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Introduction
The position of a front office staff at a hotel requires the acquisition of a diverse range of skills and competences. Chu (2019) asserts that it is crucial to exhibit great aptitudes in customer service, communication, organisation, problem-solving, and technology. The primary objective of this reflective essay is to identify crucial abilities, engage in self-reflection about personal skills and experiences using Kolb's Learning Cycle, and develop correlations with theoretical concepts and practical examples from the industry.

Key Skills
Interpersonal Skills
It is imperative for front-office professionals to exhibit fundamental interpersonal and communication skills. The hotel staff members fulfil the crucial role of being the principal ambassadors of the institution and often engage in extensive contact with clientele. Harkison (2018) asserts that the use of abilities such as active listening, empathy, patience, and social perceptiveness enhances the construction of effective communication channels with individuals from diverse backgrounds. I have developed strong interpersonal skills via my participation in voluntary activities and my career in the retail industry, where I was responsible for providing customer service. However, it is crucial for me to continue developing my capacity to demonstrate patience while engaging with dissatisfied or agitated customers. By utilizing the intercultural communication ideas proposed by Hofstede (1980), I may proficiently provide culturally sensitive service.

IT Skills

The hotel front office staff demonstrate proficiency in effectively utilizing advanced hotel management systems and employing software tools, including billing software. I demonstrate a considerable degree of expertise in computer use and possess a wide array of software proficiencies often employed in administrative roles. However, my level of expertise in employing specialized hotel software is restricted. To augment my proficiency, I want to register for web-based courses that center on hotel management systems, namely Opera PMS, as recommended by Berezina et al. (2016).

Attention to Detail
Chu (2019) asserts that the efficient administration of front office activities, such as reservation management and payment processing, necessitates the maintenance of precise record-keeping and the demonstration of a high level of attention to detail. In the context of retail work, I have actively participated in the implementation of systematic data entry and inventory management procedures, requiring a considerable degree of precision and attentiveness. It is crucial for me to practice heightened vigilance in the management of confidential visitor data, especially when it pertains to sensitive information like credit card numbers. The use of double-checking procedures for all entries, as recommended by Kasavana and Cahill (2007), has the potential to improve an individual's level of attention to detail.

Reflection
The recognition of these factors has resulted in the designation of many essential abilities, including as interpersonal, problem-solving, and technological proficiencies, which are considered vital for those working in hotel front office roles (Abbott & Lewry, 1999). After careful consideration, I have realized that my experiences in customer service have facilitated the development of important abilities, including strong communication skills, efficient multitasking capabilities, and a keen focus on detail. However, my knowledge and experience with specialized hotel software is limited. The appropriate preparation for front office tasks may be achieved via the establishment of a comprehensive strategy that prioritizes the improvement of technological competence, cultural sensitivity, and diligent data management. The continuous cultivation of introspection and analysis, as prescribed by Kolb's learning cycle, fosters the progressive enhancement of abilities (Kolb, 1984). Through the implementation of purposeful practice and the adoption of a proactive learning strategy, one may gain the necessary information and abilities required to attain excellent performance in a hotel front office position.

Conclusion
To summarize, the role of a hotel front office requires individuals to possess certain skills, including strong interpersonal and communication abilities, effective problem-solving skills, technical proficiency, the ability to multitask, and meticulous attention to detail (Harkison, 2018). Through the utilization of reflective models, such as Kolb's learning cycle, an evaluation of my current skill set has been undertaken, resulting in the identification of targets aimed at future improvement. Through exhibiting a steadfast dedication to ongoing education and individual development, I possess a strong belief in my capacity to thrive in the ever-evolving and rigorous environment of a hotel front office. This notion has illuminated significant domains that necessitate consideration in order to facilitate my personal growth as I embark on my venture in the realm of hospitality.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Valued Guest, 

We sincerely thank you for taking the time to provide feedback about your recent stay at Premier Inn and appreciate you taking the time to share a review on Trip Advisor. We thank you again! We're thrilled that feedback indicates our establishment's location as convenient, our staff members were helpful and kind, and rooms were considered clean, large, and pleasant. Your feedback serves as a source of motivation for our staff, driving us to provide exceptional service for each and every client we encounter. Unfortunately, many seats within the restaurant showed signs of wear and tear during your visit, however. We apologise for this oversight. As an establishment committed to upholding exceptional standards, I appreciate your kind remarks and invaluable criticism. At our company, we look forward to welcoming you again shortly and hope you experience our signature hospitality. Please let us know if there is anything further we can do for you.

