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	1.0 Introduction to key skills to work in a Front office Department. 
Working at the front office of a Hilton Hotel demands a dynamic set of skills aimed at delivering unparalleled guest satisfaction. Key among these are superb customer service capabilities, clear and articulate communication, and efficient problem-solving (Kan Sonmez, 2022). Staff members must be technically proficient, especially with Hilton's proprietary hotel management software, and demonstrate a strong ability to multitask. A keen eye for detail and an unwavering professional attitude is essential to uphold the hotel's esteemed reputation (Gamal, 2016). 

2.0 Reflection Report 
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Figure 1 - The KOLB Learning Cycle - developed by David A. Kolb, is a four-stage theory that explains how experience translates into learning. It begins with Concrete Experience, where learners engage in a new experience. Reflective Observation follows, involving thoughtful consideration of the experience. Abstract Conceptualization comes next, where learners form theories or concepts based on their reflections. Lastly, Active Experimentation involves applying these theories in real-world situations, thereby completing the cycle and starting it anew (Kolb and Kolb, 2013). 

The KOLB Learning Cycle is a widely recognized model that describes the process of learning and development through a cycle of four stages: Concrete Experience, Reflective Observation, Abstract Conceptualization, and Active Experimentation (Figure 1) (Kolb and Kolb, 2013). Applying this model, I can illustrate how I have developed and refined these skills through practical experience, reflection, and the application of theoretical principles (Bergsteiner, Avery and Neumann, 2010).

2.1 Customer Service Excellence:
Concrete Experience: My journey in customer service excellence began when I worked as a front-line representative in a retail store. I interacted with customers daily, addressing their inquiries and resolving issues. This hands-on experience exposed me to various customer personalities, needs, and expectations.
Reflective Observation: As I interacted with customers, I started to notice patterns in their behaviour and preferences. Some customers preferred a friendly and personalized approach, while others appreciated efficiency and professionalism. Reflecting on these observations, I realized that understanding and adapting to individual customer preferences is crucial in delivering excellent service.
Abstract Conceptualization: I delved into customer service literature and theories to deepen my understanding. I learned about the importance of empathy, active listening, and problem-solving skills. The Service Quality Model by Parasuraman, Zeithaml helped me grasp the significance of meeting customer expectations.

Active Experimentation: I actively experimented with different customer service strategies. For instance, I practiced active listening techniques to ensure I fully understood customer concerns. 
Industry Example: In my current role in customer care, I applied these principles to enhance our team's performance. By implementing regular training sessions on empathy and active listening, we saw an increase in customer satisfaction scores (Kolb, 1984). 

2.2 Communication:
Concrete Experience: Effective communication is a skill I've honed throughout my career. Whether it's interacting with colleagues, clients, or customers, clear and concise communication is paramount. I learned the importance of tone, body language, and non-verbal cues in conveying messages effectively.
Reflective Observation: I've observed how misunderstandings and miscommunication can lead to conflicts and delays in projects. Recognizing these challenges, I became more conscious of my own communication style and how it impacts others (Botelho et al., 2015).
Abstract Conceptualization: Studying communication models like the Shannon-Weaver Model and Transactional Model of Communication helped me understand the complexities of communication. These models highlighted the role of feedback, noise, and encoding/decoding in the communication process.
Active Experimentation: To improve my communication skills, I actively experimented with different approaches. I practiced active listening, used visual aids in presentations, and sought feedback from colleagues to refine my communication style.
Industry Example: In a recent project, I was responsible for leading a cross-functional team. Applying effective communication techniques, I ensured that everyone was on the same page regarding project goals and timelines. Regular team meetings, clear documentation, and open channels of communication contributed to the project's success (Sharlanova, 2004).




2.3 Problem Solving:
Concrete Experience: Problem-solving has been a constant in my professional journey. Whether it's troubleshooting technical issues, resolving customer complaints, or addressing operational challenges, I've encountered a wide range of problems.
Reflective Observation: I've observed that effective problem-solving requires a structured approach. Rushing into solutions without a thorough understanding of the problem often leads to ineffective outcomes.
Abstract Conceptualization: I studied problem-solving models such as the IDEAL Problem-Solving Model and the 5 Whys Technique. These models emphasized the importance of defining the problem, analysing root causes, generating solutions, implementing changes, and monitoring results (Serrat, 2017).
Active Experimentation: Armed with problem-solving frameworks, I actively experimented with different techniques. For instance, I introduced root cause analysis sessions within my team to tackle recurring issues. 
Industry Example: In a recent project, we faced a recurring customer complaint about delivery delays. Using the 5 Whys Technique, we identified the root cause – a breakdown in our supply chain process. By addressing the underlying issue, we were able to significantly reduce delivery delays, leading to improved customer satisfaction (Bergsteiner, Avery and Neumann, 2010).

