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[bookmark: _Toc159461219]Introduction

The writing will use the Gibbs Model of Reflection to go into more detail about my time as a student on work at the front desk of the Mercure Hotel. Using this plan, I will give my time at Mercure a lot of thought. I'm going to think about the bad things that happened, the good things that happened, and the lessons I learned. That helps people understand their problems better because it makes them think deeply about them. My job at the Mercure Hotel's front desk taught me a lot. It taught me how important it is for how people feel about the whole hotel (Bardi, 2011).

[bookmark: _Toc159461220]Reflective Journal on Front Office Placement Experience at Mercure Hotel

[bookmark: _Toc159461221]Description
I had some duties at the front desk of the Mercure Hotel as part of my job. To make sure the guests' needs were met, they had to answer their questions, make it easy for them to check in and out, make plans, and work with other parts of the hotel. Care was taken with every job to make the service better for everyone. Professionalism and good communication were always important to me, whether I was working with guests who were upset or my coworkers who were having trouble. People who had these traits felt good, and your friends did too. They knew they could trust and depend on you while they were there (Corgel, 2011).

[bookmark: _Toc159461222]Feelings and Emotion
I had a lot of different emotions when I volunteered at the Mercure Hotel's front desk. At first, people were both scared and excited because they knew bad times were coming. Getting better at my job meant I had to quickly answer guests' questions and make sure they checked in and out. It was fun and gave me new problems to solve. Keeping track of a lot of tasks while guests kept coming in took calm and quick thinking (Enz, 2016).
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Figure: Gibbs Reflective Cycle (Source: Bowen & Morrisey, 2015).


That's how well I could stay calm when I had to deal with angry guests or fix mistakes in plans. I learned something new from every fight, which made me stronger and more flexible, even though I had my doubts. Over time, I gained more faith in my skills and liked solving problems and giving great service to guests (Essential, 2016).

[bookmark: _Toc159461223]Evaluation
At the front desk, there were some things I did well and some things I could have done better. Being able to fix problems and do more than one thing at once helped me a lot when I had a lot to do. No matter if I was working on other jobs or dealing with problems from guests, I could quickly handle them (Essential Tesone, 2010).

But some things could be done better, like learning how to better use time to get more done when things are busy. Another thing that would help me make sure all of my guests are happy is that I would get better at resolving disagreements. I needed to get better at these things, and my job at the Mercure Hotel gave me the chance to do so. It also taught me important skills that I will need to be successful in the hospitality business (Essential Tewan. 2009).

[bookmark: _Toc159461224]Analysis
I learned how important the front desk is to making people happy at the Mercure Hotel through my job there. Being able to talk to people showed me how important personalized service and attention to detail are for going above and beyond what is expected. It became clear how areas are connected to make things easier for guests when I worked with other people. Making the area friendly and useful became important to keep guests coming back and get good word-of-mouth recommendations.

[bookmark: _Toc159461225]Ethical and Cultural Considerations
It became clear to me how important it is to respect and include other cultures when I met people from them. In cases where national norms or personal preferences need to be taken into account, a nuanced approach based on respect and empathy was required. By following moral rules, everyone was treated the same, no matter who they were or where they came from (Fallon, 2011).

[bookmark: _Toc159461226]Conclusion Drawn
Being an intern at the Mercure Hotel helped me grow as a person and as a worker. It taught me a lot about the hotel business. I learned more about how hard customer service can be and how important it is for everyone to work together to get things done well (Hayes & Ninemeier, 2016). This experience made me even more motivated to keep working on my front desk skills and give great customer service (Fanthorne, 2004).

[bookmark: _Toc159461227]Action Plan
I want to learn more about the front desk and get better at what I do. This means getting training all the time on how to handle disagreements and make better use of time so that things run more quickly (Solomon, 2018). Asking my bosses for feedback and taking advantage of chances for professional growth will help me keep getting better, which will ensure my long-term success at my restaurant job.

