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Component 1:
[bookmark: _Toc159008178]Gibbs Model of Reflection:
[bookmark: _GoBack]I gained valuable experience and thoroughly enjoyed my time at the Cranleigh Boutique, a vibrant and well-known hotel. I was primarily assigned with the front desk manager. This role involved interacting with guests at the bar, standing the majority of the time and handling various responsibilities. Utilizing the Gibbs model of reflection, this reflective essay shall examine the complexities of my secretarial position through the lens of the subsequent (Tewan, 2009). 
[bookmark: _Toc159008179]Description:
At the hotel's reception desk, my duties encompassed processing reservations, coordinating the check-in and check-out processes for guests, and providing comprehensive information regarding the hotel's facilities and services (Tesone, 2010). I started my shift on January 16, 2023, when my day duties commenced, and our manager was Florentina Ciufu. In a dynamic setting, my daily responsibilities encompassed managing phone inquiries with efficacy, engaging with patrons, and orchestrating a smooth check-in procedure through the implementation of the sophisticated Mews system. Silvia, Flori, Brunela, and Alexandra comprised my quartet of colleagues; to demonstrate the collaborative nature of our work, we frequently rotated day shifts (Ahmad, 2003).
[bookmark: _Toc159008180]Description:
My responsibilities included keeping things organised, coordinating with others, and being knowledgeable about the hotel's offerings. I often felt tired of standing however, there was a positive aspect of my experience which was the day shift. The front desk entailed a diverse array of responsibilities, including reservation taking, elucidating the intricacies of prospective packages, and managing the Mews system to process check-ins and checkouts (Baum & Peter, 2001). I enjoyed my mornings at the front desk so much because I was able to converse with so many individuals. It was enjoyable to inquire about their future endeavours and direct them to nearby businesses or train stations. I became acquainted with the administration of various hotel divisions through my interactions with atypical visitors (Taveira, 2003).
[bookmark: _Toc159008181]Feelings:
I felt tremendous satisfaction and delight with the completion of each assignment in this experience. Whenever I felt tired of work, my colleagues would take my place until I felt like working again. I valued the opportunity to grow and learn in the position, which encouraged me to exhibit adaptability in the face of obstacles (Carayon, 2000). The absence of tension, in conjunction with the positive and supportive work environment, was the aspect that I found most remarkable. It significantly contributed to my satisfaction. Not only was it a delight to work at the Cranleigh Hotel, but I also got along splendidly with every single colleague. Each time I required assistance, my colleagues were always willing to provide guidance and offer a helping hand (Tewan, 2009).
[bookmark: _Toc159008182]Evaluation:
Working at Cranleigh Boutique was an absolute delight. During my time on placement, I was cognizant of a negligible number of significant incidents. The development and success of our team were facilitated by the members' collaborative spirit and the managers' unwavering support. A quality that contributed to the overall positive ambience was the capacity to assist customers with ease while providing outstanding service (Toh, Roland, Irina, & Potapova, 2013). 
Analysis:
In conclusion, my employment at The Cranleigh Boutique instilled in me the values of professionalism and discipline. An instance of an inherent skill is the ability to maintain composure in high-pressure situations and adjust to the rapid tempo of the role. During this systematic learning process, there were no apparent challenges that arose, and each task was approached with eagerness and proficiency (Cho, 2006).
[bookmark: _Toc159008183]Conclusion:
In conclusion, I express my gratitude for the opportunity to have collaborated with the exceptional staff at the front desk. A pivotal moment in my professional growth transpired throughout my work placement, owing to the exceptional milieu and consistent support I received from fellow employees and superiors. I diligently attended to my personal and professional obligations at the hotel, notwithstanding my profound exhaustion. As a result of time constraints, front desk duties required considerable standing. This experience has fortified my determination to pursue further education and opportunities for professional development within the ever-evolving hospitality sector.
[bookmark: _Toc159008184]Action Plan:
Building upon the favourable result, we aim to sustain the application of this methodology for subsequent placements. Priority would be given to identifying cohesive groups, reflecting the supportive atmosphere that was crucial to the success of this placement (Dewi & Fardinal, 2021). In their future endeavours, it is prudent for aspiring professionals to seek out teams that encourage support and collaboration. Due to its demonstrated efficacy in enhancing both individual and collective performance, a supportive work environment is a critical determinant to consider. The foundation for forthcoming undertakings in the dynamic hospitality sector will be established upon the teachings of professionalism, self-control, and effective communication. In the future, I am eager to incorporate what I have acquired and contribute to the ongoing narrative of my professional trajectory (Kleiner, 2006).
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	Trip Advisor Review Response 150 words +/-10%


[bookmark: _Toc158114386]
	
