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Introduction 
This research highlights the importance of skills required for the position of a desk officer, in the hotel industry. The study specifically focuses on Premier Inn Stevenage Central Hotel, which is known as one of the hotels in the UK. Although there are team members at the hotel the front desk officer plays an highly impactful role. Their responsibilities at the reception desk involve enticing customers to explore and make use of the hotels services and amenities. The overall success or failure of the hotel heavily relies on how proficient, knowledgeable and talented these front desk officersre. This investigation is based on Gibbs reflective cycle, which examines their emotions, experiences, strengths, weaknesses and provides recommendations, for areas that need improvement.
Gibbs reflective model 
The most important and significant technique for reflecting on experiences is Gibbs's reflection. It holds immense relevance. This technique is also useful for highlighting the abilities' advantages and disadvantages referring to the skills of the individual. 
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Description 
During my time working as a receptionist, at this hotel I had the opportunity to not handle guest check ins. Also assist in the kitchen during breakfast and dinner service. Additionally I took on the responsibility of serving beverages at the bar. Occasionally helped with room cleaning tasks. Through these roles and tasks I was able to enhance my existing skills and develop ones. In the hospitality industry it is crucial to improve our skills in order to effectively attract and engage customers. Working at the desk requires skills such as communication, coordination, teamwork, time management, decision making, problem solving, among others (Jawabreh et al., 2022).
Feelings 
In my professional experience, I've found that communication is the most important talent since it allows me to communicate and bridge gaps with a variety of people. It is evident that a diverse range of patrons from a variety of backgrounds stay at the motel. The front desk employee must comprehend that they see things differently from them and adjust their coordination accordingly. Due to the multilingual nature of this position, language acquisition is also required. 
Evaluation 
According to my evaluation, effective communication skills foster strong networks between clients and receptionists and lower cultural barriers (Vleuten et al., 2019). When guests check into a hotel for the first time, the reception desk provides them with comprehensive information on the hotel's amenities, meals, services, and schedules. Receptionists must ensure that clients are satisfied by collaborating with them in the most efficient and productive way possible. The consumers were positively affected by the receptionist's prompt arrival, which was a must. Additionally, I concluded that receptionists had to possess strong decision-making abilities in order to solve any problems that clients and guests may encounter.
Analysis 
According to my evaluation, effective communication skills foster strong networks between clients and receptionists and lower cultural barriers (Vleuten et al., 2019). When guests check into a hotel for the first time, the reception desk provides them with comprehensive information on the hotel's amenities, meals, services, and schedules. Receptionists must ensure that clients are satisfied by collaborating with them in the most efficient and productive way possible. The consumers were positively affected by the receptionist's prompt arrival, which was a must. Additionally, I concluded that receptionists had to possess strong decision-making abilities in order to solve any problems that clients and guests may encounter.
Conclusion 
Overall it is concluded that the reflective model is highly valued because it facilitates the expression of emotions and offers some analysis and evaluation based on experiences. Some of the research's strengths and weaknesses are discussed, with communication and time management being identified as weak areas (Sainzet al., 2019). 
Action plan 
Negotiating with different people can help you develop your communication skills. It can also be enhanced by volunteering, giving speeches and presentations, and taking part in other necessary activities. By establishing deadlines and prioritising urgent tasks first, one can enhance their time management abilities. 
Conclusion 
The report has shown that skill development is especially important for front desk or receptionist jobs in UK hotels. Getting guests interested in the hotel's amenities and services is essential. The success and marketing of the hotel are primarily the responsibility of skilled workers. 
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Hello 
Mr/Miss

We appreciate you taking the time out of your hectic day to write a post about the services you received and the overall experience you had at the dream resort. To the management and team, it truly means. On behalf of the management, let me thank you for your kind remarks and encouraging feedback. Knowing that you are happy with the services the dream resort has given you has given us great pleasure. As a team, we put in a lot of effort to give the guests excellent service, and positive comments like these encourage us to keep improving and giving the guests outstanding service. 
We would be delighted to serve you once more, as the primary goal of the Royal Lancaster London is to give the customer a tranquil and remarkable experience. Please come back to see us on your next trip. I appreciate your appreciation and your kind words.  
Regards, 
Team 
Royal Lancaster London
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Figure 2: Feedback from the Guest
Source: Trip Advisor 2023

	

	

	

	Letter of complaint response500 words +/- 1-%

	
Dated: 

Subject: Reply to the complaint received  
Dear Sir/ Madam: 

I hope that this email finds you well.