[bookmark: _Toc159461228]Conclusion

Finally, the tour of the Mercure Hotel's front desk shows that hospitality and front desk work are complex jobs with many aspects. By looking at key skills and self-evaluation, the author has learned a lot about how to deal with customers, talk to people, stay organized, and solve problems in the hotel business. It taught one how important it is to always learn, be open-minded, and put the customer first when one wants to give great experiences to people. 
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	Trip Advisor Review Response 150 words +/-10%

	[bookmark: _Toc158631093]Introduction
The writing talks about working at the front desk and thinking about how to improve both personally and professionally while looking at interactions with guests and coworkers. The writing shows other important skills needed to do well in hotel management and front desk work (Hilton Worldwide, 2011). There are various moral and cultural problems that can happen in the hotel business and it is important to be kind, respectful, and accepting to everyone (Johnson, 2012). This trip to think can teach people a lot about how to do well in the fast-paced field of hotel management (Kandampully et. al., 2022). Being able to learn by doing can change one’s life. In the highly competitive hotel industry, customer satisfaction and loyalty are the determinants of business success and longevity (Kandampully et al., 2022). As such, complaint handling and service recovery are effective in retaining customers. Studies suggest that prompt, courteous and satisfactory complaint resolution can retain unenthusiastic guests (O’Connor, 2021). Ignoring such a process can be highly destructive to the hotel (Kandampully et. al., 2022). However, in the hotel industry, the stakes are even higher since the business suffers from negative effects of poor service and experiences evidenced by reduced word-of-mouth and social media reactions (Kim et. al., 2022). Angry customers are more likely to switch and tell others their bad experiences which could cost the hotel up to 15 prospective future customers (Assaf et al., 2023). 



Considering such dire consequences, responding positively and promptly to customer complaints is of paramount importance to maintain the hotel’s reputation, brand equity and financial standing. Transparency, empathy and authenticity are recommended in written and verbal responses to customer complaints (O’Connor, 2021). A respectful attitude should be adopted along with efforts to understand the customer’s grievances. The answer though professionally worded should assign responsibility for the service failure, provide explanations without excuses and how the hotel will learn from the feedback (Hassan, 2022). Some sort of compensation, for instance discounted or complimentary accommodation, is a great way of appeasing the guests and creating goodwill (Hayes, 2016). The aftermath of the positive overall experience can then persuade guests to give another chance to the hotel. Then the service quality improvement promises should be followed through. Through acknowledging and responding well to complaints, hotels can boost client engagement and trust which are necessary for long-term success (Gutherie., 2022).




	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	The above picture shows the review a customer placed in the Trip Advisor website on the Mercure Hotel. Now, a positive response that could be given as a reply to the comment or review is being given below.
Dear Nic, thanks for writing on Trip Advisor about how much you enjoyed your stay at the Mercure Hotel. We're thrilled that you had a great time at our hotel and that our staff went above and beyond what you expected. Everyone at the Mercure Hotel is moved by your kind words. Our main goal is to provide excellent service to our guests, and we're delighted that your stay was one of a kind. We would love nothing more than for you to come back for another fun time.


















Dear Ms. Blake,
After reading about your bad stay in Mercure Hotel room 330, I want to say I'm really sorry. Thanks for telling us what you thought. We're sorry we couldn't meet your needs. We know about your problems and will do our best to fix them.
As soon as I got your report, I looked into the things you brought up. It makes sense that your room wasn't better, which made you mad. I told the people who clean our hotel about this so they could make sure every room is clean for our guests.
I'm also sorry that the Wi-Fi keeps giving you trouble. Things are being done that make our Wi-Fi network faster and more likely to work. We want to keep in touch, mostly for work reasons. We're following through on our plans to reach our goal. I'm sorry the noise is making you unhappy. We're doing more to keep our guests calm and reduce the noise. I'm really sorry that someone on our team wasn't able to answer or help you. I will hold more training sessions to stress how important it is to give great customer service because this isn't the type of service we want to provide.
In recognition of the problems you faced, I'd like to offer you a complimentary two-night stay in one of our upgraded rooms, which includes a complimentary breakfast and use of our best facilities, on your next visit. Please get in touch with me at mercure.info@gmail.com to set up the details of your free stay.
Ms. Blake, your feedback is invaluable to us, and we are committed to regaining your trust and exceeding your expectations on your next stay with us. Once again, I apologize for the inconvenience caused and appreciate the opportunity to address your concerns.

