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Introduction 
This research highlights the importance of skills development, which is the most crucial and critical method that has great significance in personal and professional development. Skills assessment enables the person to improve their weak skills and enhance their strengths. The current study has a great focus on the job responsibility of the front desk officer, for which skills development is highly preferred and appreciated. Front desk officers are responsible for greeting customers and dealing with them with their multicultural backgrounds and multilingualism (Freeman et al., 2020). In this current study, the skilled responsibilities of the front desk officer at IHG Hotels and Resorts are described. 
Gibbs reflective model 
Gibbs's reflective cycle is the most appropriate method to describe the experiences with the help of feelings and the event description after the complete evaluation and analysis (Harithuddin et al., 2021). This reflective model is also beneficial in order to elaborate on some weak skills and provide some useful actions and practices for the improvement of those weak skills (Getachew et al., 2020). 
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Figure 1: Gibbs's Reflective Cycle
(Source: Harithuddin et al., 2021)
Description 
In this IHG hotel, I did an internship as a front desk officer where I dealt with various customers and guests who belong to multicultural backgrounds and are multilingual. During this job, I observed that skills are required, which makes this job more feasible and relaxing (Sainz et al., 2019). As a front desk officer, I was responsible for dealing with customers, answering their queries, guiding them, providing them with satisfaction, looking after the kitchen, and sometimes was also responsible for the cleaning of rooms. At this time, I realised that some skills are mandatory to learn or improve, and these skills are communication, coordination, decision-making, time management, problem-solving and various others, along with the learning of different languages to deal with multilingual (Jawabreh et al., 2022).
Feelings 
I feel that multicultural and multilingualism result in communication barriers which hinder building strong relations between employees and customers (van der Vleuten et al., 2019). If employees and the front desk officers are highly skilled, then there are more chances to attract customers towards the services and the facilities of the hotel. 
Evaluation 
After evaluation, it is observed that front desk officers are responsible for being available at the front desk every time and are repaired to give all answers to the customer related to their queries. It is the major responsibility of the front desk officers to solve the problems of the guests and customers and be punctual in order to reduce any sort of delay.  
Analysis 
I analysed that front IHG recruits skilled staff members in order to make the reputation of the hotel more effective and efficient in front of the customers and guests with positive impacts. For this, the management of the IHG provides proper training and development to their e employees and the front desk officer so that they can reduce their weaknesses and improve their strengths. 
Conclusion 
With the help of this cycle, it is easier to explain my experiences in detail as with my observations and evaluations at the IHG hotel. Based on these experiences, I realised that my skills in time management and presentation skills are weak, which can be improved by some skills (Sainz et al., 2019). This reflective cycle also results in the development of skills through learning and failures, which enable the person to identify strengths and weaknesses for further improvement (Jawabreh et al., 2022). 
Action plan 
Time management skills can be improved by setting deadlines, breaking large assignments into small tasks and prioritising doing important tasks first. Presentation skills can be improved by practice; improving body language, gestures, eye contact, formal dressing and various other actions are also required. After doing these practices, there are more chances to develop personal and professional careers with growth.
Conclusion 
This research has great significance because of the skills assessment and the skills development, as this research highlights the job responsibilities of the front desk officers in the IHG hotels and resorts in the UK (Sainz et al., 2019). Front desk officers are the role players to enhance the productivity of the hotel by attracting customers towards the hotel in order to gain the attention and trust of the loyal customers. These practices lead the hotel towards success and promotion and result in economic and financial stability along with profit maximisation and increased GDP of the country. 
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	Trip Advisor Review Response 150 words +/-10%

	


We are overjoyed to learn about your enjoyable stay at the IHG Hotel in London. It's wonderful to hear that your reservation and check-in procedures were quick and that you loved the top-notch room amenities, which included the cosy bed, fine linens and roomy, luxurious bathroom. We're happy that the spotless surroundings and fantastic Thames outlook enhanced your visit. We're happy that the attentive and friendly staff at the Market Brassiere, Eighteen Sky Bar and Clipper Bar added to your delight. Our crew is really committed to giving great service. We value your opinions much and will take your advice on construction and congestion into consideration to improve the overall experience for our visitors (Trip advisor, 2023).
You may be confident that we will take care of this to improve our visitors' overall experience. We appreciate your nice thoughts and your decision to stay at the IHG. We can't wait to see you again for a pleasant experience.







