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The employees in the hotel front office need to go through diversified activities throughout their job and for doing that the employees of the hotel front office require a huge number of skills (Tewari, 2020). In this component, the skills that are highly required for managing or working within the hotel front office will be discussed in this paper. Then I will provide a reflection on my experience in working in the hotel front office of Holiday Inn of Sunderland where I will use the Gibbs Reflective Cycle as a model of reflective practice. 
There exist various types of skills that are required to work in a hotel front office the major ones are mentioned below:
Communication skill is one of the most crucial skills that is required to work in a hotel front office and the reason behind that is communication skill is the one that helps an employee of a hotel front office in working his tasks properly (Merhaut et al., 2017). The major task of an employee of a hotel front office is to communicate with a huge number of guests as well as with the upper management regarding hotel management activities and that is the reason why becoming an employee of a hotel front office the communication skills a must.
Time Management is another important skill that is required by an employee of the hotel front office (Melad et al., 2021). The reason behind mentioning this skill as a requirement of an employee of the hotel front office is that without proper time management skills an employee cannot help the customers of the hotel and as customer service is the major priority of the hotel front office department, time management skills become a must skill that the employees need to have if they want to work with hotel front office.
Problem-solving skills can be mentioned as a helpful skill for an employee to work in a hotel front office. The reason behind that is problem-solving. It helps an employee of this department to find a quick solution to the problem that the customer is having or the customer is complaining about (Sayin and Karaman, 2019). This skill also helps the employee to provide better-quality customer service to the customers of the hotel and that is the reason why this skill is necessary for an employee of the hotel front office (Ishizaka et al., 2019). 
Multilingual Proficiency is nowadays a highly required skill for an employee of the hotel front office. And the reason behind that is nowadays travelling from one country to another has become easier for the people of the world and because of that hotel organisations need to deal with a huge number of people from different countries who use different types of languages. As the employees of the hotel front office are the ones who face customers with different languages, multilingual proficiency nowadays becomes a must-acquiring skill for the ones who want to work in a hotel front office (Bardi, 2011). 
To discuss the experience and learnings of my organisational placement which was in the Holiday Inn of Sunderland I am presenting my reflection with the use of the Gibbs reflective cycle which is one of the most popular reflective models to date. 
The first step of Gibbs's reflective cycle is description (Williams et al., 2020). To discuss this part, I need to say that my placement organisation was the Holiday Inn of Sunderland which is one of the most popular hotels in the hotel industry. I have learned several hotel management skills and have gone through practical experiences by working there. To discuss my feelings part which is the second step of the reflective model I need to mention that firstly I was nervous about my placement work as this is the first time I am working for an organisation directly but as an employee of the hotel front office department was friendly, I enjoyed my time of the placement there. Then for the part of evaluation, it can be said that I have found it positive that the hotel front office team was friendly to me but on the contrary, it was a tough placement for me in the perspective of time management and communication perspective. And to discuss the analysis part I can say that I have developed my time management skills and communication skills properly by going through this placement activity. In conclusion part it needs to be said that overall, it was a great experience for me to work in this hotel industry organisation for my career. In the action plan or last part of the reflection, I am planning to improve some of my skills such as analytical skills and problem-solving skills so that I can do better in the hotel front office in future.  
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	Trip Advisor Review Response 

	
Thank you so much for your lovely and insightful review regarding the hotel management and customer service management of Hotel Inn Sunderland, Voyage521566. We are really honoured that you have loved our services alongside the hotel environment and staff behaviour within the hotel. It is always satisfactory for us to receive such an overwhelming review and feedback from a customer as we always try to give our best to satisfy the customers in Hotel Inn Sunderland with proper customer services and with proper infrastructures and features within the hotel. And we really are grateful that you have found our staff friendly and helpful as you are satisfied with the performance and behaviour of our staff.
We will be looking forward to have you again soon in future in Hotel Inn Sunderland. Thank you once again for your time in providing this amazing review regarding Hotel Inn Sunderland through Trip Advisor. 









