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In the bustling world of hotel front office operations, a spectrum of skills is essential to ensure the seamless orchestration of guest experiences. Drawing on Gibbs' Reflective Cycle, I'll delve into the key skills required, reflecting on my own experiences at a Marriott hotel, and weaving in theoretical principles and industry examples. Marriott Bonvoy (Marriott, n,d).



Key Front Office Skills:

Communication Skills:
At the front office, effective communication is the cornerstone. Whether it's interacting with guests, collaborating with colleagues, or conveying information seamlessly, communication skills are pivotal. Theoretical principles emphasizing clear and empathetic communication find real-world application as I navigate the diverse interactions at the Marriott front desk.

Customer Service:
Front office roles are synonymous with customer service excellence. Engaging with guests, addressing inquiries, and resolving issues with a service-oriented approach are paramount. My experiences at Marriott underscored the theoretical foundations of customer-centricity, where every interaction is an opportunity to create a positive and memorable guest experience. Quick Fixes to Attain Excellent Customer Service (Toister, 2015).

Problem-Solving:
The dynamic nature of the front office demands adept problem-solving skills. Whether it's addressing reservation discrepancies or managing unexpected situations, the ability to think on one's feet is crucial. My experiences align with theoretical frameworks highlighting the importance of a proactive problem-solving mindset for effective front office operations.

Multitasking:
Front office professionals are often juggling multiple tasks simultaneously – from check-ins and phone calls to handling guest requests. Theoretical insights into multitasking as a skill for operational efficiency translate into practical strategies for managing the diverse responsibilities at the Marriott front desk.


Attention to Detail:
In the front office, details matter – from accurate reservation entries to ensuring guests' preferences are noted. Theoretical principles emphasizing attention to detail as a foundation for quality service find resonance in my experiences at Marriott, where meticulousness is ingrained in every aspect of front office tasks. Morris, (2020) ‘Experiential learning - a systematic review and revision of Kolb’s model.

Reflective Practice: Gibbs' Reflective Cycle

1. Description (Concrete Experience):
During a particularly busy check-in period at Marriott, we encountered a situation where a guest's reservation details didn't align with their expectations. Navigating this scenario required effective communication, customer service finesse, and on-the-spot problem-solving.

2. Feelings (Reflective Observation):
The experience prompted a range of emotions – from the initial challenge of addressing the discrepancy to the satisfaction of resolving it seamlessly. Reflecting on these emotions deepened my understanding of the importance of emotional intelligence in the front office.

3. Evaluation (Abstract Conceptualization):
Theoretical concepts of effective communication, customer service, and problem-solving came to the forefront. The evaluation process involved recognizing the interconnectedness of these skills and their collective impact on guest satisfaction. Theoretical frameworks served as a guide in assessing the situation critically.

4. Analysis (Active Experimentation):
In subsequent front office interactions, I actively experimented with integrating theoretical principles into practice. This involved refining communication strategies, anticipating potential issues, and adopting a proactive problem-solving approach. The active experimentation aimed to enhance the overall effectiveness of front office operations. (Gibbs, 1981)

Industry Example: Marriott's Front Office Excellence

Marriott's commitment to exceptional front office operations is exemplified in its 'Spirit to Serve' program, where a customer-centric approach is paramount. Clear communication channels, personalized customer service, and a focus on problem-solving are integral to the Marriott front office experience. The brand's emphasis on attention to detail is evident in the seamless handling of guest preferences and requests.

Marriott's training programs encapsulate theoretical principles, ensuring that front office staff are equipped with the skills needed to deliver unparalleled service. The brand's reputation is a testament to the successful integration of theoretical knowledge into practical, guest-centric operations. (Bardi, 2011)

In conclusion, my journey within the front office at Marriott has been a dynamic interplay of theoretical principles and practical application. The identified key skills – communication, customer service, problem-solving, multitasking, and attention to detail – are not just theoretical constructs but the threads that weave the intricate fabric of front office excellence. Through the lens of Gibbs' Reflective Cycle, I've not only honed these skills but actively integrated them into my daily practices, contributing to the high standards set by Marriott in the realm of hospitality.
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Dear Mr Smith,

We are truly delighted to hear about your positive experience at the Marriott during your birthday celebration in London. It warms our hearts to know that our team's efforts to accommodate your early check-in and enhance your stay were appreciated. Room 444 sounds like it added a special touch to your celebration, and we're thrilled that the decorations, card, cake, and complimentary wine were a fantastic surprise for you.