	




	
Screenshot of referenced Trip Advisor review used:

	

	

	

	Letter of complaint response 500 words +/- 1-%

	

Dear Mr Ronald Federick,

I'm writing this response to reach out to you about the letter of complaint received on, August 26, 2023, stay you had in room 205 of our hotel. We really regret the inconveniences and unhappiness you endured due to our errors during your visit. We appreciate and consider your feedback carefully.


Your comments about the breakfast service have our greatest concern. We work hard to give our customers a first-rate eating experience, therefore we're sorry the breakfast you had on Sunday morning fell short of your expectations. We have addressed this issue and made sure that the upcoming breakfast dishes live up to our standards by sharing your input with our kitchen staff
.
We also deeply apologise for any noise disruption caused by a child's crying in a nearby room. We apologise that you weren’t able to get the rest you so rightfully deserve and recognise that noise may be a significant hindrance to a restful night's sleep. In order to stop such incidents from happening in the future, we are examining our noise management rules and processes.

Concerning the state of cleanliness in your accommodation, we are shocked to hear that you discovered visible hair strands in the bathtub and an unhygienic toilet. We have regular housekeeping practises in place and uphold strict standards of hygiene. Our housekeeping crew is following our strict cleaning guidelines, thus we are taking steps to rectify the problem and have opened an inquiry into this situation right away.

We acknowledge that your recent experience at our hotel did not live up to what you were expecting, and we truly regret any inconvenience or let down this may have brought about. We are dedicated to giving our visitors the best possible service and accommodations since we appreciate their business. We really appreciate your input since it helps us find areas for improvement.

As an acknowledgment of our regret and to show you how committed we are to giving you a better experience, we are happy to offer to you a complimentary night at our hotel. We sincerely hope you are going to allow us another chance to demonstrate to you what kind of hospitality and service we work hard to provide to each and every one of our visitors. We appreciate you bringing these issues to our notice. We would like to extend an invitation to you to return and enjoy the highest standard of comfort that we strive to offer with the complimentary night.

Do not hesitate to get in touch with me directly if you would like to schedule your complimentary stay or to discuss any specifics. We are grateful for your business and would welcome the chance to earn back your trust in our offerings.

Sincerely,

Hotel Manager
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Element 1 – Pre-Arrival 


	
Establishing an example for the entire visitor experience begins with the pre-arrival phase of the hotel's guest cycle (Sann and Lai, 2020) . It includes the period of time frame from the time a visitor makes an appointment until they check into the hotel. During this stage, hotels have a great chance to set clear expectations, create anticipation, and cultivate an effective connection with their visitors.
In order to effectively manage pre arrival stage in the guest cycle certain measures needs to be taken.

Anticipate Needs of Guests: Make a proactive effort to ascertain the needs and preferences of potential guests by utilising booking data, historical visits, or loyalty programme membership (Ariffin, et al, 2018). To improve the visitor experience, provide individualised upgrades, early check-in choices, or unique amenities 

Leverage Technology: To improve the pre-arrival experience, make use of technology. Provide smart room keys, enable mobile check-in, and allow online reservations for tours, spa services, and meals (Kim et al, 2020).

Personalised Communication: Send out pre-arrival greetings, send out personalised confirmation emails, and make recommendations based on your visitors' past bookings and preferences. Respond to questions from visitors in a timely and courteous manner to show that you are aware of their needs (Mercan et al, 2021).


Members of IHG's reward programme can reserve upgrades, request early or late check-in, and get customised pre-arrival communications.

Hilton Honours members can personalise their visits, select the type of accommodation they want, and get alerts before they arrive about exclusive deals or activities (Zhou et al, 2021). In Marriott Bonvoy, guests can use the Marriott mobile app to check in, access digital room keys, request services and get tailored suggestions based on their interests (Eschenbrenner et al, 2023)






	
Element 2 – Arrival 


	
 In order to make a good first impression and set the stage for future visitor pleasure, a seamless, friendly, and quick arrival procedure is crucial. In order to effectively manage arrival stage in the guest cycle certain measures needs to be taken.

Effective Check-in Procedures: Simplify check-in processes by providing a variety of choices, including self-service kiosks, smartphone check-in, and elite member-only check-in spaces (Zacharias and Pinedo 2017). Reduce wait times and give guests a quick, easy check-in process to guarantee a happy beginning.

Effective Communication: During check-in, give guests clear and succinct information about the hotel's services, policies, and nearby attractions. Ensure that visitors are informed by using a variety of communication methods, including written hand outs, interactive displays, and spoken explanations (Mercan et al, 2021).


