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Introduction: 
Any role in a hotel Front Office department is quite demanding, requiring a list of key skills without which a person will not be able to perform well. They are needed to provide exceptional customer service and care and to ensure that operations run efficiently. In this reflective journal, I will identify, describe, and justify those key skills, while reflecting on my own experiences and link them to theoretical principles and industry examples. I have decided that the best way to structure my thoughts and insights is to utilize Gibbs’ Reflective Cycle.
Description: 
Front office is the first point of contact for guests, and it plays an extremely important role in shaping their experience, from check-in to check-out. Key skills needed to perform professionally in this area include communication, attention to detail and problem-solving: “The front office staff must often act as a […] problem solver, even when the problem had nothing to do with the front office.”[endnoteRef:1] (Bardi, 2011, p. 347). My experience in this role includes managing check-ins, check-outs, reservations, and dealing with various guest inquiries, including getting involved in issues related to a restaurant check.  [1:  Bardi, J. A., (2011), Hotel front office management, 5th edn, London: John Wiley & Sons, Inc.
Solomon, M. (2018), The Heart of Hospitality, New York: SelectBooks, Inc.
Hammer, J. (2016), Revenue superstar! The simple rules of hotel revenue management, Great Britain: Amazon
Wood, R. (2013), Key Concepts in Hospitality Management, London: Sage
Tewari, J. (2009), Hotel Front Office: Operations and Management, Oxford: Oxford Higher Education Press
Annette W., October 2023. "Exceptional Service", Trip Advisor. Review available at: https://www.tripadvisor.co.uk/ShowUserReviews-g187049-d192910-r919932618-Delta_Hotels_by_Marriott_Swindon-Swindon_Wiltshire_England.html  (Accessed: 4.11.2023, 12.30)] 

Feelings: Initially, I felt overwhelmed by the responsibilities, as the front office is often fast-paced and demanding. However, with time, I gained confidence in my abilities and started enjoying the challenges it presented.
Evaluation: Paramount in front office is being an effective communicator. Guests have diverse backgrounds, and adapting my communication style to suit their needs was crucial. Solomon (2018), outlining the theoretical principles, shows the importance of creating a welcoming and inclusive environment. In my own experience I have seen how clear communication can enhance the guest experience, for instance when dealing with international guests: using simple language and visuals to explain procedures proved effective.
Analysis: As previously shown, problem-solving skills are essential in the hotel front office. Overbookings, last-minute cancellations, and irritated guests were only a few of the issues I have encountered, exemplifying the principles of revenue management discussed by Hammer (2016). Dynamic pricing strategies and upselling can help mitigate revenue loss caused by cancellations. Also, addressing guest complaints promptly is crucial to avoid negative online reviews and protect and enhance the hotel’s reputation.
Conclusion: Reflecting on my experience, I’ve learned that adaptability and a proactive approach are key to resolving unexpected situations in the hotel front office. I’ve learned that understanding theoretical principles of effective problem-solving and revenue management strategies is important in maintaining a successful front office. Also, I understood the Guest Cycle as described by Tewari (2009) in detail.
Action Plan: Going forward, I will continue to enhance my problem-solving skills and my communication. This might mean attending additional training or workshops to keep up with industry trends and developments in front office management.
Key Skills Required in Hotel Front Office:
Communication Skills: Effective communication is essential in front office. The ability to interact with guests, colleagues, and other departments while adapting to the diverse needs of customers needs clear and empathetic communication which enhances guest satisfaction and loyalty (Bardi, 2011).
Problem-Solving Skills: The unexpected issues, such as overbookings, maintenance problems, and guest complaints, that appear in front office must be identified, assessed, and resolved promptly to ensure a smooth guest experience, by properly trained staff. (Hammer, 2016).
Attention to Detail: Reservation management backed by precise record-keeping and accurate billing are crucial for maintaining operational efficiency and avoiding errors that could lead to guest dissatisfaction (Wood, 2013).
Technical Proficiency and multitasking: Hotel front office staff should be proficient in using property management systems (PMS) and other software to manage the guest processing efficiently, while handling multiple tasks simultaneously: manage check-ins, check-outs, reservations, and inquiries.
Industry Examples:
Communication Skills: During a shift at the front desk, a guest with limited English proficiency who had trouble understanding the check-in process. The effective communication was helped by visual aids, simple language, and gestures, ensuring a positive check-in experience.
Problem-Solving Skills: On a busy evening, we faced an overbooking situation due to a system error. I quickly liaised with the reservations team, who offered alternative accommodations, and provided compensation to the affected guests, preventing any negative impact on hotel’s reputation and revenue.
Conclusion: Working in the hotel front office is a dynamic and rewarding experience that demands a unique set of skills. Effective communication, problem-solving, attention to detail, technical proficiency, and multitasking are critical for success in this role. By reflecting on my experiences and linking them to theoretical principles and industry examples, I have gained a deeper understanding of these key skills and how to apply them effectively. Moving forward, I will continue to develop these skills to excel in the front office and contribute to the overall success of the hotel.
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Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	


