

	
[bookmark: _icoqpeoen07o]Conclusion 
The above report has provided information regarding the hotel personnel's attitudes towards the guests. Further, the report has also analysed the company and demonstrated some skills which hotel personnel should develop. Emotional intelligence is one of the skills which is productive because it helps an individual staff to deal with the customer. 
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Component Three:
Contribution to Overall Module Assessment: 50%(1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
Introduction
The Guest cycle refers to four distinct stages through which each guest passes (Hmhub, 2023). Different elements are required for better performance in the guest cycle. The following study will discuss about different elements and their importance in different stages of the guest cycle. 



[bookmark: _heading=h.p6lr57v6pu25]Element 1: Pre-arrival
Pre-arrival is the first stage where the guest makes their choices based on different factors (Hmhub, 2023). In this stage, the “Property Management system” plays a crucial role because it helps in providing better or all the required information to the consumer, which encourages them to take part in the decision making on guest while making the decision. When there is roper PMS it helps the customer to proper information regarding the services provided, and the room available, settle an invoice and stay up-to-date with the hotel. A hotel needs to provide all the required information because it helps in providing all the required information to the customer and encourages them to do business with the brand. Further, it also helps in ensuring that customers can input all the required information that is required by the hotel to provide good services to guests arriving at a hotel at a pre-arrival stage. For example, Premier Inn is a hotel brand that has good PMS. They use the “cloud-based” “Central Reservation System” (CRS) and “Property Management System” PWS to provide a real-time view of the whole business (Oppegaard, 2019). Therefore, it also helps in managing the booking, room, inventory, guest data guest communication and various other things







	
Element 2 – Arrival 


	Element 2: Arrival 
Arrival is another stage in the guest cycle which deals with room assignment and registration process (Hmhub, 2023). Once the guests arrive at the hotel they develop a relationship through the front office. In such a situation, the hotel's reputation plays a crucial role in this stage of arrival. When the hotel has a good reputation it helps in attracting guests to the organisation it helps in the pre-arrival of guests. Therefore, it also helps in the arrival stage where there is face-to-face interaction with the hotel staff. For example, the smooth check-in system of an organisation. Premier Inn is recognised for having a good check-in system; they use the “check-in Kishoks” to speed up the arrival process (Premierinn, 2023). It shows that when a brand has a proper reputation then it helps in attracting potential guests to business. When the organisation has a good reputation then it also helps in increasing the confidence and trust level of customers towards the hotel organisation. When the guest visits the hotel they get the first impression. In such situations, reputable organisations ensure that guests are welcomed properly. 










	
Element 3 –Duration of stay 


	Element 3: Duration of stay (Occupancy)
Duration of stay which is also known as occupancy is another stage of the guest cycle (Hmhub, 2023). People at this stage experience different things and facilities that are provided by the hotel and its staff. In this stage, the communication element plays a major role in providing a better guest experience during their stay in the organisation. Communication plays a major role in managing this cycle because communication is an activity of sharing information (Xu et al., 2020).  The hotel industry needs to provide all information to the customer during the pre-arrival stage. When there is proper communication then it helps to resolve the queries of guest and understand their requirement. Furthermore, communication also helps in improving the coordination among the staff in the organisation and providing better services during their stay in the hotel. When the staff working together share information properly then they can execute the ideas in a much more effective manner. Communication also helps in developing an effective and fostering a good relationship among the staff in the hotel. Further, It also helps in developing proper rapport with the guest and creates a positive overall guest experience. The hotel industry should develop or focus more on the communication system of the organisation. For example, Marriott Hotel is one of the leading hotels in the UK that has a good communication system, which helps in providing good services. “Safer Integrated System” (SIS) is been used which has the lightest and thinnest digital portable radio system which helps in the coordination of employees together (Kolobkova et al., 2021).