After receiving your complaints, in which you detailed the problems you encountered while lodging at our hotel, I am writing this letter. I apologise sincerely for any inconvenience caused, and I can appreciate how you must have felt. First of all, let me to apologise on behalf of the management for any problems you may have encountered due to their actions. Additionally, as you noted in your complaint that the food was cold on a Sunday morning, this was caused by the large number of guests that stay at the hotel on Sundays. Weekends typically have a large number of guests, so in order to serve everyone, we prepared the food dishes in advance to avoid a shortage.
The guests were also informed that they could ask the waiter for warm food if they so desired. Although we make every effort to offer our guests high-quality services, please accept our apologies if this message has not reached you. I sincerely apologise for any inconvenience this has caused you. Furthermore, in order to ensure that you and no other customer experience this inconvenience, I will notify the appropriate management and the back staff about the problems you have encountered. 
Regarding the second issue you raised, we have taken action to ensure a peaceful stay because you had the option to bring it up at the time it occurred. To ensure you had a peaceful stay, we would have suggested you stay in a different room. We were powerless to address this since you did not bring up the matter with the employees on duty that day. Regarding the cleanliness issue, I will forward your team's information to the appropriate personnel so that the appropriate action can be taken within the appropriate department to ensure that a mistake of this kind does not occur again in the future.
I apologise on behalf of the management once more, and we have made the decision to provide a coupon good for a complimentary one-night stay at our hotel. Please stay with us the next time you are in the nation so we can have the opportunity to serve you more effectively. We will do everything in our power to ensure that you and the other guests receive the highest calibre of service and to transform the way people view our hotel. 
In order to ensure that the appropriate action is being taken and that no other customer experiences these kinds of problems, all of the complaints have been sent to the appropriate department and higher management. In addition, I want to thank you for sharing your feedback about your stay with us. This will assist us in making sure that issues are promptly fixed so that no other visitor encounters them. We'd be delighted to help you once more. Please come back and allow us to assist you more effectively. We appreciate your complaints, and please don't hesitate to ask further questions. We sincerely hope to hear from you again. 

Thanks 
Regards,

ABC Hotel 




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

	Element 1


	
Pre-arrival
The foremost stage in the hotel guest cycle is "pre-arrival". It is the pre-arrival confirmation letter for the reservations of hotel guests. It serves as a significant element and requires effective communication to build the first step of customer satisfaction in the hotel (Kim and Han,2020). The key people involved in this stage are representatives for online and physical requests who cater for the demands of guests before their arrival. And frontline staff who know the business flow and pay attention to the first stage of the cycle, for example, guest pick-up requests and booking. The person who interacts with the Guest in the pre-arrival location is responsible for clearly understanding the demands of the Guest. His interaction will build a roadmap in the mind of the Guest, and his decision will be highly dependent on how the agent represents the hotel services by telling the premium and competitive offerings that are appealing and unique for the customer (Lukanova and Ilieva, 2019) . 
 Along with frontline staff and agents, another element of pre-arrival is how competitively hotel services are offered to the client in his pre-arrival. Placing the service offering in customers' minds will increase the chances of booking reservations and confirmation. To achieve this goal, understanding the business model of the hotel is essential (Liu et al.,2022). 

	
Element 2 


	

Arrival
Arrival is the next element of hotel management that needs careful attention. Many factors make the arrival of guests successful; cleaning the rooms properly and arranging the required services in the room are two of them. It can be achieved with the help of a check-list mentioning room number, type of cuisine, language type of Guest and his culture. Guest profile is another factor that contributes to guest satisfaction (Leutwiler-Lee et al.,2023). It is based on the Guest's previous experience, if he has stayed frequently, checking the preferences, last feedback and other details. If the Guest is new and has not been offered earlier, making a profile and clearly understanding the importance, choices, likes, and dislikes is essential. Being responsive and proactive are two more factors that also play a crucial role. Responding to guests' queries on arrival establishes a smooth communication flow between guests and hotel representatives(Yoong, 2022). It will remove the obstacles and will not miss any questions that may not be addressed if the communication is not practical. 
 However, an example of Edwardian hotels from London shows how technology plays a role in the hotel management system. This hotel uses a chatbox that gives 24-hour service if the frontline is unavailable or misses anything the Guest requires. This chatbox provides a beep with a reminder to the frontline, and guests' needs are catered to immediately.


	
Element 3 


	Duration of stay 
The third element brings higher customer satisfaction in the hotel management system. The first factor that monitors the duration of stay is "finding the key-engagement" elements that decrease the gap between the Guest and employees. Finding the critical engagements will keep the Guest interacting and integrated with the representatives (Barretto, 2022). Giving the perks to the guests in candies, mouth fresheners and freebies, and other essentials like hand sanitisers and body mist are all some engagement points to be placed in the hotel lounge (Sadhale, 2023). 
For example, Edwardian hotels have adopted a business model of being emotionally connected with the guests during their stay. Their employees are trained to understand the business model from the guests' perspective by emotionally experiencing the same service in the place of guests. They become lifetime guests and increase their frequency of availing of the service again. Personalized communication is the third factor, along with crucial engagement and emotional connectedness that maximize the duration of stay. 



	
Element 4 


	


Departure
The last element is a departure that will reveal how the Guest experienced the overall service/offering. It will predict the future visits of guests and either increase the ratings of the hotel to five stars or decrease the overall rating. It is the stage where frontline employees are required to gather feedback.
At this stage, a farewell note is given to the Guest that shows honour and respect for the message. It also writes an apologizing letter with service-ending offerings that make the experience more attractive and create an emotional bond with the Guest. Writing a farewell in the email to the client is necessary, and any feedback the customer gives should also be mentioned. Seeking advice from the client for improvement in the hotel services should also be noted and welcomed.
 Departure of guests needs a convenient way to the airport, and a more accessible location is vital to reduce the time. 
An example of this is Danubius Hotel's business model for the transportation and departure of guests. Its streets are linked to airports from all the way, bringing feasibility and conveyance to the guests who want easy out to their final destination and avoid time-consuming roads filled with traffic jams.
The above four stages play an essential role in making the experience Guest overall memorable, feasible, convenient and worth every penny guest invests. Along with customer satisfaction, the practical completion of all these stages helps the hotel to maximize revenue in the future by generating more bookings and improving the business model.
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Figure 1: Gibbs's Reflective Cycle
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