Sincerely,

 Thank you.

Tripadvisor. (2023). PREMIER INN WARRINGTON (M6/J21) HOTEL - Updated 2023. [online] Available at: https://www.tripadvisor.co.uk/Hotel_Review-g190764-d571922-Reviews-Premier_Inn_Warrington_M6_J21_Hotel-Warrington_Cheshire_England.html#REVIEWS [Accessed 10 Nov. 2023].






	Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10-%

	
Dear Mr. Federick, 
We wish to extend our appreciation for taking the time and effort to provide feedback regarding your recent accommodation experience at our business. Any feedback received allows us to continuously enhance our performance; I apologise if there was an inconsistency between your expectations and reality during your stay.
Our hotel strives to deliver excellent service and hospitality to each and every one of our distinguished visitors, but I am deeply disappointed to learn that several aspects of your visit did not live up to expectation - particularly issues regarding breakfast quality, noise levels and cleanliness of room - these standards should have been met; every customer deserves peaceful sleep without disruption, prompt assistance with their needs as soon as they arise and impeccably maintained accommodations (Miller et al., 2000).
As soon as I received your email, I immediately initiated an investigation with our staff. According to our head chef's explanation, your breakfast may have been served due to miscommunication that occurred inside our culinary workspace earlier that morning. As soon as we recognize that something does not fit within our customary norms, additional procedures should be put into effect to guarantee its avoidance in future instances(Radojevic et al., 2017). As regards noise complaints, we have successfully determined the precise location of the room responsible and have taken measures such as notifying those using it to address and minimize potential future disturbances. Furthermore, cleaning staff were given training so they would acquire all of the skills required for thorough sanitization of each room prior to visitors arriving and comprehensive inspections prior to visitors(UM et al., 2019).
Hotel staff strive to exceed expected standards by offering extraordinary levels of hospitality, but while the current outcome may not meet initial objectives, it is crucial that we recognize your experience has resulted in noticeable advancements(Rhee & Yang, 2015). Your feedback provides vital insights that will assist with improving our protocols and instructional methods. I kindly ask for your thoughtful consideration in giving us another chance to provide you with a high-quality stay that meets or surpasses your expectations; should this happen, we would offer you a discounted rate as compensation on your next stay as an act of thanks from us!
Once again, let me express my sincerest apologies for any difficulties that you encountered during your stay. Our main objective is to restore your faith with us by increasing service standards. I thank you for being part of our community by sharing your valuable expertise - this will greatly contribute to improving future tourist experiences! If any part of your experience met or exceeded your expectations during this trip, I invite you to leave feedback regarding it by writing comments regarding such instances(Marcellino et al., 2012).
I look forward to receiving your response and am hopeful for its timely arrival. Don't hesitate to contact me directly if any further assistance is required.
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
When a potential visitor begins thinking about staying at a hotel or making reservations for a room there, the pre-arrival stage has officially begun. Effective pre-arrival management helps ensure that the needs of the guest are recognized and satisfied (Bigger, 2017). It also helps set the tone for the impending stay, which sets the stage for the whole experience.
The collection of visitor preferences together with targeted marketing and promotions, user-friendly reservation systems, proactive communication, and marketing are all essential components of pre-arrival management. According to Chan and Wong (2006), personalized promos that are distributed across digital media assist promote reservations by demonstrating to visitors that the hotel understands their requirements. According to Barber (2014), reservations are made more easier to obtain thanks to mobile apps and streamlined online booking systems. The act of proactively reaching out to visitors via email or phone before to their arrival in order to check information, organize requests, and create trust generates enthusiasm and confidence (Bigger, 2017). Last but not least, according to Chan and Wong (2006), having the hotel collect information on the preferences of the client, such as the kind of room, the floor, and any special requests, enables the hotel to personalize and manage the experience from the very beginning.
For instance, the Four Seasons Hotels company tracks guest preferences across all of their hotels using cutting-edge CRM systems and artificial intelligence (AI). Because of this, Four Seasons is able to personalize its promos, facilities, and service based on past guests' experiences, which in turn encourages return visits (Moreno, 2021).