3.0 Conclusion 
In conclusion, my pursuit of customer service excellence has been a dynamic journey of growth and improvement. Starting as a front-line representative in a retail setting, I observed, adapted, and evolved to understand the intricacies of customer needs and expectations. Through reflection, study of customer service theories, and practical experimentation, I developed a comprehensive approach that emphasizes empathy, active listening, and proactive problem-solving. Today, I apply these principles to foster a culture of exceptional service within my team. Customer service excellence is not just a skill; it's a continuous commitment, driving satisfaction and success in the ever-evolving landscape of customer interactions.
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Component Two 


	

	Thank you so much for your kind words and for choosing our hotel for your visit. We are thrilled to hear that you enjoyed your stay and found the room to your satisfaction, complete with all the necessities. It's wonderful to know that our sports club and dining facilities added value to your experience. Your appreciation for Danielle and Filip is heart-warming, and we'll make sure to pass along your big thanks to them for their exceptional service in resolving your issue. Our team provides a comfortable and enjoyable stay for all our guests, and it's rewarding to know we've succeeded with you. We hope to have the pleasure of welcoming you back on your next trip perhaps you'll discover even more reasons to stay with us again. Thank you for taking the time to share your experience, and for your acknowledgment of our team's efforts. Warm regards.




	Screen shot of referenced Trip Advisor review used:


[image: A screenshot of a phone

Description automatically generated]
(‘DoubleTree by Hilton Oxford Belfry – Google hotels’, no date a)



Reference: 
DoubleTree by Hilton Oxford Belfry – Google hotels (no date b). Available at: https://www.google.com/travel/search?q=Hilton%20Hotel%20Oxford%20reviews&g2lb=2502548%2C2503771%2C2503781%2C4258168%2C4270442%2C4284970%2C4291517%2C4597339%2C4757164%2C4814050%2C4874190%2C4893075%2C4924070%2C4963887%2C4965990%2C4990494%2C72277292%2C72298667%2C72302247%2C72317059%2C72379816%2C72402232%2C72406588%2C72412680%2C72414906%2C72420881&hl=en-GB&gl=uk&cs=1&ssta=1&ts=CAESCAoCCAMKAggDGh4SHBIUCgcI5w8QCxgMEgcI5w8QCxgNGAEyBAgAEAAqCwoJOgNHQlBCAggc&qs=CAEyJENoY0lxOVBTcTYzVHZKMHJHZ3N2Wnk4eGRHUXdjMk50YlJBQjgLQgkJaDIKZwA6fDBCCQmrqXTVmvI6K0IJCUuXdixDvqMN&ap=KigKEgk38BqNwtxJQBHAD6byyfjwvxISCTZ_2Npb3UlAEcAPpvJ-6fC_aAG6AQdyZXZpZXdz&ictx=1&sa=X&ved=0CAAQ5JsGahcKEwjwuYvF27eCAxUAAAAAHQAAAAAQCg (Accessed: 9 November 2023).


































	

	DoubleTree by Hilton Oxford
Milton Common, 
Thame, 
OX9 2JW
13th of November 2023
Mr Ronald Federick, 
17 Trinity court, 
Swansea
SA1 2AR
Subject: Kind Reply to the Complaint made on the 1st of September 2023