Making good use of employees: Make sure there is enough personnel during periods of high check-in, and train employees in problem-solving and client service 

Handling special requests: Be proactive in recognising and attending to any requests made by visitors, such as those for early or late check-ins or specific rooms (McIntosh, and Harris, 2018).

Handwritten cards or locally made delicacies are just a few of the thoughtful welcome touches that The Ritz-Carlton gives (Ruki, 2023). A dedicated guest services team is available to assist with any arrival-related issues. Members of Hilton's reward programme can personalise their arrival greetings, choose the type of accommodation they want, and alter their stay experiences (Zhou et al, 2021.  








	
Element 3 – Duration of stay 


	
The time of trip is the central component of the visitor's experience, during which hotels must consistently provide outstanding service, swiftly attend to guests' needs, and foster an enjoyable and memorable stay. This phase is essential for creating a loyal customer base and encouraging favourable word-of-mouth referrals.

Effective Service Provision: In order to make sure that visitors feel appreciated and respected, it is crucial to provide prompt answers to their questions, rapid resolution of any problems, and effective housekeeping practises (Mercan et al, 2021).Incorporating self-service alternatives for checking in and out, letting guests modify their personal preferences and requests via a mobile app, and setting up immediate lines of communication for prompt assistance are just a few ways that hotels can use technology to improve service delivery. 

Initiating Guest Interactions: Planning social events, like cocktail parties or thematic get-togethers, can establish a feeling of community and long-lasting relationships. Furthermore, giving visitors chances to engage with the local way of life—like cooking courses or cultural outings—can enhance their enjoyment of the location and foster lifelong memories (Chen et al, 2020)

Four Seasons Hotels & Resorts provide a more efficient and customised check-in process, offer exclusive check-in spaces for elite members (Guzmán, 2018). In order to increase visitor engagement, Airbnb provides distinctive and customised experiences, such culinary lessons or guided tours of the area (Priporas et al, 2017). W Hotel  improve the departing experience, provide speedy checkout kiosks, personalised farewell presents, and late checkouts.



	
Element 4 – Departure 


	
The guest cycle ends with the departure stage, which is also a crucial time to make an impact on visitors. Hotels have the ability to cultivate customer loyalty, promote repeat business, and improve their reputation. On the other hand, an inconvenient or stressful departure process can negatively impact the visitor's opinion of their stay and prevent them from coming back.

The Effective Checkout Procedure: Simplify the procedure by providing a variety of checkout choices, including digital checkouts, and expedited checkouts. In order to properly assist visitors with the checkout procedure, hotels must to furnish them with clear directions and information (Zacharias and Pinedo 2017).  

Feedback Collection: In order to improve services and increase guest happiness, it is essential to collect feedback from visitors (explanations (Mercan et al, 2021).. Hotels can make sure that visitors have an easy way to express their experiences by providing a handy feedback collection method, such as questionnaires, comment cards, or email..

Appreciating Guests: A small but meaningful method to improve the farewell experience is to thank guests for their stay. Handwritten notes of gratitude, customised emails, or modest trinkets of appreciation are some ways that hotels can show their thanks.

Four Seasons hotels are excellent at offering a smooth and customised check-out process. In addition to personalised farewell notes and expedited checkout alternatives, guests can conveniently share their comments through several platforms members (Guzmán, 2018. By providing speedy checkout kiosks, personalised farewell presents, and late checkout alternatives, W Hotels aim to provide an unforgettable departing experience.
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Excellent all round experience

We stayed here for one night for an event at the O2. Booking and check-in was smooth. Our room was
excellent - good quality linen and comfortable bed, good storage, and.large and well appointed
bathroom. Everything very clean. Great view of the Thames added to what was a great experience.
Special mention to the staff in the Clipper Bar, and the Eighteen Sky Bar - all were attentive and
welcoming. Very good breakfast in the Market Brasserie too - again with very helpful staff. At the time of
our visit (Saturday afternoon in November) there was significant construction work going on around this
part of Docklands and traffic was very heavy and slow - our suggestion would be to leave additional time
if approaching from the direction of the Blackwall Tunnel.

Read more .

Date of stay: November 2023

This review s the subjective opinion of a Tripadvisor member and not of Tripadisor LLC. Tripadvisor performs checks on reviews as part of
ourindustryleading trust & safety standards. Read our transparency report to learn more.





