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I was placed in the front office department and during my placement there, I had the chance to explore the dynamic world of serving guests from all over the world, communication and professionalism. I will be exploring the tasks that I had done and the responsibilities that had taken during that time, all my strengths and the areas where I need to improve myself, my emotional reactions, moral considerations and my understanding of the overall hospitality industry and its impact, using Gibbs Model of Reflection, which was created by Graham Gibbs in 1988 to help structure the learning that one learns from experience (Adeani, Febriani and Syafryadin, 2020).
The hotel has undergone a renovation, but there are still some old rooms available for booking. During my placement in the front office department, I learned an effective strategy from the general manager to encourage guests to book the new rooms. I found that most guests preferred to book the cheaper old rooms, but as a receptionist, I offered them an upgrade to a new room upon check-in. This not only allowed them to experience modern and beautiful accommodations but also made them feel special and valued. This strategy proved successful in convincing guests to consider booking a new room on their next visit. In my opinion, this is a smart approach that can help hotels promote their new and improved facilities.
Following the Gibbs Model, the first step is to describe what happened. The general responsibilities of my position included answering guest’s questions helping them with any information that they needed to know, and helping the guests with their check-ins and check-outs (De Carvalho, Bartholo and Duarte, 2016). Doing these tasks is very important because these actions shape the guest’s overall experience at the hotel. These tasks also highlighted the importance of productive communication and professionalism. How one engages with the guests is very significant. As our hotel is going through renovation, we needed to communicate very well with the guests to make them understand the situation and cooperate with us. It will help to create a positive stay for the guests which they will remember and visit the hotel again (Ustrov, Valverde and Ryan, 2016).
Then according to the Gibbs Model comes feelings and thoughts that I experienced. My work life at the front office department was fast-paced and this navigation triggered many feelings in me, such as excitement, confusion and anxiety (Clarah, Anggraini and Permana, 2023). I had to be really quick and resourceful to answer the questions that the guests had which is why I was in constant pressure, which made me anxious (Astuti, Ginaya and Sadguna, 2018). I was given training for the first few weeks after that I was given the task to handle the situation of managing housekeeping and food all by myself.  Keeping myself calm became a challenge for me from time to time and handling every unexpected situation brought stress as well as the feeling of accomplishment when I finished the job perfectly (Ahmad and Scott, 2014). But these trainings and first-hand experiences were very helpful to learn my duties as a front desk employee.
Next comes the step of evaluating my experience, which can be both good and bad according to the Gibbs Model. I realised that I am good at effective communication and solving problems when I reflected on my performance (Wain, 2017). I had to multitask so often that it became my second nature. And my skills at resolving conflicts were constantly being tested. Still, there were areas for me to improve, especially managing time properly when there were high-traffic periods. Even though I was quite good at resolving conflicts and doing multiple tasks at once, the need to refine myself in these skills became clearer as days went by. 
I learned valuable communication skills from the deputy manager of reception at the Abbots Barton Best Western hotel, which have helped me to become more assertive and confident in my interactions with guests. Specifically, I gained the ability to provide guests with accurate and relevant information about the hotel's services, particularly with regards to the current refurbishment situation and the limited dining options available. By taking a proactive approach to guest communication, I am able to ensure that their needs are met and that they are satisfied with their stay. Overall, this experience has allowed me to develop my skills and become a more effective hospitality professional.
After that comes analysis, to make sense of the overall situation in the Gibbs model. If I was not placed at the front office, I might not have understood the important role it plays in satisfying customers and ensuring that they would visit the hotel again. The essence of customer service was revealed to me after interacting with guests and colleagues and realising that a warm and welcoming environment needs to be created. I realised that effective interaction with the guests contributes more than giving attention to detail and controlling everything around me (Sayin and Karaman, 2019).
At this stage of the Gibbs Model comes the conclusion part, where what I learned and how I would have done things differently is discussed. My placement at the front desk has helped me profoundly to understand the hospitality industry. Here I not only learned about the technical parts of the operation that is done in the front office but I also have learned How to create a meaningful guest experience. I learned how intricate the hospitality sector is with the blend of skills, moral considerations and emotional intelligence. I have also come to a conclusion that I have a long way to go and I have to improve myself in many ways to remain in this industry (Jayatilleke and Mackie, 2013).
At the end of the Gibbs Model, an action plan is created to fix how one would improve my skills and knowledge. To improve myself I plan on:
Training on Time Management: To improve my efficiency when there is rush, I would admit myself in a time management course so that I am able to do my job in time and there is no further problem. 
Workshops on Resolving Conflict: To handle difficult situations more effectively I would take part in workshops and training sessions that focus on more advanced techniques of resolving conflicts.
Training on Cultural Sensitivity: To better interact with diverse guests and understand them better I would take part in training on cultural sensitivity. 
Learning Continuously: To remain in this competitive and ever-evolving hospitality industry I need to stay updated on recent trends and learn advanced technologies. I also need to learn how to interact with different people to give them a warm and welcoming feeling.
Seeking Feedback: I would seek reviews of my performance and would ask my colleagues for their opinions. This way I would be able to recognise the areas where I need improvement and how I can use my strengths. 
People from different backgrounds visited the hotel and I had the chance to experience diverse guests it made me realise the importance of cultural sensitivity and how I should be aware of ethical considerations (Basalamah, Ardani and Fransisca, 2021). I have navigated situations with care when I interacted with people from different cultures. To ensure a positive guest experience it is very important to balance professionalism with cultural awareness (Nicolaides, 2016). 
This reflective journal is very important in analysing my experience at the front office department. This will serve as a guide to my personal and professional growth.
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	Trip Advisor Review Response 