Dear Annette W,
I would like to express our sincere gratitude for your review on Trip Advisor, on behalf of the entire Delta Hotel Marriott team in Swindon. We are truly delighted to learn that your recent stay with us was a memorable one.
Your kind words about our hotel mean the world to us. As our priority is to supply exceptional service and create unforgettable moments for our guests, we are always looking for ways to improve. Your feedback is invaluable in helping us to achieve this goal and reassures us that we are on the right track. 
We are also grateful for your praise about our dedicated staff members. Our team takes immense pride in ensuring our guests a comfortable stay. I will be sure to share your comments with the entire team.
Once again, thank you for your fantastic review. We look forward to the pleasure of hosting you again on your next trip to Swindon.
Warm regards,
Loredana Leonte, Manager Delta Hotel Marriott, Swindon
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	Letter of complaint response 500 words +/- 10-%

	
Dear Mr Federick,
Subject: Resolution of Concerns Regarding Your Recent Stay
Thank you for this letter. I want you to know that we appreciate immensely your taking the time to write this feedback regarding your recent stay at our hotel. As you satisfaction is our aim, we are deeply sorry to hear that your experience did not meet your expectations.
Please let me express our sincerest apologies for the issues you encountered during your overnight stay on Saturday, 26th August, in room 205. Your concerns are being taken seriously, and I assure you that we are committed to addressing each of the issues you pointed out to prevent their recurrence and improve our overall guest experience.
First and foremost, I am truly sorry, and I apologize for the disappointing breakfast experience you had on Sunday morning. It is indeed disheartening to hear that the food served was cold and tasteless. Having our guests starting the day with a satisfying meal is paramount to our services, and I have immediately shared your feedback with our culinary team to investigate and rectify the lapse in our food service. They have assured me that this will never be repeated.
Regarding the disturbance caused by a crying baby in a neighbouring room, we deeply regret the inconvenience you experienced. Rest assured, we are reviewing our procedures to ensure that we address noise disturbances promptly and effectively in the future. Your comfort is of utmost importance to us, and we appreciate your bringing this matter to our attention.
Furthermore, we are genuinely sorry for the cleanliness issues you encountered in room 205. We prioritise the maintaining a high standard in hygiene, and we have reviewed and reinforced our housekeeping protocols to prevent any recurrence of such lapses. We are taking corrective measures to ensure that the cleanliness of our rooms meets the expectations of all our valued guests. Additionally, we are conducting a comprehensive review of our training programs to make sure all our staff is up-to-date and to reinforce our commitment to providing impeccable service to all our guests.
To express our sincere apologies for the inconveniences you faced, we would like to extend an offer of a complimentary one-night stay with us, including breakfast. 
Your feedback is invaluable to us, Mr. Federick, and we genuinely appreciate your contribution to the ongoing improvement of our services. We assure you that the issues raised in your letter are being addressed with the utmost urgency and seriousness, and we are determined to learn from this experience to prevent similar incidents in the future.
We would be grateful for the opportunity to discuss your concerns further and gather any additional details that may assist us in our investigation. Please feel free to contact me directly at 07xxx xxx xxx or loredanaleonte@deltahotels.mariott.com
Once again, please accept our sincere apologies. We hope to have the pleasure of welcoming you back to our hotel for an improved experience that reflects the high standards we aspire to provide.
Yours sincerely,
Loredana Leonte, Manager Delta Hotel Marriott, Swindon
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Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
Front office executives must know about all the process of guest services and guest accounting activities at all stages of the guest stay”[endnoteRef:2] (Manjul, 2022). The guest’s first interaction with the hotel is the pre-arrival stage. Often taking place through online reservations, email inquiries, or phone bookings, thus involving remote communication, it is not only the pivotal decision-making element for choosing a certain hotel, but also the guest’s reference for first impression, a crucial point in guest-hotel interaction. “First impressions are everything. If guests haven’t heard from you since they booked, this is even more important. If they heard from you between booking and now, this is still not the place to drop the ball!”[endnoteRef:3] (Q4Launch, 2022) The effective management of this stage happens on several levels, involving some key elements: [2:  Manjul, M. (2022) ‘Guest Cycle in a Hotel’ DPMI Vocational Institute, India, 23 December. Available at: https://dpmiindia.com/blog/2022/12/23/guest-cycle-in-a-hotel/  (Accessed: 10 November, 2023)
]  [3:  (2022) ‘What Is the Guest Life Cycle in Hotels?’, Q4Launch, 3 February, Available at: https://q4launch.com/blog/guest-life-cycle/  (Accessed: 10 November 2023)
] 

