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Introduction
My placement at the Ashford International Hotel & Spa's Front Office Department offered a pivotal gateway into the realm of hospitality, guided by the structured lens of Gibbs's reflective cycle (Adeani, Febriani, & Syafryadin, 2020). This role was instrumental in fostering both my professional and personal development, closely mirroring the managerial principles advocated by Tesone (2010). My journey was marked by significant achievements in mastering operational systems for check-in and check-out procedures, managing bookings for dining experiences, ensuring room availability, and proficiently handling guest requests.

Description
During my placement at the Ashford International Hotel & Spa, I was bestowed with pivotal duties that underpin the success of the Front Office Department, as highlighted by Bardi (2011). My role encompassed mastering the hotel's sophisticated operating system to facilitate a spectrum of guest services. This ranged from managing the intricate check-in and check-out processes, orchestrating dining reservations for restaurant dinners and afternoon teas, to the vigilant monitoring of room availability. Furthermore, I adeptly navigated the demands of addressing a wide array of guest requests. Each responsibility demanded unwavering attention to detail and exemplary organisational skills, underscoring the indispensable nature of these competencies in maintaining operational excellence and ensuring guest satisfaction. This multifaceted role not only honed my technical abilities but also significantly enhanced my understanding of the critical impact of front office operations on the guest experience.



Feelings 
At the outset, the intricate nature of the operating system, coupled with the direct engagement with guests, posed a significant challenge. The hotel's ethos, aiming to surpass guest expectations, set a high benchmark that initially seemed insurmountable (Solomon et al., 1985). However, the nurturing environment and a meticulously designed onboarding process facilitated my gradual acclimatisation to the role. This transition from trepidation to confidence underscores the critical role of a supportive workplace in fostering professional development (Tewan, 2009). The journey from initial unease to achieving a deep-seated sense of achievement exemplifies the transformative potential of structured training and a supportive team, enabling me to meet and exceed the hospitality standards set by the Ashford International Hotel & Spa.

Evaluation
Upon reflection, my tenure has markedly bolstered my operational acumen and the calibre of service delivery I provide. The proficiency with which I navigated the operating system for check-in and check-out processes has notably accelerated my adaptability and learning trajectory. My effective coordination of dining reservations, alongside the adept handling of fluctuating room availability and varied guest enquiries, has refined my organisational and problem-solving skills. Nonetheless, a discernible gap in my data management capabilities has emerged, underscoring the necessity to evolve in tandem with the digital transformation sweeping the hospitality sector (Vallen & Vallen, 2014). This reflection not only highlights my growth and achievements but also illuminates the path for continuous improvement, particularly in harnessing digital tools to further enhance guest experiences.
Analysis
The operational efficiency and quality of service at the front office, as highlighted by Wood (2013), directly impact guest satisfaction. My engagement with the hotel’s operating system and the execution of various guest-related tasks underscored the critical role of front office operations in shaping the guest experience. The ability to anticipate and meet guest needs with precision and empathy, as reflected in the role theory (Solomon et al., 1985), reinforced the importance of emotional intelligence in guest interactions. This experience illuminated the symbiotic relationship between operational proficiency and personalised guest service in fostering a welcoming and efficient hotel environment.

Conclusion
The knowledge acquired during my placement is immeasurable, embodying the quintessence of bespoke guest service and adept problem resolution. This progress marks not only my advancement in managing front office tasks but also illuminates the critical impact of personal efforts on the broader triumph of hotel operations. Such an experience has deeply enriched my comprehension of the hospitality sector, accentuating the indispensable function of front office personnel in securing guest contentment.

Action Plan
In pursuit of continuous professional growth, my objectives are threefold. Firstly, to elevate my IT proficiency, enabling adept navigation of the rapidly advancing digital landscape prevalent in the hospitality sector. Secondly, to formulate a suite of strategic solutions to frequently arising guest concerns, thereby optimising the efficiency of service delivery. Lastly, to augment my cultural competence, a crucial step towards delivering unparalleled service to a global clientele, thus upholding the zenith of guest service excellence across varied cultural spectrums.














































	
[image: UWTSD new Logo]

Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	Thank you for sharing your delightful experience at our hotel. We're thrilled to hear that your first visit exceeded expectations, especially in accommodating your daughter's special needs. Our team's priority is to provide attentive service and ensure all guests feel welcome and cared for, so it's gratifying to know we succeeded.
We're glad that the cleanliness of our spa and the quality of our gym contributed to your enjoyable stay. 
Your decision to return in August is the highest compliment you could offer us, and we eagerly anticipate welcoming you and your family back. Rest assured, we will strive to ensure your next visit is as pleasant and fulfilling as the first.
Your feedback is invaluable, and we invite you to reach out with any preferences or requests for your next visit. We aim to make your future stays as memorable as the first. Thank you once again for choosing our hotel and for your kind words.
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	Letter of complaint response 500 words +/- 1-%

	
Dear Mrs. Blake,

I hope this letter finds you well. 
I am writing to you today not just as a representative of the Ashford International Hotel & SPA, but as someone who genuinely cares about the experiences of our customers. Following your complaint letter dated 10th January 2024, I would like to extend a heartfelt apology for the shortcomings you encountered during your interaction with our services.
Your feedback was received with both concern and gratitude. Concern, because it appears we failed to deliver the high standard of service you rightfully expect from us; and gratitude, because your willingness to share your experience provides us with a crucial opportunity for improvement.
At Ashford International Hotel & SPA, we aspire to not only meet but exceed our customers' expectations. It's clear from your letter that we did not achieve this goal during your recent experience. Please accept our sincerest apologies for any inconvenience or dissatisfaction you faced. Such instances are not reflective of our brand values and the service ethos we are committed to.
Upon receipt of your letter, we immediately launched a comprehensive investigation to understand the root causes of the issues you highlighted. This process is critical for us to ensure we address not only the symptoms but the underlying factors contributing to your experience. We have engaged with our team across all levels, from front-line staff to management, to review your feedback in detail.
To address the specific concerns, you raised, we are taking the following actions:
1. Quality Assurance Enhancements: We are implementing more rigorous quality control checks across our service offerings to ensure that every aspect of our customer experience is up to the standard you expect and deserve.
2. Staff Training and Development: Recognizing that our employees are the face of our brand, we are intensifying our focus on customer service excellence through enhanced training programs
3. Service Improvement: For the technical issues mentioned, such as those related to our Wi-Fi service, we are accelerating our planned upgrades to ensure reliable and high-speed connectivity for all our customers.
In recognition of the inconvenience you have experienced, and in hope of an opportunity to demonstrate our improved standards, we would like to offer you a complimentary two-night stay in one of our premium rooms at your convenience, along with a special voucher for our spa services, believing it reflects our commitment to making things right.
We will keep you updated on the progress of the initiatives launched in response to your feedback and look forward to the opportunity to regain your trust. Should you wish to discuss your experience further or have any suggestions for how we can serve you better in the future, please feel free to contact me directly at Oghertog@ashoffice.co.uk.
Thank you once again for your honesty and for allowing us the chance to rectify our mistakes. We are eager to demonstrate our commitment to excellence and hope to serve you again under more favorable circumstances.

Yours sincerely,
Oxana Ghertog,
Manager Assistant
Ashford International Hotel & Spa
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Key Skill 1 – Customer Service Skills  


	In the vibrant landscape of the hospitality industry, customer service excellence stands as a critical pillar, shaping the hotel's esteemed reputation and defining the guest experience. 
At the Ashford International Hotel & SPA, this principle is not just upheld; it is celebrated. The front office staff, through their unwavering commitment to guest satisfaction, become the living testament to the hotel's ethos of surpassing guest expectations at every turn. Solomon (2018) highlights the transformative power of such dedicated service in crafting an unforgettable stay for each guest. The anticipatory service model adopted by the Ashford International Hotel & SPA, as noted by Bardi (2011), elevates the guest experience to new heights. This model is predicated on an intricate understanding of guest preferences, fostering an environment where needs are not just met but anticipated with precision and grace. 
The front office team, equipped with keen observational skills and a genuine desire to serve, engages guests in a manner that is both intuitive and insightful. This approach to customer service transcends the conventional boundaries of hospitality, offering a bespoke experience tailored to the individual. It's an endeavour that requires not only attentive listening but also a heartfelt empathy, qualities that the front office staff at Ashford International Hotel & SPA possess in abundance. 
Their ability to connect with guests on a personal level, understanding their stories and preferences, allows them to curate an experience that resonates deeply, turning moments into memories. Such exceptional service cultivates a sense of belonging and loyalty among guests, compelling them to return. It's a testament to the hotel's success in not only achieving but exceeding the gold standard of guest satisfaction. 
Through this dedicated approach, the Ashford International Hotel & SPA ensures that each guest's visit is not merely a stay but a cherished experience, contributing to the hotel's legacy of excellence and warmth in hospitality.