	[bookmark: _Hlk157527341]Hi Francesca,
Thank you very much for such a lovely review. I am very glad to know that you were able to experience a comfortable and relaxing stay at the Best Western Abbot Barton Hotel. I can guarantee my teammates and colleagues will become very happy when I share your well-written feedback with them. 
It was really great to hear that you preferred our new furnishing. Our team is trying their best to give the guests, from all over the world, the best view that they deserve at the lowest price so that anyone from any economic background can stay here with us. We are also trying to not inconvenience any of our guests because of the renovation. Thank you very much for your understanding. 
We make an effort to give the customers a high-class experience in all the possible ways, we are pleased that you found and appreciated our efforts. You have no idea how much it means to us. 	
I am pleased to know that you enjoyed our selected breakfast items as we had anticipated. We aim to give our guests quality food and it seems like we were successful in doing so. 
We are looking forward to seeing you again soon when you visit Canterbury and hope that it is very soon. 
Thank you for recommending us and rating us with such great ratings.





	Screenshot of referenced Trip Advisor review used:
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Source: Francesca, (2023)

	

	

	

	Letter of complaint response 

	Dear Mrs. Blake,
Hopefully, you find this solution and find yourself in safety. This is [Name] and I am writing to you this response on behalf of Best Western Abbot Barton Hotel responding to your envelope letter sent out on January 10, 2024, concerning your stay in our hotel room number 330 at the earliest. It is for this reason that we are offering our deepest regret and sincerely apologize for the troubles you had to go through during your stay in our hotel. We are very glad that you confided in us on these issues and given a chance to correct our stumbling blocks.
We attempt to maintain high standards regarding the cleanliness of every room and we are greatly sorry that we were not able to meet your expectations. Because of your objection to our service, we conducted a thorough search to learn more about where our housekeeping techniques fell short. From the search, we got to know where was the problem and we are taking proper measures to fix our shortcomings and give training to our housekeeping employees so that this type of situation never arises again in the future and that no customer has to go through such disappointing and dissatisfying service ever again. Your feedback has helped us to learn about our need to refine and improve ourselves. 
We apologise that you had to face issues with our Wi-Fi service. After your complaint, we conducted an inspection to learn more about the connectivity issues that you had to experience. We are continuously working to improve and upgrade our network infrastructure to give our customers a faster and more dependable internet service. We understand very well how important seamless connectivity is nowadays when you cannot do almost anything without an internet connection. It is an even bigger problem for the guests who are here on their business trip. Our technical team is working constantly and we are committed to providing an improved network to our guests so they can have a comfortable stay in our hotel.
We are deeply sorry to learn about the inconvenience you had to face because of the noise when you were here. We realise how excessive noise can impact the overall experience of a guest. We have created a team who are now working on soundproofing where it is needed so that no other guest would experience such issues. We are also taking extra measures to eliminate the problem altogether. Your feedback is really helpful for us to establish a comfortable and peaceful environment for our guests.
