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Walker, 2021 states that front office in every hotel organization is an important department that plays major roles in the functioning of the organization. Front office is the support system to every hotel industry. There are various skills that are needed for one's competency in hotel industry. Many people that work as from office are equipped with skills such as, interpersonal skills, time management, critical think, effective communication and listening skills. The Pride Inn Hotel employs these skills among many others for the success of its organization.
Communication skills in hotel industry is a skill that come in handy (Chiang et al.,2012). Both written and spoken communication skills are required for front office. An hotel is a facility that accommodates diverse cultural people. These are people that use languages I different form. Being competent in both spoken and written communication can be effective. The written communication is need for the right and effective recording of information. It is through effective communication between the clients and the hotel industry that the goals are met. Every customer satisfaction is all a hotel organization needs. Communication skills go together with the listening skills. Proper communication is supported by the ability to effectively listen. Listening effectively allows the effective flow of information from one person to another. According to Fuaziah,2019, listening gives every person the ability to understand the other party and most importantly be listened to. Both communication skills and listening skills are essential with the growth and development of hotel industry across the world. 
Time management in front office is an essential skill that requires every personnels competency. The need for every personnel to ensure enjoyable time management skills helps in saving time. Procrastinating and overthink when a person is a perfectionist can wate too much time (Dawson et al.,2018). Many clients need to serve within the shortest time possible. This means that one should be able to ensure that they do not keep them wait for longer than they should. It is important to also consider the other person's time. For every person to be served effectively it is important to keep time. 

Critical thinking in front office is important I am situation where there is the need to work with clients from divergent backgrounds. Ennis 2018 describes critical thinking as, the ability to think through a situation without creating any harm is a proficient level of competency in critical thinking. It is important to think outside the normal set up. To think in a clear and non-judgmental point of view. With the growing sector in hospitality that is hotel industry, the clients expect nothing but standard level of service provision. The experience that is gained in this field builds one with the ability to minimise problems and work in pressure. 

Interpersonal skills are highly needed in front office management. Interpersonal skills are a great added advantage in working a hotel facility. The ability to control anger and emotions are great interpersonal skills. Hotels are a home to many clients that come from different background set ups (Yang et al.,2018). Clients with different emotional status and in many cases these situations are aired out to the wrong person. As a front office personnel, it is important to be able to help in this without letting the situation escalate. It is also an art to ensure that person emotions are not brought to work. Interpersonal skills are important in a person growth journey.

Reflective practice 

Description 
Working as front office personnel in a hotel industry has given me an opportunity to understand the necessity for effective communication skills. The need for both written and spoken communication was my greatest experience with clients whose level of communication in English was low. This was a wonderful opportunity for me to put my skills into practice.

Emotions 
It is emotionally breaking to be placed in a situation where you cannot be much help to the person that needs you most. It takes a lot of courage and emotional stability to be able to place yourself in someone else's shoes and ensure to help them to your best level.

Assessment
With clear or better understanding of the situation. I have understood the importance of my skills and the need to improvement them for better experience in the future. 

Analysis 
I was able to make links between these personal experiences and pinpoint instances where these skills were used, albeit to differing degrees of success, by consulting the theoretical frameworks covered in the referenced studies.

Instances from various industries
Communication skills and listening skills. There are scenarios where customers are misunderstood due their inability to communicate effective. For instance, confusion on times for check in out of their hotel rooms. The need to find better ways to communicate pass information in a manner that all types of clients can understand is important for every hotel facility.
 In some cases, introducing written journals can help. Some people might be able to read but not speak. Some will be able to identify words or numbers and understand the given message. It is also helpful to have multilingualism in the front office.

Conclusion
The reflective process for every working personnel allows one the ability to look through an evet in the past and learn from it.,. there is various importance of reflective process. The need to avoid making similar mistakes and improving on one's weaknesses. 
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Miranda, 
Allow me to pass my sincere gratitude for your warm, considerable, and positive feedback. Yor feedback was kind and is highly appreciated. We thank you for taking the time to give us feedback on your experience with us.  The Pride Inn Hotel prides itself with providing the best experience for its clients. We appreciation your acknowledgement on our friendly and accessible location. Our faculty's cleanliness level and good service provision. These are the efforts that have been placed by our dedicated teams. These are teams that have made it their life purpose to ensure that your stay as well as that of others is to your satisfaction. Your positive feedback on their performance will mean a lot to them and I will ensure that they get to know of your positive feedback. 
Your feedback on the level of electric awareness and well-placed sockets together with our considerations on hairdryers is significant to us.it is our sole purpose to ensure that every aspect of our hotel rooms creates a home for our clients. Our maintenance team will be glad to hear of your appreciation. 
We look forward to your next stay. 