We're equally pleased that you found our hotel and rooms to be sparkling clean, equipped with modern features, and enjoyed the culinary offerings in our restaurant and executive lounge. It's an honour to be a part of your memorable trip, and we look forward to welcoming you back for your partner's birthday. Thank you for choosing Marriott London Kensington, and we cannot wait to make your next stay just as exceptional.

Warm regards,

Rosario Garcia,

Front desk Marriott London Kensington.





























	


	

	

	

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

	


Dear Mr.Federick,

I trust this letter finds you well. 

I extend my sincere apologies for the dissatisfaction you experienced during your recent stay at our hotel Marriott London Kensington. Your feedback is invaluable, and I appreciate the opportunity to address the concerns you have raised. Please allow me to express my commitment to resolving these issues and ensuring a more positive experience for our guests in the future.

Firstly, I am truly sorry to hear about your disappointing breakfast experience. It is disheartening to learn that the quality fell short of your expectations. Rest assured, I have addressed this matter with our kitchen and service staff to investigate the lapses in our food service. We are taking immediate steps to rectify this, including re-evaluating our breakfast preparation processes and retraining our culinary team to uphold the standards our guests rightfully deserve.

I also understand the disturbance caused by the noise from a neighbouring room during your stay. I apologize for any inconvenience this may have caused. I am truly sorry that, unfortunately, you did not inform us of these concerns during your stay. We understand that timely communication is key to addressing issues promptly and ensuring that our guests have a positive experience. However, I want to assure you that we are taking immediate steps to investigate and rectify the matters you raised.

Regarding the cleanliness of room 205, I share your concern and disappointment. Our housekeeping team is conducting a thorough review of our cleaning procedures to identify the lapses that led to the visible strands of hair in the bath and an unclean toilet. We are implementing additional training for our housekeeping staff to reinforce our commitment to maintaining high hygiene standards in all our rooms. Maintaining our rooms spotless is a key part in our customer experience.

Your feedback is crucial in helping us identify areas for improvement, and I genuinely appreciate your honesty. In recognition of the inconveniences you faced, I would like to offer you a complimentary one-night stay at our hotel. I assure you that we are taking immediate and comprehensive actions to address these issues and prevent their recurrence.





I am committed to ensuring that your next visit will be met with the exceptional service and comfort that our guests expect and deserve. I invite you to contact me directly at rosario.garcia.baez@marriott.com to discuss any additional concerns or preferences you may have for your future stays with us.

Once again, I sincerely apologize for the shortcomings you experienced, and I appreciate your understanding and patience as we work to enhance our services.

Thank you for bringing these matters to our attention.

Yours sincerely,

Rosario del Rocio Garcia Baez,

Front office manager.

Marriott London Kensington Hotel.
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Element 1 – Pre-Arrival 


	
The pre-arrival phase is a critical segment in the hotel guest cycle, setting the foundation for the guest experience. In this stage, managing guest expectations and bookings effectively is paramount. Key strategies include personalized communication, efficient reservation systems, and anticipatory service offerings (Özdemir et al., 2019).

Personalized communication, often facilitated by advanced CRM (Customer Relationship Management) systems, allows hotels to understand and cater to individual guest preferences even before their arrival (Schreiber and Thijssen, n.d.). For instance, Marriott Hotels employs a sophisticated CRM approach, engaging guests through personalized emails and mobile app notifications. This strategy not only informs guests about their upcoming stay but also offers tailored suggestions based on their preferences and past stays.

Efficient reservation systems are another cornerstone. Marriott’s seamless online booking platform exemplifies this, offering user-friendly interfaces and real-time availability updates. This system reduces booking frustrations, a crucial factor in guest satisfaction.

Anticipatory service offerings, such as providing detailed information about amenities, local attractions, and transportation options, play a significant role in shaping guest expectations. Marriott excels in this area by offering “pre-arrival concierge” services, allowing guests to plan dining, spa treatments, and other activities in advance.

These strategies, particularly when executed as effectively as by Marriott Hotels, not only streamline the booking process but also build anticipation and excitement for the stay, laying a solid foundation for a positive guest experience.







	
Element 2 – Arrival 


	
The arrival stage of the hotel guest cycle is pivotal in cementing first impressions and setting the tone for the entire stay. This phase primarily revolves around the check-in process and initial guest interactions (Bitran and Gilbert, 1996).

Marriott Hotels, known for their exemplary guest service, have innovated the check-in
process by integrating technology with traditional hospitality. Their Mobile Check-In service allows guests to check in before arrival through the Marriott Mobile app. This service not only streamlines the process but also reduces wait times, a key factor in guest satisfaction. Upon arrival, guests are greeted by staff who are informed and ready, making the transition from digital to personal interaction seamless.