1.1 Reservation System: Technology plays a significant role in booking a sojourn, with modern hotels employing online booking platforms and mobile applications to enhance the convenience for guests. For instance, Marriott International utilizes the Marriott Bonvoy app, allowing guests to book and check-in. A well-functioning reservation system is vital in ensuring a smooth pre-arrival experience.
1.2 Personalization: Personalizing the guest experience offer hotels an excellent opportunity for distinguishing themselves in front of guests. It begins during the pre-arrival stage, when hotels can gather guest preferences through surveys, loyalty programs, and previous stay histories. By personalizing the experience, hotels like Hilton are known for welcoming guests with their preferred amenities, creating a strong emotional connection.
1.3 Confirmation and Communication: Prompt confirmation of reservations, along with clear communication about booking details eliminates guest’s confusion. Hyatt, for example, sends guests a confirmation email along with a pre-arrival message that provides important information, including check-in and check-out times.
1.4 Marketing and Upselling: Vital for recovering loss from cancellation, hotels often engage in upselling strategies, such as room upgrades or spa treatments. “Up-selling improved short-term revenues.”[endnoteRef:4] (Norvell et al, 2018) The Ritz-Carlton offers guests the opportunity to upgrade their experience with exclusive Club Level access, which includes personalized concierge services and complimentary food and beverages. [4:  Norvell, T., Kumar, P. Contractor, S. (2018), Assessing the Customer-Based Impact of Up-Selling Versus Down-Selling, Sage Journals, (59)3, pp. 215-227
] 


	
Element 2 – Arrival 


	
The arrival stage represents the guest’s first physical contact with the front office employees and is as critical a moment in shaping their impression as the booking experience is. “The front office team plays a key role in planning the guest experience to help ensure that the hotel showcases all its best offerings effectively.”[endnoteRef:5] (Vasylieva, 2023) Key elements for effective arrival management include: [5:  Vasylieva, O. (2023) ‘Hotel front office: tasks, duties and responsibilities, Okay.com, 10 February, 2023. Available at: https://oaky.com/en/blog/hotel-front-office  (Accessed: 10 November 2023)
] 

2.1 Warm Welcome: Providing a warm and friendly welcome to guests sets a positive tone for their stay. For that, a culture of hospitality is essential. The Four Seasons is renowned for its exceptional service, ensuring a warm greeting for guests upon arrival.
2.2 Efficient Check-In: Long wait times will result in guest frustration; to avoid that, streamlining the check-in process is essential. “Front office staff should determine the guest's reservation status before beginning the check-in/registration process”[endnoteRef:6]. (Augustine) Many hotels have adopted self-check-in kiosks to expedite this process. [6:  Augustine, ‘Guest Cycle: 4 Stages and Diagram’, Setup My Hotel, Available at:  https://setupmyhotel.com/train-my-hotel-staff/front-office-training/131-the-guest-cycle-in-hotel.html?utm_content=cmp-true  (Accessed: 11 November 2023)] 

2.3 Information and Orientation: Guests should be informed about the hotel’s facilities, services, and any special events happening during their stay. An excellent example is the Sheraton Maui Resort & Spa, which offers guests a brief orientation upon arrival, providing a sense of place and available activities.
	