Your favourable TripAdvisor review of our Cranleigh Boutique hotel is greatly appreciated. We are ecstatic to hear that your experience was exceptional and exceeded your initial expectations. We would like to extend our sincere gratitude for your complimentary remarks regarding our diligent staff, comfortable lodgings, and welcoming atmosphere. We strive to deliver outstanding service, and we are delighted that the dedication of our team was beneficial to you. We are delighted to receive your recognition of our conscientious and courteous efforts. The feedback provided serves as an indication of our dedication to excellence. We highly prioritise the delivery of exceptional experiences for our patrons and anxiously await your valuable feedback. Your recommendation is exceedingly valued, as it signifies the highest regard, and we are extremely grateful for the trust you have bestowed upon us.
Our warmest welcome to your return to the Cranleigh Boutique. Please communicate any specific requirements or preferences you may have, and we will strive to optimise your forthcoming visit.
Sincerely,
Hotel Manager






	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	Dearest Sir/Mam,
Sincerely, I appreciate you taking the time to provide us with feedback regarding your recent stay at the Cranleigh Boutique. I hope this correspondence finds you in a state of remarkable health amidst the current circumstances. We sincerely apologise if your stay fell short of your expectations. Your feedback is invaluable in assisting us to uphold the standard of service excellence that you have set for ourselves. Before anything else, I would like to express our profound regret for any disruption or unease that you might have encountered throughout your sojourn at our establishment. 
It is disappointing to discover that you terminated your stay without having the chance to explicitly address your concerns before your departure. We wish to assure you that we have duly recognised the significance of your remarks and have expeditiously commenced an inquiry into the concerns raised. 
I acknowledge the importance of guaranteeing a pleasant and uncomplicated sojourn. We assure you that our utmost dedication is to identify the fundamental causes of the issues you have encountered. During your stay at our hotel, our staff conscientiously inspect each facet to identify any potential areas that might benefit from improvement. We will greatly benefit from your comprehensive observations as we endeavour to improve the standard of our services. 
As per the official statement, the disregard for your concerns that you encountered from our personnel is in stark contrast to the exceptional standard of service that we endeavour to provide. Undoubtedly, our utmost priority will be to ensure that every member of our staff is completely aware of the critical nature of providing timely and polite service to our clients. As a prompt response to your particular concerns about the identified issues, we are currently undertaking urgent measures to resolve the situation. To enhance the level of attentiveness and responsiveness exhibited by our staff towards the requirements of our patrons, supplementary training sessions have been implemented. Additionally, we are currently conducting an examination of our maintenance procedures to proactively address any potential complications that may arise with the amenities offered in our hotel. 
To manifest our sincere remorse and extend our sincere regard, we would like to propose that you partake in a particular complimentary service of an exquisite night stay for your subsequent visit. We maintain a positive outlook on this situation as it will provide us with the opportunity to regain your trust and demonstrate our dedication to providing an outstanding experience for our customers. Your utmost satisfaction is our hotel’s top priority, and we are already formulating strategies to prevent future occurrences of any problems. Should you require further assistance with organising your upcoming visit or would like to discuss your concerns in greater detail, I cordially invite you to reach out to me directly at the website through TripAdvisor. As we earnestly endeavour to rectify these issues, we extend our sincere apologies for any inconvenience that may have been caused. We express our gratitude for your understanding and perseverance. We highly appreciate the feedback you offer and are committed to surpassing your expectations in all subsequent engagements. We express our gratitude for your notification and anxiously await the chance to cordially welcome you back and deliver the exceptional experience that you rightfully merit. 
Sincerely,
Hotel Manager







Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format

	Key Skill 1 – Customer Service Skills  
	Key Skill 2 – Communication Skills

	[bookmark: _Toc159008190]Introduction:
Establishing the initial impressions of guests is the front desk's primary responsibility in the dynamic and competitive hotel industry. In this specific domain, success requires a unique amalgamation of capabilities that extends beyond technical proficiency. The objective of this study is to analyse the foundational tenets of hotel front desk administration and determine the indispensable skills necessary for effective professional performance. This is achieved through the application of both theoretical frameworks and real-world examples from the discipline (Ahmad, 2003).
[bookmark: _Toc159008191]Key Skill 1: Efficient Customer Service
In the hotel industry, the efficacy of front desk operations is contingent upon the capacity to deliver exceptional client service. Carayon (2000) posit that the provision of exceptional customer service necessitates surpassing the expectations of both the client and the visitor. The Ritz-Carlton is an exemplary hotel that exemplifies this characteristic; its staff is renowned for their exceptional qualities and their devoted service. The importance of consistently surpassing customers' expectations is demonstrated by the Ritz-Carlton staff's authorization to predict their needs and provide personalised experiences (Carayon, 2000)
To ensure the successful service of a diverse clientele, front desk personnel must possess remarkable problem-solving, empathic, and attentive listening abilities. Customer satisfaction increases, according to Cho et al. (2006), when positive emotional bonds are established with clients. This objective can be realised through the implementation of measures that ensure the front desk staff is attuned to the desires and concerns of clients, promptly attending to them, and converting them into chances to foster customer loyalty (Cho, 2006).