	Screen shot of referenced Trip Advisor review used:
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Figure 1: Review of Hotel Inn Sunderland in Trip Advisor
Source:(TripAdvisor, 2023)

	

	

	

	Letter of complaint response 

	
Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR

Subject: Response to Your Complaint

Dear Sir,
I hope you are well by the grace of almighty. I would like to start this letter with my deep apologies for the inconvenience that you have mentioned about our hotel management and services of Holiday Inn Sunderland. According to your feedback regarding our hotel service the visit of yours on Saturday 26th of August in room 205 was dissatisfactory as there were several issues like breakfast taste, noisy environment, room cleanliness issue etc. Your feedback is very precious to us and that is the reason why in this letter I will be explaining all the issues that you have mentioned in the letter properly. 
Breakfast Quality: According to your feedback the breakfast that was served to you was cold as well it was tasteless. I am really sorry about that as I understand the necessity of a proper breakfast at the start of the day and I am expressing my deepest apologies as you had gone through something like this at our hotel. I am taking immediate action for reviewing this breakfast issue and I will be ensuring that no further issues regarding food service happen in the future. 
Noise Disturbance: According to your feedback sleeping was nearly impossible for you as there were noises of the baby crying in the neighbour's room. I am expressing my sincere apologies for this noise disturbance as I understand the need for proper sleep and noise free environment at night and that is the reason why I am going to take immediate action at the hotel services so that it can be ensured that no guest suffer any noise disturbance like this at Holiday Inn Sunderland from now on.
Room Cleanliness: According to your feedback the room was not clean as there was hair in the room and the toilet was not clean. In response to this, I want to say that I am very sorry about this issue that you had to face in our hotel. For better experiences in future, I am taking action immediately so that in future no guest needs to experience something like this.
As a gesture of goodwill, I would like to offer you a complimentary one-night stay at Holiday Inn Sunderland according to your preference. This time I will be ensuring that your satisfaction is met with our hotel services. 
Hence, once again I am expressing my apologies regarding those bad experiences that you had to go through and I am looking forward to serving you better once you come to our hotel again in the near future. Thank you so much again for mentioning these issues as these issues will help us provide better services to our guests in future as we are working now to improve the services that you have mentioned as faulty.
Yours sincerely,
Zakia
Guest Relations Manager
Holiday Inn Sunderland



Component Three:
Essay on “Hotel Guest Cycle”
The hotel guest cycle includes four important phases of hotel guest management that are to be maintained well by the employees of hotel management organisations if the organisations want to do well in the hotel or hospitality industry. Pre-arrival, arrival, duration of stay and departure, these four are the stages that are stated as hotel guest cycle stages (Lukanova and Ilieva, 2019). Here, in this essay, these four stages will be explained with industry examples:
	
Element 1 – Pre-Arrival 


	
The stage where customers communicate with a hotel organisation regarding booking or reservation procedures is the stage that is called the pre-arrival stage. It is the first stage of the hotel guest cycle and that is why it has much importance (Johnston et al., 2012). As this is the first interaction between the consumers and the hotel organisation this needs to be an impressive one so that the organisation can put a positive impression on the minds of the guests regarding the hotel. To do that the employees of the hotel need to communicate with the customers in a proper manner and through a proper informative perspective (O'Fallon and Rutherford, 2011). As in this pre-arrival stage the consumers want to know about the hotel and its services along with its availability and offers, the employees need to have a proper idea about these factors before communicating with the consumers. The guests will need information about reservation and booking procedures and employees need to help the guests with these procedures properly so that positive impressions get created in the minds of the guests (Hammer, 2016). For industry example, it can be mentioned that Intercontinental Hotel Group trains their employees properly so that they can communicate with the guests attractively when they communicate with the guests regarding room reservations or booking procedures (Evans, 2015). 