In addition to technological advancements, Marriott focuses on personalized guest interactions at arrival. Their front-desk staff are trained to provide a warm, personalized welcome, recognizing returning guests and acknowledging special occasions, which significantly enhances the guest experience. This personal touch, combined with efficient processes, ensures that guests feel valued and well-cared for from the moment they step into the hotel.

Effective management of the arrival stage, as demonstrated by Marriott Hotels, emphasizes the importance of balancing technology with human interaction. This approach not only ensures efficiency but also fosters a connection with guests, leaving a lasting positive impression (Vasadze et al., 2018).







	
Element 3 – Duration of stay 


	

During the duration of a guests stay, the focus shifts to maintaining and enhancing the quality of their experience. This phase involves providing exceptional guest services, offering comprehensive in-house amenities, and engaging with guests continuously (Lee and Kim, 2021).

Marriott Hotels exemplify excellence in this regard. Their approach to guest services is multifaceted, focusing on responsiveness, personalization, and quality. For instance,
Marriott’s “Mobile Requests” feature in their app allows guests to request services and
amenities easily. This direct line of communication ensures that guest needs are promptly and efficiently met.

In terms of amenities, Marriott hotels are equipped with a range of facilities tailored to
different guest needs. From well-appointed fitness centres and spas to business facilities and family-friendly options, Marriott ensures that every guest finds value during their stay. These amenities are not just about providing services but about creating experiences that resonate with guests (Barros and Machado, 2010).

Ongoing guest engagement is another area where Marriott excels. Through personalized
service, regular check-ins, and swift problem resolution, Marriott staff ensure that guests feel attended to throughout their stay. This continuous engagement helps in quickly addressing any issues and enhancing the overall guest experience.

Hotels like Marriott demonstrate that exceptional service during the stay is crucial. It is not just about the amenities offered, but how they are offered, ensuring that each guests stay is memorable, comfortable, and above all, personalized.






	
Element 4 – Departure 


	
The departure phase of the hotel guest cycle is as crucial as the arrival, cementing the lasting impression of a guest’s experience. Effective management of this stage involves streamlined check-out processes, feedback collection, and thoughtful post-stay engagement (Chathoth, 2017).

Marriott Hotels demonstrate a keen understanding of this. They have streamlined the check-out process, making it as hassle-free as possible. Guests at Marriott can check out through various convenient methods, including the Marriott Mobile app, which allows for a quick and efficient departure without the need for a traditional front-desk interaction. This flexibility not only caters to the modern traveller’s preference for digital solutions but also reduces the potential for last-minute delays or issues (Chen and Kachani, 2007).

Feedback collection is another integral part of the departure process, and Marriott places significant emphasis on it. They encourage guests to provide feedback through multiple channels, including digital surveys post-check-out. This feedback is not only valued but also actively used to improve services and guest experiences in the future.

Post-stay engagement is where Marriott truly excels. Following a guests stay, Marriott continues to engage through personalized emails, offering special deals, reminders of the
pleasant stay, and invitations to return. This ongoing engagement keeps the brand in the
minds of guests, fostering loyalty and repeat business.

Effectively managing the departure stage, as Marriott Hotels do, ensures a lasting positive impression, turning a single stay into the potential for a long-term guest relationship.
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London Marriott Hotel Kensington ~ #® Special offer About Location Reviews

dannyjohnsmith wrote a review Jun 2023
15 contributions « 3 helpful votes

A fantastic birthday stay 5*

We booked the Marriott after being let down by a different hotel chain in the city when visiting London for
my birthday, we booked very last minute and walked over to drop our bags off at the hotel before going
out way before the 3pm check in and the lovely reception team let us check in early, | explained we hadn’t
had the best trip so far with the other hotel and it was my birthday and they found us a lovely room (444).
On my birthday we went out and came back and they had decorated the room, left a card and cake and
some wine on the house which was a fantastic surprise, | was so shocked at such a kind gesture. The hotel
and rooms were sparkling clean, the beds and rooms modern and comfortable equipped with modern
features like Apple TV, espresso machine, mini fridge. The housekeeping teams daily housekeeping kept
the room spotless each day both inside our room and the general hotel. We ate out one evening at the
restaurant and the food was incredible and extremely well priced. The executive lounge access was an
added bonus and the food and drinks here were all great and all in a lovely surrounding. | can’t thank all
the hotel team enough for a fantastic stay. We enjoyed it so much we have booked to come back for my
partners birthday before we even checked out. Thank you all for making such a memorable trip

Read less a

Date of stay: June 2023

Trip type: Travelled as a couple