	
Element 3 – Duration of stay 


	The duration of a guest’s stay is when hotels have the opportunity to ensure their comfort and satisfaction. “A guest’s stay with a lasting positive memory contributes greatly to the possibility of a return visit. This memory helps lay the foundation for the brand loyalty.” [endnoteRef:7] (Vasadze et al, 2018) Managing this stage effectively requires: [7:  Vasadze, M., Mosashvili, I., Duruli, T., (2018) ‘Hotel Guest Service Technology’, Economics World, May-June, (6)3, pp. 185-190. Available at: http://dx.doi.org/10.17265/2328-7144/2018.03.003
] 

3.1 Housekeeping and Maintenance: usually delivered through front office, prompt response to guest requests is essential for maintaining their satisfaction. Regular room cleaning and qualitative services will ensure the guest is well looked after. The Mandarin Oriental is known for its meticulous attention to detail in room cleanliness and maintenance, ensuring a top-tier guest experience.
3.2 Guest Engagement: Engaging guests in various activities, events, and through personalized services enhances their experience. Guest engagement is “a customer’s personal connection to a brand as manifested in cognitive, affective, and behavioural actions outside of the purchase situation”[endnoteRef:8]. (So et al, 2014) The Ritz-Carlton arranges culinary experiences, wine tastings, spa treatments, and cultural events to keep guests engaged during their stay. [8:  So, K.K.F, King, C., Sparks, B., (2014) ‘Customer engagement with tourism brands: Scale development and validation’ Journal of Hospitality & Tourism Research, 38(3), pp. 304–329. Available at: https://doi.org/10.1177/1096348012451456
] 

3.3 Feedback Collection: Hotels should be actively seeking guest feedback during their stay to address any issues promptly and to gather insights for continuous improvement. IHG’s ‘Guest Love’ program encourages guests to provide feedback during their stay, hinting thus to a culture of responsiveness and continuous improvement.


	
Element 4 – Departure 


	The departure is the final opportunity to leave a positive lasting impression on guests and ensure their return, so it necessitates a lot of attention to detail. “The guest’s departure represents a challenge for the hotel, as an unfortunate incident during check-out can ruin a perfect stay.”[endnoteRef:9] (Romo, 2022) Effective management of this stage could mean the difference between a return visit and an unsatisfied customer, and it involves: [9:  Romo, F.J.M., (2022) ‘Automation and The Hotel Guests Cycle: Departure’, Linkedin, 25 January. Available at: https://www.linkedin.com/pulse/automation-hotel-guests-cycle-departure-francisco-javier-martin-romo  (Accessed at: 11 November 2023)
] 

4.1 Express Check-Out: An effective check-out process is paramount to saving guests’ time and creating a hassle-free departure. Many hotels offer express check-out options, such as the Hilton Digital Key feature, allowing guests to check out via the mobile app.
4.2 Billing Clarity: Transparency in billing and clear communication about charges and invoices brings trust in the guest-hotel relationship. The Marriott group provides a detailed itemized bill and welcomes guest inquiries to resolve any discrepancies promptly.
4.3 Post-Stay Communication: Engaging with guests after their departure through post-stay surveys, emails, or personalized thank-you notes demonstrates a hotel’s commitment to guest satisfaction. In the hospitality context, acknowledging guest satisfaction by “understanding guests and customers and their dispositions and choices”[endnoteRef:10] (Wood, 2017, p.72) is a pivotal step in creating strategies to ensure guest return. [10:  Wood, R. (2017) Key concepts in hospitality management. SAGE Publications, Inc.
] 

“In short, the hotel guest cycle describes the stages people go through when planning and embarking on their travels. It includes everything from the moment a consumer has the idea for a trip all the way through to the post-departure period.”[endnoteRef:11] (Alemar, 2022) [11:  Alemar, S., ‘The Hotel Guest Cycle & Why It Matters’, Canary Technologies, 12 April. Available at: https://www.canarytechnologies.com/post/the-hotel-guest-cycle-why-it-matters (Accessed: 10 November, 2023)
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Exceptional Service

Review of Delta Hotels by Marriott Swindon

QO O®®® Rcvicwed 5 October 2023 [ via mobile
228annettew
Kent Excellent customer service from all members of staff. They all greeted me when they passed
©19.104 me and smiled. Comfy room and slept well. Restaurant food was also excellent in evening and

at breakfast. Looking forward to coming back to stay . Thank you

Date of stay: October 2023
Trip type: Travelled on business

Ask 228annettew about Delta Hotels by Marriott Swindon

i3 Thank 228annettew =]

This review is the subjective opinion of a 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.

See all 948 reviews