Dear Sir,
Thank you for taking the time to provide your candid feedback regarding your recent stay with us on Saturday, 26th August, in room 205. We truly appreciate your decision to convey your concerns, and it is with sincere regret that we learn about the disappointments you faced.
At Hilton, we put our maximum effort to provide our guests with the highest quality accommodations and service, and what you experienced falls significantly short of the high standards we try to uphold. We understand how crucial a comfortable and enjoyable stay is, and it is evident that we failed to deliver that to you.
Regarding the breakfast, we are disheartened to hear that it did not meet your expectations. A delighted, warm meal is indeed a major part of a pleasant hotel experience, and we are reviewing our food service protocols to ensure that all meals served are up to the Hilton standard. Our culinary team has been alerted to your comments and will undergo further training to prevent a recurrence of this issue (Arlanza and Matriano, 2015).
The disturbance caused by noise during the night is equally concerning. We endeavour to provide a tranquil environment for our guests, and we apologize that we failed in this instance. Please know that we are looking into better ways of managing noise control and will reinforce our policies about guest disturbances to ensure that all our guests enjoy a restful night's sleep. We are making an algorithm to control the allocations; thus, we can minimise the possible disturbances to the guests (Belias and Trihas, 2022) (Elmohandes, Abbas and Mansour, 2018). 
Your comments regarding the cleanliness of the room are particularly troubling. Please accept our deepest apologies for the condition in which you found your room. We hold hygiene and cleanliness as a top priority, and it is clear we must take immediate action to address this. We have briefed our housekeeping staff to ensure a thorough inspection and cleaning process is followed consistently. We have also altered the cleaning checklists to make sure all the rooms are up to standards (Husin, 2023). 
To address these issues directly, we are implementing enhanced training for both our culinary and housekeeping teams. Moreover, we are revising our guest feedback procedures to respond more swiftly and effectively to any concerns raised during a guest's stay. Considering the inconveniences you experienced, we would like to offer you a complimentary stay at your convenience, valid for one year, so we may have the opportunity to restore your faith in Hilton. Our Guest Relations Manager will reach out to you to arrange this, as well as to discuss any other ways we can make amends (Arlanza and Matriano, 2015) (Spio-Kwofie, Danso and Ruth, 2016).
We are committed to ensuring that every guest's stay is enjoyable and relaxing, and we are grateful that you have helped us to identify areas in which we can improve. Your feedback is invaluable, and we hope you will give us the chance to show you the true Hilton hospitality on your next visit.
Please do not hesitate to contact us if there is anything more, we can do for you. We look forward to welcoming you back under better circumstances.
Warm regards,



 Lalani Siddi Arachchige 
Front Office Supervisor 
Hilton Hotel Management
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Assessment 3 – 
The hotel guest cycle is a critical framework that encompasses the full guest experience, divided into four stages: Pre-arrival, Arrival, Occupancy, and Departure. In the Pre-arrival stage, the guest books their stay, influenced by the hotel's reputation, offers, and communication. This stage sets the tone for their expectations. Upon Arrival, the guest's first impressions are shaped by the efficiency and warmth of the welcome they receive, including the check-in process and initial engagement with hotel amenities (Raksmey and Lai, 2020). The Occupancy stage is where guests experience the hotel's services at their peak, using facilities, requesting services, and interacting with staff. Here, guest satisfaction is actively managed. Finally, the Departure stage concludes the cycle, where guests check out. The hotel's focus is on ensuring a smooth, hassle-free end to the stay and encouraging future bookings. Each stage is an opportunity for the hotel to deliver exceptional service and create a loyal customer base (Kan Sonmez, 2022).
	Element 1 – Pre-Arrival 

	
Managing the Pre-arrival stage of the hotel guest cycle is crucial as it sets the foundation for the guest experience and can influence the overall perception of the hotel. Key elements in this stage include reservation management, personalized communication, and anticipation of guest needs (Stringam and Gerdes, 2021).
Reservation management should be seamless, utilizing robust booking systems that can handle various channels, such as direct bookings through the hotel’s website, phone reservations, and third-party platforms. A study by Law and Hsu (2005) found that efficient reservation systems significantly enhance customer satisfaction levels, as they reduce hassle and provide immediate confirmation (Law and Hsu, 2005).
Personalized communication is another vital element. After a reservation is confirmed, hotels should engage with guests through personalized emails or messages that provide valuable information about their stay and the hotel's amenities. This might include a welcome message, weather forecast, transportation options, and upsell opportunities. For example, the Ritz-Carlton uses guest preference records to personalize pre-arrival communications, thereby improving guest satisfaction and loyalty (Bilgihan et al., 2016). Anticipation of guest needs through pre-arrival questionnaires or offering tailored experiences can also elevate the pre-arrival experience. By understanding guest preferences in advance, hotels like Marriott International have been able to customize room settings and recommend activities that align with the guest's interests. Incorporating technology such as mobile apps has also revolutionized the Pre-arrival stage, allowing guests to check-in online, choose their room, and even use their phone as a digital key, as seen with Hilton's Digital Key technology (Buhring and O’Mahony, 2019).
In essence, managing the Pre-arrival stage effectively means leveraging technology to provide convenience, cultivating personalized interactions to foster a connection with the guest, and proactively preparing for their arrival to ensure a smooth transition to the next stage of their stay.