Warm regards,
Front Office
Mercure Hotel.



[bookmark: _Toc158631096]Conclusion
Finally, the tour of the Mercure Hotel's front desk shows that hospitality and front desk work are complex jobs with many aspects. By looking at key skills and self-evaluation, the author has learned a lot about how to deal with customers, talk to people, stay organized, and solve problems in the hotel business. It taught one how important it is to always learn, be open-minded, and put the customer first when one wants to give great experiences to people. The author learns more about how important front desk staff are in shaping how guests see the hotel and building lasting relationships by committing to excellence and knowing the significance of ethical and cultural issues. One can keep growing and succeeding in the fast-paced world of hotel management and front desk work now that one knows more and have more skills.
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[bookmark: _Toc158631633]Introduction
The writing talks about working at the front desk and thinking about how to improve both personally and professionally while looking at interactions with guests and coworkers. Through honest self-evaluation and critical analysis, one can know about other important skills needed to do well in hotel management and front desk work. The writing also talks about the moral and cultural problems that can happen in the hotel business and how important it is to be kind, respectful, and accepting to everyone. This trip to think can teach people a lot about how to do well in the fast-paced field of hotel management. 

[bookmark: _Toc158631634]

The Art of Hospitality: Key Skills for Success in the Mercure Front Office
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Logo: Mercure Hotels (Source: Hayes et. al. 2016)


When guests stay at a Mercure hotel, which is an international mid-range hotel chain known for its helpful service, the front desk is where everything starts. People see and talk to the front desk staff first and last, and they have a big impact on what people think and remember. One needs a certain set of skills to do well in this setting that is always changing. This paper looks at four skills that are very important for Mercure's front desk to have by using business practices, research books, and real-life examples:
[bookmark: _Toc158631635]Key Skill 1: Customer Service Excellence

The Mercure "Smile & Make a Difference" approach tries to go above and beyond what guests expect by being friendly, understanding, and having good emotional intelligence (EQ). Patterson et al.'s (2020) study on EQ stresses how important it is to have real smiles instead of fake ones. Fake smiles can fail. The "Be Yourself" program at Marriott (Guthrie & Parker, 2022) helps people understand each other better, which builds bonds and trust.

It's very important to understand other cultures. Kim et al. (2023) say it's important to know that everyone's mental needs are different. Ritz-Carlton's "DoubleGuest Guarantee" program tailors service to each guest's nationality, making stays truly memorable.

A study by Verma et al. (2020) says not to set goals that are too high and impossible to reach. Four Seasons' "Guest Recovery Standard" (Bowen & Morrisey, 2015) promises always high-quality service that goes above and beyond what is expected.

It's important to know how to use EQ correctly. The study by Zhang et al. (2022) proves that EQ does work, but changing it is not a good idea. In Hilton's "Heart of Hospitality" program, they stress using EQ in an honest way to build real connections. This makes staff more engaged and ensures guests have a good time.

To really go above and beyond, Mercure can avoid these problems and use the best methods. This will win the trust of its guests and help them make memories that will last a lifetime.

[bookmark: _Toc158631636]Key Skill 2: The Power of Communication
Even though Mercure stresses clear communication and uses helpful methods like active listening and foreign training, they could do even better if they took a critical look at their work. The first thing that makes regions different isn't just language. It's good to know more than one language, but it's even more important to know how people from different countries talk to each other and what they expect from each other (Vallen & Vallen, 2014). More information could be given in training about social norms, nonverbal cues, and indirect speech to help people understand each other and build real relationships.



Second, it's not always a good thing to be open and honest with someone. Keeping guests up to date is important, but telling them too much about problems with operations or disagreements within the company can make them worry for no reason (Verma et al., 2020). To be open with guests while still having their trust, you need to carefully plan your communication.