	
Element 2 – Arrival 


	
The manner in which the guest arrives at the hotel has a significant role in determining their initial opinions of the establishment. A pleasant arrival that sets a good tone for the rest of the stay is made possible by a speedy check-in process, a warm and welcoming greeting, and efficient baggage handling.
When they arrive, visitors have an expectation that the check-in procedure will be quick and that there will be very little time spent waiting (Bigger, 2017). Self-service kiosks and smartphone check-in are examples of technologies that can assist speed up the process. However, the staff needs to strike a balance between being efficient and friendly (Chan & Wong, 2006). A kind greeting and a smile go a far way. According to Barber (2014), porters are expected to assist with baggage in a timely manner and to handle possessions with care.
The visual pomp and circumstance of hotels such as the Ritz-Carlton heighten the whole experience of arriving at the hotel. According to Michelli (2008), porters welcome visitors at the curbside before escorting them on a red carpet into an opulent lobby and describing the many amenities of the hotel. The attendees are made to feel like distinguished guests from the moment they walk through the door thanks to the sense of grandeur and occasion that is created.



	
Element 3 – Duration of stay 


	The majority of the guest cycle is spent in the phase that focuses on the length of stay. The key to keeping guests happy during their stay is maintaining a high level of service, catering to their individual requirements, and giving a uniquely tailored experience.
According to Bigger (2017), paying careful attention to detail in housekeeping and maintenance helps maintain standards and facilitates rapid problem resolution. According to Micheli (2008), front desk workers should be authorized to make adjustments to guest bills or prolong visitor stays in order to better serve guest demands. According to Chan and Wong (2006), in order for concierge personnel to make individualized recommendations, they need to have significant information on hotel amenities, the surrounding region, and client preferences. According to Barber (2014), having a high staff-to-guest ratio makes it possible to provide timely service.
Guests are provided with individualized experiences within the hotel through a variety of venues, including restaurants, kids' clubs, and recreational facilities. According to Michelli (2008), The Ritz-Carlton provides guests with tailor-made cultural activities, such as art excursions and cookery courses, that immerse them in the local culture. According to Eisen (2018), Disney Hotels cater to the interests of their young visitors by providing them with themed swimming pools, character meet-and-greets, and kids clubs. The level of customisation provided contributes to a more enjoyable visit.


	
Element 4 – Departure 


	The stage of departure presents its own particular obstacles, since visitors are typically in a hurry and may have requirements at the very last minute. Checkout, luggage handling, and guest feedback systems that run smoothly are essential components of a good departure.
According to Chan and Wong (2006), hotels that provide express checkout give their visitors the ability to avoid waiting in line at the front desk. The procedure may be completed more quickly thanks to digital keys, mobile check-out, and itemized invoices that are pushed under the door. Guests that have early flights are prioritized by luggage services because they work quickly and effectively to recover and store bags (Barber, 2014). It is possible to report difficulties and levels of satisfaction in a timely manner when using guest feedback systems such as brief questionnaires (Bigger, 2017). The cycle of providing excellent customer service is finished off with follow-ups that resolve problems or thank visitors for positive comments.
For instance, when visitors check out of some Disney Hotels, they are greeted by characters like Mickey Mouse and other Disney favorites (Eisen, 2018). This is one of the distinctive touches that these hotels provide. This special treatment for VIP guests is fun for children and puts a positive cap on their vacation.
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Good stay.
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