	
Element 4 –Departure 


	Element 4 Departure 
Departure is the last stage of a guest cycle, at this stage, the guest leaves the organisation (Hmhub, 2023). At this stage, the guest vacates the hotel rooms, receives all the settled statements accounts and returns the room keys. In such a situation, the staffing element plays a major role in providing guests with hassle-free checkout and providing services to new guests. Staffing plays a major role because it helps guide the guests while checking out and also encourages them to repetitive visits to the hotel (Dashper, 2020). They need to be skilful employees who will be convincing the customer to do business at the pre-arrival stage. Therefore, there is a need to be skilful employees at the front desk, so that guests get a good impression during their pre-arrival stage. Once the guest checks out of the hotel the front office employees update the availability of the room to the new consumer on the pre-arrival stage (Tewan, 2009). The housekeeping department is then provided with the information regarding the departure of guest and perform their respective duties. In such a situation, proper staffing helps in managing the room and other services equally. For example, Premier Inn provided online job training to their staff, such as “Duvet changing techniques”. There needs to be a proper checkout system so that guests can easily check out from the hotel. Hotels at this stage should have the right staff and show a thankful gesture which helps in improving the customer experience. 


Conclusion
The above report has provided information regarding different elements which are required for providing a better guest experience. The hotel personnel should be aware of such elements to perform effectively during the guest cycle. Organisations should have a proper property management system to ensure that the guests are provided with all required information. Therefore, hotel organisations also should focus on their reputation. Communication is one of the important skills that need to be developed because it helps in collaborative performance and provides better services to guests. 
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Cannot wait to return. What a place

“Incredible!! There is not enough positive words to describe this beautiful hotel.

We stayed here on Tuesday night and we had such a fabulous stay. Gary, the owner, was attentive and
the nicest man you will ever meet! The food was out of this world!! Cannot wait to return.”

Read less a

Date of stay: October 2023
Trip type: Travelled as a couple
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This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadiisor performs checks on reviews as part of
our industry-leading trust & safety standards. Read our transparency report to learn more.
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Mark C wrote a review Sept 2023 .
Barrow upon Humber, United Kingdom 23 contributions + 10 helpful votes
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Another faultless stay at Rossington Hall

“17 of my family and friends have just returned from a stay at Rossington Hall after celebrating my
parents 50th Wedding Anniversary.

I have stayed here numerous times in the past 3 years, some of the party were returning guests and some.
were staying for the first time.

As usual, all of the staff were looked after us magnificently from start to finish. My wife became ll with
bronchitis a few days before we were due to go, but cancelling the meal we had pre ordered for her was
not @ problem. Everyone at Rossington Hall, form the like of Debbie, Jayne, and Thomas, to those
working behind the scenes like Lucy, Gary and the domestic staff) go out of their way to make the entire
process seamless and the stay most enjoyable.

Blessed with fabulous weather, we had afternoon drinks in the walled garden, surrounded by the
peacocks (and their 3 clutches of chicks of various ages). After returning to our rooms to change, pre-
dinner drinks back in the walled garden ensued.

We were escorted through the Hallto the private dining room. | have spent Christmas at Rossington Hall
for the past 2 years in a group of 8 and have always chosen the private dining option in the dining room.
Whilst the whole Hall s stunning to look at, with some lovely large (and not so large) public spaces
(period furniture, stunning wallpaper, bespoke, roaring fires and sympathetic chandeliers), the dining
room s a perfect spot for you to feel fike the Hall is your home.

The dining room was perfectly dressed for the event. My sister brought some table decorations, but
refused to use them as she didn't want to spoil the look of the room and table. As it was so hot, for once, |
wasn't sorry to see that the fire wasn'tit. | enclose a picture of the dining room taken from the outside at
night, just to show you what | mean!

The food, as ever, was delicious. Meticulously prepared, beautifully cooked and magnificently presented
to us with white glove service. | had the Caesar salad to'start with and it was the best version of a Caesar
salad that | hove ever tasted. Dressed leaves in a toasted tortilla cone, creamy parmesan laden sauce
and beautiful chicken breast. 15 if the 17 of us had the beef and it was to die for, and the deserts did not
disappoint either.

After breakfast at the lodge the next morning, we all went away, new customers and returning friends,
content at what had been a stunning evening. Those who were new were trying to think of excuses to
i