Third, people inside the company are often forgotten to call. It makes sense to think about how to connect with guests, but when teams can't talk to each other, things can move more slowly (Lee et al., 2021). Making it easy for people from different areas to talk to each other and letting everyone share information can help things run more smoothly and get solved more quickly.
Last but not least, technology can hide the way people talk to each other. It can be easy to talk to each other with tools like chat apps, but if one uses them too much, he might end up talking about too much information in a cold way (Ritz-Carlton, 2022). Making clear rules about how to use technology and pushing people to talk to each other in person when it makes sense can help keep people at the center of the guest experience.
Mercure can improve its communication by taking a close look at its methods and focusing on the things that can be done better. This will help it build stronger relationships with its guests, run its business more efficiently, and give them a truly unforgettable experience.

[bookmark: _Toc158631637]Key Skill 3: Mastering Organization in a Dynamic Environment
It sounds good that Mercure says they can help groups get organized by giving them training and technology, but a closer look reveals that they could do some things better.
For starters, if one only uses cloud-based systems, he might run into technical issues and need help from IT. Even though these systems make things easier, workers who depend on them too much may not be able to bounce back as quickly when systems go down. IT might work better if one uses it along with good planning skills that to do by hand.
Second, the "Guest Service Champion" program might not be perfect, but it does work and is helpful. The study by Matzler et al. (2016) shows how important intrinsic drive is for long-term success. Training programs give workers tools, but they shouldn't be used instead of making people want to be organized and efficient on their own. Promoting a sense of ownership and personal duty could make people even more likely to take the initiative.

Ley et al. (2021) also talk about how important it is to be able to change plans. It's important to set goals, but in the busy front desk, being rigid can backfire. Staff should be told to change their goals if something unexpected comes up or a guest has a need. This will make things run more easily and keep things from getting stuck.
By taking a critical look at how things are done now and using study results, Mercure can make its front desk an even better place for organizational excellence. This will make things go more easily and make the stay of guests better.
[bookmark: _Toc158631638]Key Skill 4: Problem-Solving Prowess
People at Mercure don't just learn; they become expert problem-solvers. When playing a part, there isn't a plot. Instead, it's more like improv, where things that aren't clear make one think deeply and change the plans. Workshops are more than just band-aids; they look at why problems happen to find long-term solutions.

[bookmark: _5r8vyjydj8dq]The word "empowerment" refers to a set of tools that can be used to solve issues. The staff learns how to think about their options, weigh the pros and cons, and make smart choices. They don't wait for plans to come together; instead, they get ready for the unexpected. This makes people feel like they own the space and builds trust.

Mercure's front desk needs people with four important skills: the ability to provide excellent customer service, communicate clearly, stay organized, and solve problems quickly. Everyone at Mercure helps the brand run easily and give guests a great experience by being dedicated to service, communicating clearly, being organized, and being ready to deal with problems. People will need different skills as the hotel business changes. The front desk at Mercure will continue to make a big difference by giving every guest an unforgettable experience by learning new things all the time, coming up with new ideas, and always going above and beyond what guests expect.

[bookmark: _Toc158631639]
Conclusion
Finally, the tour of the Mercure Hotel's front desk shows that hospitality and front desk work are complex jobs with many aspects. By looking at key skills and self-evaluation, the author has learned a lot about how to deal with customers, talk to people, stay organized, and solve problems in the hotel business. It taught one how important it is to always learn, be open-minded, and put the customer first when one wants to give great experiences to people. The author learns more about how important front desk staff are in shaping how guests see the hotel and building lasting relationships by committing to excellence and knowing the significance of ethical and cultural issues. One can keep growing and succeeding in the fast-paced world of hotel management and front desk work now that one knows more and have more skills.
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Beautiful clean room with a comfy bed and such lovely

staff.

Beautiful room that was very clean, lovely shower room facilities. The bed was so
comfy and the staff were so lovely and kind to us and our sick son who was
visiting from Great Ormond Street Hospital.
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