	[bookmark: _Toc159008192]Key Skill 2: Effective Communication Abilities
Those who aspire to work at the front desk of a hotel must possess the ability to communicate effectively with guests, coworkers, and other departments. As stated by Brotherton (2019), to facilitate seamless operations and ensure visitor contentment, it is critical to employ direct and efficient communication. B.M. Kleiner (2006) asserts that the Mandarin Oriental Hotel Group exemplifies the importance of communication through the cultivation of an environment that promotes and supports staff participation in candid discussions. Client satisfaction and collaboration are both enhanced by this practice (Kleiner, 2006).
Personnel working at the front desk are expected to maintain a professional and courteous tone in all written and verbal exchanges. It is imperative to bear in mind the critical importance of cultural sensitivity and the application of industry-specific terminology when engaging in communication within the diverse environments of hotels. The maintenance of effective communication abilities is critical for mitigating misunderstandings that may occur at the front desk and consequently lead to client discontentment and ineffectual business activities. The front desk of a hotel places a high value on communicating effectively and concisely, given its role as the primary interface with visitors, employees, and various departments. To guarantee passenger satisfaction and effectively transmit one's message, it is critical to possess the skill of communicating succinctly and with clarity (Taveira, 2003).

	Key Skill 3 – Organisational Skills 
	Key Skill 4 – Problem Solving Skills

	[bookmark: _Toc159008193]Key Skill 3: Organisational Skills
Proficient organisational skills are essential for front desk personnel to thrive in the complex and rigorous domain of hotel management. The individual possesses an extensive array of skills, including adeptness in multitasking, scrupulousness in attending to details, and streamlined time administration. Front desk personnel are required to possess the ability to coordinate effectively so that they can complete all assigned duties within the specified period. The assigned duties encompass coordinating guest reservations, addressing their inquiries, and managing their check-in and check-out procedures. Baum & Peter (2001) assert that the ability to prioritise tasks ensures prompt attention is given to critical activities, thereby improving operational efficiency (Baum & Peter, 2001).
To effectively manage an uninterrupted flow of consumers, phone calls, and inquiries, front desk personnel must possess exceptional multitasking abilities. This holds especially true within the hotel sector. An additional measure of robust organisational capabilities is the skill set required to utilise technology efficiently. Contemporary front desks effectively manage visitor profiles, reservations, and communication through the implementation of advanced computer systems (Dewi & Fardinal, 2021). The front desk staff must maintain an extensive knowledge of these systems to streamline operations and ensure that every consumer has a satisfactory experience
	[bookmark: _Toc159008194]Key Skill 4: Problem-Solving Skills:
Possessing the capability to resolve issues efficiently and effectively is an essential quality for an outstanding front desk professional. Possible obstacles include the need to attend to passenger inquiries and resolve operational problems. It is critical, according to Toh et al. (2013), to adopt a proactive stance to convert unfavourable circumstances into opportunities for advancement to address problems in the hotel industry (Toh, Roland, Irina, & Potapova, 2013).
An esteemed example that serves to underscore this argument is Marriott International. Front desk staff at Marriott undergo a comprehensive training programme that underscores the importance of proactive and inventive problem-solving skills to manage a wide range of situations efficiently. The successful resolution of issues with minimal disruption to visitors and overall operations requires the cooperation of cooperative team members, analytical thinkers, and inventive problem-solvers from every department within the organisation. Contemporary front desk positions necessitate exceptional administrative skills due to their substantial reliance on sophisticated technologies to oversee visitor profiles, communication, and reservations (Robinson, Anna, & David, 2016).
In conclusion, to be successful in hotel front desk administration, one must possess a wide range of abilities that go beyond mere technological proficiency. The importance of surpassing the expectations of every individual client is demonstrated through the possession of outstanding customer service skills, comparable to those demonstrated by the Ritz-Carlton (Setyarini & Maria, 2018). The Mandarin Oriental Property Group has exemplified the significance of outstanding communication abilities in fostering efficient cooperation across the entire establishment, not limited to front desk interactions (Taveira, 2003). Strong organisational aptitude is a prerequisite for efficiently managing the myriad of duties associated with front desk operations, as demonstrated by the Four Seasons Hotels & Resorts. As demonstrated by Marriott International, the capacity to address challenges productively is a critical requirement for proactively resolving problems and providing an outstanding customer experience. Front desk personnel are required to consistently enhance and adapt their fundamental proficiencies in light of the perpetually changing landscape of the hospitality industry (Setyarini & Maria, 2018). 
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Superb boutique hotel

Brilliant boutique hotel rooms are great and bathrobes are a nice touch and great quality. Staff
are very good and extremely helpful. Really good breakfast choices and the English breakfast is
outstanding. Hotel is in a really good location.
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