Sincere regards 

Moon Grey
 
The Pride Inn Hotel 





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

	Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR
September 1st, 2023
Subject: Resolving Your Most Recent Visit Encounters 
Dear Mr. Federick,
 I trust that this finds you well. I am writing to let you know how sorry I am for your recent experience with us and to share my terrible thoughts. My sincere apologies and sincere regrets are sent for the unpleasant experience you had on Saturday, August 26th, while utilizing room 205 at our institution. Your input is unbelievably valuable to us. What we value most is your reaction and genuineness. We truly value the concerns expressed by the user, and their remarks are valuable. We have heard your worries and have taken the necessary action to address them, I would like to assure you. To improve the general pleasure of our esteemed guests, we are fully committed to resolving these shortcomings.
Concerning your breakfast experience. I would also like to apologize for our poor breakfast service and experience, which did not meet your expectations. We hope to be able to fulfil your executions in the future. We are going to work on making that better. Our responsible teams in response to the breakfast take full responsibility and pass their sincere regrets. I also take full responsibility and promise to do better from now going forward.
We take great satisfaction in offering our clients a home away from home. The Pride Inn hotel is renowned for its ability to make guests feel at home. We take no pride in the noise you experienced from the room next door. We offer our sincerest apologies. We will make sure that all our clients are aware of the guidelines and the necessity of creating a welcoming environment for each other as well as that our rooms are soundproof. 
We take your dissatisfaction with the level of cleanliness in room 205 very seriously. Our goal is to offer a clean, comfortable space that can accommodate all visitors. I apologize for the condition of the room during your visit. We are going to make sure nobody else experiences that in the future.
Every comment that guests offer about our hotel facilities is valuable. They are the cause of our advancement and growth. Your heartfelt comments demonstrate your concern for our facility. We consider you to be a terrific addition to this hotel and hold you in the highest regard. We appreciate you taking the time to write us a letter. We promise that your future encounter with will be far better than your last one, and we will take your views and concerns carefully. With this apology I would wish to offer you a three-night stay with us. This will be fully catered for by the hotel organization. This is to give you a chance to have a better experience with us. Kindly consider this offer.
Finally, please accept my personal apology for your unpleasant experience with us. The apologies are also sent by the several departments involved. They express apologies for their reservations and wish you a better experience going forward. Pride Hotel is sorry to hear from you. Please accept our deepest apologies. 
Yours sincere 
Moon Grey
The Pride Inn Hotel



Component Three:
Contribution to Overall Module Assessment: 50%
	Element 1 – Pre-Arrival 
The visitor hotel cycle is experienced through various stages that are involved throughout a complete process. There are four distinct faces experienced by the guests in their journey to visiting a hotel to their departure (Sann, et al.,2020). These are, pre arrival stage, arrival stage, their duration of stay and lastly departure stage. There are various key elements required for these stages to be completed. 

	Our first point of discussion is the pre arrival stage. This is an especially important level of the visitor's cycle. This involves the preparations towards the visit. At this stage, the foundation to whole experience is set. According to Chen et al., (2013) There is an interaction between the visitor and the hotel before they are intact directly. This s termed as the pre arrival stage. The level allows the client to choose through online platform or from other people a place of their destination. With the various channels of communication, the hotel can allow the clients to place their reservations stating their preferences. The clients are also able to state their demands, give their needs prior to their visit. Here the hotel will be able to facilitate all the needed to their clients.

	Element 2 – Arrival 
This is the second element of consideration in the hotel visitor cycle. This is a stage where the initial engagements are used. Kattara et al., (2013) say that the visitors can physically make their presence in the facility. This is an overly sensitive level that calls for an elevated level of sensitivity, friendliness, and competency. In this second stage, the clients can put a picture or a face to the facility that is for the first timers. 
This stage involves the assignments to the already booked rooms. Inspection by the clients to ensure that they have what they requested. This is a very crucial stage that needs an elevated level of understanding and flexibility from the service providers. At this stage, the visitors can get their rooms and any other thing they placed in order.  A business relationship between the hotel and the customer is established during the arrival stage (Omar et al., 2014). 
Major visions and missions in hotels being perfect and effective service for all have created the need to promote perfection from the moment the visitor arrives at the hotel. The hotel's missions reflect or create a picture of its core purpose in the hotel industry. 

	


	
Element 3 – Duration of stay 


	Duration of Stay: Throughout their stay, guests experience a variety of contact points, all of which influence how their experience is shaped overall. According to Wang et al., (2018), great levels of service, guaranteeing the comfort of guests, and attending to their demands as soon as possible are crucial factors to consider in the hotel industry. The growing quantity of technology being integrated harmoniously relevancy. More opportunities have been made possible by technology for both the hotel and the guest in terms of their stay experiences (Aguilo et al.,2017). The availability of electronic devices that serve as communication channels has given customers the ability to personalize their stays and seek extras that will make them unforgettable. This translates to an overall improvement in the calibre of their hotel stay. A big part of making sure that its customers are comfortable and satisfied is the establishment's flexibility and quick response times.

	
Element 4 – Departure 


	This is a stage that concludes the cycle. This stage involves the moments in which the visitors leave the hotel facility. A hotel operates on the feedback given by the visitors (Lukanova et al.,2019). The good relationship established during the stay will determine how the guests will exit the hotel. Many guests who enjoy their stay exist with much longing to a future experience in the same place. Pride In Hotel gives every visitor a thank you letter. This is a letter of appreciation determined to extend the hotels gratitude and appreciation to the visitor for choosing them. The visitor can also ensure to tell how their experience was by placing their written views on the suggestion box. Providing visitors with the freedom to give their feedback is a gesture that shoes appreciation and the act of being valued (Hu et al.,2015). 
All the four staged of visitor cycle ae equally important. The success of one stage determines the success of the next stage. The cycle is complete and success with dedication and effective provision of services required for every stage. Meeting the needs required by every level is important to both the hotel facility and the visitor. 
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