	Element 2 – Arrival 

	
Managing the second stage of the hotel guest cycle, often referred to as the 'stay' or 'occupancy' phase, is crucial for ensuring guest satisfaction and operational efficiency. Key elements in this stage include personalized guest services, efficient room and amenities management, and effective communication (Faculty of Tourism and Hospitality Management, University of Rijeka, Ika, Primorska 42, Opatija, Croatia et al., 2020).
Personalized guest services are essential. For instance, the Ritz-Carlton's renowned personalized guest experiences, where staff members go above and beyond to cater to individual guest preferences, set a high industry standard. This personalization can range from remembering guest names to customizing room settings based on previous visits.

Efficient room and amenities management is another critical component. Real-time room status updates, as utilized by hotels like Marriott, streamline housekeeping and maintenance tasks, ensuring rooms are ready for new guests promptly and existing guests' needs are met swiftly. Moreover, leveraging technology for amenities management, such as mobile apps for room service orders, enhances guest convenience and operational efficiency (Chen et al., 2022).
Effective communication throughout the stay is vital for guest satisfaction. This includes clear communication about hotel services, events, and any issues that might arise. For example, Hyatt's use of a guest messaging service allows for instant communication between guests and hotel staff, addressing queries and concerns promptly.



	Element 3 – Duration of stay 

	
In managing the Duration of Stay stage of the hotel guest cycle, key elements include guest experience enhancement, technological integration, and effective resource management, all vital for ensuring a memorable and smooth stay for guests.
Enhancing the guest experience is paramount. Literature in hospitality management emphasizes creating a unique, personalized experience as a differentiator. For instance, the Kimpton Hotel chain is known for its personalized guest experiences, offering amenities like in-room yoga mats and hosting social hours, catering to the diverse preferences of their guests (Tran, Dauchez and Szemik, 2013). Technological integration plays a significant role in this stage. A report by Deloitte on hospitality trends highlights the increasing use of technology to streamline guest services. For example, Marriott International’s implementation of AI and chatbots for guest inquiries and requests significantly enhances guest convenience and operational efficiency, offering a modern, responsive experience.

Effective resource management is also critical. Case studies in hospitality journals often point to the importance of efficiently managing housekeeping and maintenance to ensure guest satisfaction. The Hyatt Hotels Corporation, through its advanced room allocation systems and real-time maintenance tracking, ensures that guest needs are promptly met and resources are optimally utilized (Pijls, Schreiber and Marle, 2011).

	Element 4 – Departure 

	
Managing the departure stage of the hotel guest cycle is crucial for leaving a lasting positive impression on guests. Key elements in this stage include streamlined check-out processes, feedback collection, and post-stay engagement (Mohsin and Lengler, 2015).
Streamlined check-out processes are essential for a hassle-free departure. In the hospitality industry, innovations like express check-out services have gained prominence. For instance, Hilton Hotels offer digital check-out options through their app, allowing guests to bypass the front desk, thus saving time and enhancing convenience. Feedback collection during the departure stage is vital for continuous improvement and guest satisfaction. Many hotels, such as the Marriott International chain, encourage guests to provide feedback through digital surveys. This not only helps in gauging the guest experience but also provides valuable insights for service enhancement (Suleri, Meijer and Tarus, 2021).
Post-stay engagement is an often overlooked but critical element. According to a study in the "Journal of Hospitality and Tourism Technology," effective post-stay communication can lead to higher guest retention rates. Hotels like the InterContinental Hotels Group (IHG) utilize email and social media campaigns post-departure to keep in touch with guests, offering them personalized offers and updates, thereby fostering loyalty and repeat business (Kazandzhieva et al., 2017).



Conclusion:
In conclusion, the Hotel Guest Cycle, encompassing the four stages of pre-arrival, arrival, duration of stay, and departure, forms the backbone of hotel management and guest experience. Pre-arrival sets the tone for guest expectations, necessitating efficient reservation systems and effective communication. The arrival stage focuses on first impressions, requiring smooth check-in processes and a warm welcome. During the duration of stay, personalized services, efficient operational management, and responsive guest communication are key to ensuring satisfaction and comfort. Lastly, the departure stage is critical for leaving a lasting impression, with streamlined check-out processes, feedback collection, and post-stay engagement playing pivotal roles. Collectively, these stages, when managed effectively, lead to enhanced guest satisfaction, loyalty, and operational success in the hospitality industry.
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