	
Key Skill 2 – Communication Skills 


	In the bustling environment of the Ashford International Hotel & SPA, effective communication stands as the cornerstone of every guest interaction. It is the thread that weaves together the tapestry of guest experiences, ensuring that each encounter is marked by understanding and genuine connection. The front office staff, with their adept communication skills, stand at the forefront of this endeavour, embodying the hotel's dedication to creating an inclusive and welcoming atmosphere for all guests. The importance of communication in the front office extends beyond mere verbal exchanges; it encompasses a deep sensitivity to the myriad ways in which messages can be conveyed and received. As Hammer (2016) articulates, the amalgamation of clarity, conciseness, and warmth in communication is pivotal, serving as the foundation upon which trust and rapport are built. This triad of qualities ensures that every interaction is not just heard but felt, leaving a lasting impression on the guests. Tewan (2009) further illuminates the critical role of cultural competence in front office operations, underscoring the necessity for staff to navigate the complexities of cross-cultural communication with grace and empathy. The Ashford International Hotel & SPA excels in this regard, with front office personnel fluent in multiple languages and trained in cultural sensitivity. This expertise enables them to honour and respect the diverse backgrounds of their guests, facilitating a sense of belonging and respect. Through their mastery of effective communication, the front office staff at Ashford International Hotel & SPA foster an environment where every guest is not just acknowledged but truly understood. This commitment to excellence in communication is a testament to the hotel's overarching mission: to provide a guest experience that is as enriching as it is flawless, cementing its reputation as a beacon of hospitality.

	
Key Skill 3 – Organisational Skills 


	
The organisational prowess of front office staff is a critical determinant of a hotel's operational effectiveness. As Tesone (2010) notes, the capacity to juggle multiple responsibilities, from managing reservations to coordinating guest services, is indicative of a well-functioning front office. At the Ashford International Hotel & SPA, the employment of advanced management systems streamlines these processes, allowing the front office team to execute their duties with both efficiency and accuracy. The integration of technology in organisational practices enables the staff to provide a seamless experience for guests, reflecting a commitment to operational excellence. Organisational skills also extend to managing guest information and hotel resources, ensuring that every aspect of the guest's experience is accounted for and delivered without error. This meticulous approach to organisation not only maximises operational capacity but also ensures that each guest interaction is personalised and handled with the utmost care.

	
Key Skill 4 – Problem Solving Skills 


	According to Fallon and Rutherford (2011), the ability to troubleshoot and resolve issues swiftly is essential in maintaining service continuity and guest satisfaction. At the Ashford International Hotel & SPA, the cultivation of advanced problem-solving capabilities among front office staff is not merely a preference but a necessity. This dedication to preemptive and strategic resolution forms the backbone of the hotel's commitment to unparalleled service excellence. 
The dynamic nature of hotel operations necessitates a proactive and agile approach to problem-solving, where challenges are not viewed as obstacles but as catalysts for innovation and growth. 
The hotel's front office team is adept at employing a multifaceted strategy to address and mitigate any potential disruptions to guest satisfaction. This involves a keen ability to assess situations rapidly, identify the root causes of issues, and implement effective solutions in real-time. Training in solution-focused thinking equips the staff with the tools necessary to transform problems into opportunities, thereby not only preserving but enhancing the guest experience. 
For instance, in scenarios of overbooking, the staff's adept negotiation and communication skills come to the fore, as they work diligently to arrange alternative accommodations that meet or exceed the guests' expectations. Similarly, when guest complaints arise, the front office team's empathetic listening and swift action serve to not only resolve the issue at hand but often result in guests feeling more valued and cared for than before. This proactive approach to problem-solving underscores the Ashford International Hotel & SPA's ethos of placing guests at the heart of everything they do. It is through this unwavering commitment to service improvement and operational flexibility that the hotel continues to maintain its esteemed reputation for excellence in the hospitality industry.	
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Excellent stay

My family and | had @ wonderful overnight stay at the hotel on 12.2.24. It was our first time there
50 we wanted to check out the facilities and the services. We were not disappointed. The staff
allowed us to check in early and were very helpful and attentive in regard to catering for us,
especially my daughter with severe special needs. The spa was clean and well maintained. The
gym was also very well equip. We enjoyed the stay and have booked to return in August.
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