	
Element 2 – Arrival 


	
The stage where the guests actually arrive at the hotel and make their entry to the hotel is called the arrival stage which is the second stage of the hotel guest cycle (Kosar and Kordić, 2018). Arrival is the stage where the customers come to the hotel and go through check-in procedures and in this stage, the room allocation along with briefing or guidelines procedures are also included. This is the stage where the customers get to see the hotel in reality and can start experiencing the hotel management or service in reality (Ishizaka et al., 2019). That is the reason why it is highly necessary for the employees to make sure that the customers feel at home whenever they arrive. To do that the employees need to complete the check-in procedures as well as the room allocation procedures smoothly (Vallen and Vallen, 2009). In this arrival stage, the employees of hotel management organisations need to ensure that they are explaining everything to the customers without forgetting anything and it is a must when a guest comes to the hotel for staying for the first time (Kainthola, 2015). Nowadays hotel management is also technologically advanced a huge number of hotel organisations such as Hotel Mariott, Hotel Hilton etc. are using advanced technological tools like keyless entrance, modern card system entrance etc. 

	
Element 3 – Duration of stay 


	
The stage which is the longest stage of the guest cycle and the stage which is the major stage of the hotel guest cycle is called the duration of stay stage (Evans, 2015). In the duration of their stay, the guests get to experience the services of a hotel organisation as this is the stage where customers enjoy the features they booked for like breakfasts, lunch, entertainment facilities, swimming pool facilities, bed facilities etc. and that is the reason why it is called the most important stage of the hotel guest cycle. In this stage, customers spend more time than in the other three stages of the hotel guest cycle (Vasadze et al., 2018). Hence, the employees of a hotel organisation need to focus on customer service properly so that the customers get to enjoy their time at the hotel with satisfactory feelings and experiences. To mention satisfactory experiences the name of IHG needs to be mentioned as they are popular for satisfactory customer experiences and services.

	
Element 4 – Departure 


	The last stage where the guest gets to leave the hotel after experiencing the service of the hotel is called the departure stage of the hotel guest cycle (Tesone, 2017). Although this is the stage where the guests leave the hotel, the hotel organisations need to give special attention and care to the guests at this stage. The reason behind saying that is in this stage the guests get the last impression of the employees or the service of the hotel and this can have an impact on the customer loyalty rate and whether they can come to the hotel in future or not (Pizam, 2017). That is the reason why proper communication and manner are required in this stage from the employees. Alongside that customer feedback alongside their complaints need to be gained in this stage of the hotel guest cycle so that by using the feedback from the customer the hotel organisations can take necessary steps to make the hotel management service better. Through this way, the organisations can learn from their mistakes and improve their services to the guests of the hotel in future. Hotel Mariott uses a questionnaire system of surveys to get feedback from the customers at their departure for continuous improvement of their services (Chen, 2015). 



After the discussion above on the hotel guest cycle it can be concluded that every stage of the hotel guest cycle has its own importance and requirements. This is why the employees as well as the hotel organisations need to focus on all of these stages to do better in the hotel industry. For example, in the first stage, proper communication and manner are necessary so that the first impression can be good regarding hotel reservations and booking. Alongside that helpful and friendly behaviour with informative behaviour can help the employees of the hotel organisation in providing a satisfactory experience to the guests of the hotel. 
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Fabulous Hotel with excellent customer service

“Stayed at this fabulous hotel on business and will definitely use again , met by a lovely smiley lady ( Holly)
and served by a most efficient barman Kieran , nothing was too much trouble , the room was spotless ,
temperature perfect and such a lovely comfortable bed , ideally placed with a secure car park across
the road and bars and restaurants within a 5 minute walk. Fabulous service guys looking forward to
staying with you again”

Read less a

Date of stay: September 2023

Trip type: Travelled on business
Room Tip: The bar is extremely good with plenty of voice and really reasonable prices

See more room tips

@ Value Location

Service

This review is the subjective opinion of  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.