The most concerning issue is your experience with our employees at the hotel and we sincerely apologise for any inconvenience that you faced because of our staff’s unresponsiveness or their attitude toward helping you. We have conducted a thorough investigation to know about the exact interaction that you had with our employees to give proper training to our employees so that this situation never arises. For extra measure, we are going to conduct refresher training so that they realise the importance of helpful responses to guests. 
Mrs. Blake, it was really kind of you you take your precious time to provide us with your detailed review of your visit to our hotel. Your feedback is really valuable to us as it gives us an opportunity to further improve ourselves and give our customers a better, comfortable and relaxing environment so that they can enjoy their stay at our hotel. Please let us show you our sincerest apology, we want to give you a complimentary stay at our hotel on your next visit here and we will ensure that this time you can experience a more positive stay that will match our standard of serving guests. 
Please feel free to contact me whenever you need at [rfp@bestwestern.co.uk] or you can also contact me on my personal number [ 07309001639]. I will personally arrange all the details of your complimentary stay at our place or if you want to share any other concerns about our services. We will do our absolute best to gain your trust again and provide you with our best guest service that will exceed your expectations.  
Thank you for letting us know about the issues and giving us a chance to improve ourselves. We are looking forward to seeing you again at our hotel to make amends. 
 Sincerely,
Diana Grecu
General Manager
Best Western Abbot Barton Hotel
rfp@bestwestern.co.uk
01227 760341
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[bookmark: _Hlk157527515]Every job requires some skills from its employees. But in hotel industry, these skills are unique compared to others so that we are able to give the best service to our guests that come to our hotel to spend their vacation (ÇİÇEKDAĞI and EKEN İNAN, 2018). In this essay the four skills will be explored that are very important for the operations conducted by the front office. 
	
Key Skill 1 – Customer Service Skills  


	At the centre of the hotel industry remains customer service and the employees of the front office work as the face of the place. To improve guest satisfaction and make them into our loyal customers, excellent customer service is really important, because when they would experience a satisfying service from us it would create a lasting impression on their mind and they would choose to stay with us again and again (Sharma and Srivastava, 2018). As it is really important to give the guests a high-class service, the front office staffs need to have the ability to anticipate what the guests might need and expect from the hotel. When the customers would experience a high-class service and all their issues are met with proper responses, they would choose the hotel again and again. 
Creating a memorable experience for the customer is a crucial factor in the hospitality industry. As an industry example our hotel, Best Western Abbot Barton Hotel, is trying to earn a gold standard, for personalised guest service. Our hotel gives outstanding guest service to the guests by following the steps of Service, Service Values and Employee promises. Our hotel seeks reviews from our customers and try to solve any problem (Li, Ye and Law, 2013). We give our employees proper training so that they can help our guests with any kind of problem. This training has helped us to improve our customer service skills.  These practices have transformed our guest service and its impact on hotel reputation and loyalty of our guests (Al-Msallam, 2015).

	
Key Skill 2 – Communication Skills 


	In the effective operations of the front office, communication skill is the foundation. Clear and concise communication is really very important when interacting with guests. Because if we do not understand what they need and then we cannot provide them with proper information or service and it would create a bad impression. Effective communication between colleagues is also crucial as it will let us to know what others want and work accordingly. Communication between every department is significant at serving guests. If there is any problem occurring in the communication between the different departments then any disaster can happen which will impact the experience of the guests.  Communication is also important in building relationships between the guests and the employees to make them feel welcomed and in solving problems because effective communication lets us know about the exact problem that the guests are facing which makes it easier to solve it (Jawabreh, Al Fayoumi and Bareya, 2022).
Best Western Abbot Barton Hotel is famous for its effective communication. The employees go through a training process that makes them ready and sharpens their communication skills so that they can convey correct and necessary information to the guests also professionally which will enhance the quality of the guests visit at the hotel (Belias and Trihas, 2022). The training of the employees at the front desk ensures a seamless communication between the departments that prevents any kind of disaster that might hamper the experience of the guests.


	
Key Skill 3 – Organisational Skills 


	The front desk manages many operations everyday which are very complicated and to complete these tasks organisational skills are very crucial. The employees at the front desk handle all the reservations and they also have to manage all the check-ins and check-outs every day. To do these tasks properly and without any complications the front desk employees need to be efficient and maintain order. Organisational skill in the hospitality industry is important to provide timely and accurate service (Kleefstra, Altan and Stoffers, 2020). Because any delayed service would inconvenience the guests which will cause them disappointment and dissatisfaction. 
An industry example that pays great importance to organisational skills is Best Western Abbot Barton Hotel. A strong emphasis is given on the training of learning organisational skills for the employees as it would enhance the guest service in our hotel. The front desk employees go through training to learn time management and organisational regulations, which helps them tremendously with organisational skills. This training is like an investment because it helps the functions to operate smoothly. This smooth operation impacts the guest’s satisfaction positively. When the guests experience a satisfying experience, they themselves would become a loyal customer and would recommend the hotel to others promoting brand image (Saleem and Raja, 2014). 			


	
Key Skill 4 – Problem-Solving Skills 


	There arises many problems and conflicts in the hotel industry and the employees at the front desk have to see to these problems and solve them. This is a very important task to perform and people need special skills to perform them otherwise not just that the problem would not be solved but there might arise new problems, which will cause customer dissatisfaction (Somlai, 2019). These skills are important to make sure that the guests have a positive experience (Tesone, 2012). To solve problems effectively one needs to analyse the situation properly to know what is wrong and after gathering all the information and analysing them one needs to generate solutions, then these solutions need to be implemented and that is also in a timely manner because every second is important when solving a problem.
In the world of problem-solving, Best Western Abbot Barton Hotel is a familiar name. The staff at the front desk makes the guests' problems their own and solve them by providing creative solutions for difficult problems. This not just helps to solve the original problem; this also creates a positive impression on the guest’s mind about the hotel and its services. They see it as an opportunity to acknowledge their strengths and to strengthen their weaknesses to provide the best services to the guests. The training provided by the hotel turns us into experts in problem solving.



Conclusion
The front office department of the hospitality industry requires various and unique skill sets to operate properly and maintain the standard services to the guests. Above mentioned skills play a significant part in operating all the functions of the hotel efficiently and maintaining the hotel’s reputation. To highlight the roles of these skills, relevant literature and industry examples are included. 
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Best Western Abbots Barton Hotel  Deals About Location Reviews

Y274JKfrancescas wrote a review Nov 2023 .

46 contributions + 16 helpful votes
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Great stay!
Booked for a weekend away although live fairly local. The refurbishment is still in

progress but we were not interrupted and the new look is beautiful, resembling
the interiors of some much higher end hotels I've stayed in.

Bed was extremely comfy and how was quiet and relaxing. Breakfast was
wonderful- special mention for the very quality options such as delicious Kentish
apple juice and proper meat-free options for vegetarians! They had veggie
bacon from the brand ‘This Isn't' which is a very premium vegetarian brand.

Staff were pleasant and the location is great for exploring Canterbury.

Definitely recommend.
Read less &

Date of stay: November 2023

Trip type: Traveled as a couple
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