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	The hotel front office is a specific department of the hotel business in which the main objective of the department is to take care of maintenance of contacting the guests from the first to the last section of service in the hotel areas (Bardi, 2011). The hotel front office is involved in the management of check-in and check-out records of the guests. In my job experience as a hotel front office, I have encountered several situations in which I have made mistakes and learned from them to progress in my job role. I will mention all my experience, knowledge and valuable skills learned and developed with the help of Gibb’s reflective cycle. Gibb’s reflective cycle is a well-designed system to express an experimentation of self-improvement with a cyclic structure of improvement.
Description
I am working as a hotel front office in the well-known company Premier Inn which is situated near East Cliff Bournemouth, BH1 3NE in the UK. In my job role, I need to work with other departments by providing information about the guest's desired needs. The main aim of the housekeeping team is to keep the hotel nice and tidy with a properly hygienic environment in the hotel. During the housekeeping activities, I have learned some specific skills such as time management skills, good customer service and interpersonal skills (Tewan, 2009).
Feelings 
In my hotel front office experience, I need to deal with different kinds of guests with specific requests and desired expectations from the hotel service. But Its situation is not always in your favour, Sometimes, some unpleasant guests are visiting with extraordinary demands in the hotel (Wood, 2013). This is the most disgusting part of the job when you have to deal with very repulsive guests. This kind of guest is not manner and treats the hotel staff as a slave (Tesone, 2010). This makes the management team not serve this kind of guest who does not have the knowledge and ethics to treat an employee even if it is a housekeeper. This becomes tough to deal with the staff and guest behaviours at the same time.
Evaluation 
The job of the hotel front office is unpredictable cause you don't know what kind of guest you need to serve is the major issue. Guests with well-mannered behaviour and ethical knowledge of treating others as a person fall into the good books of the staff and employees of the hotel (Fallon and Rutherford, 2011). In that case, I need to manage and other staff are willing to serve that kind of guest.  As a hotel front officer, my main responsibility is based on the well-being of the guest whether it is good or bad (Bardi, 2011). I have also faced some challenges which   
as convincing the hotel staff to cooperate with the unpleasant guest, which requires good communication skills.
Analysis 
In a situation where the hotel staff are not willing to deal with unpleasant guests, I need to deal with the management of the staff of the hotel. I need to have good communication skills with active listening with hotel guests to convince them of certain activities (Wood, 2013). I also used organisation skills to deal with the hotel staff for the management of the staff to perform their specific roles. The hotel staff disagrees with some of my decision-making but I have to apply interpersonal skills to provide them with a meaningful explanation (Tesone, 2010). I have to make them feel their worth and about the dependency and collaborating qualities of the employees to enhance their quality of services.
            Conclusion  
In my job experience as the hotel front office manager, the reflection based on the responsibilities and duties of my position has helped me to gather knowledge about the requirement of good communication skills (Corgel et al., 2011). With the help of active listening which is essential to understand the needs of the guests. For the direction and task assignment, the organisation skill is required to sort and list the tasks and appoint appropriate staff to perform specific duties (Fanthorne, 2004). Interpersonal skills are necessary for the handling of hotel staff and also to motivate them to provide the best quality of services.   
Action Plan
As a hotel front office manager, I need to prepare some specific skills for the future of my position. I need to develop more improvement in the organisation skill so that will allow me to handle more staff and employees at the same time (Fallon et al, 2011). Improvement in interpersonal skills is also required for better inquiries and data collection from the guest about their wants and expected desires for the hotel. To manage and develop all of these skills, Time management skills would help me for the development of specific skills for the future (Fanthorne, 2004).                                                                                                                 
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	Trip Advisor Review Response 1

	We would like to thank you for providing a positive review highlighting the excellent customer service provided by the company. Getting a 5-star review from your side has absolutely delighted us to maintain our efficiency. We genuinely appreciate your feedback and the time taken to share a positive experience with us. Employees of the hotel work hard to meet the diverse and different expectations of our customers. I was grateful to know the effort put forward by the hotel team was successful in meeting your needs and requirements for higher satisfaction. We are looking forward to serving you again in the future in our hotel. Your positive reviews will act as a motivation for us to continue offering excellent services to get acknowledged by customers like you. We would like to offer our immense gratitude while requesting to share your review on a broader community like social media as a kind gesture to our effort.
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Figure 1: Positive guest review on the service of Premier Inn
(Source: Tripadvisor, 2019)

	

	

	

	Letter of complaint response 



	                                                                                              Premier Inn,
                                                                                              East Cliff Bournemouth, 
                                                                                              BH1 3NE, UK
                                                                                              November 2 2023
Mr Ronald Federick, 
17 Trinity Court, 
Swansea 
SA1 2AR
           
Dear Sir/Madam,
We would like to offer a genuine regard concerning unsatisfactory services provided by the hotel during your stay. From your complaint letter, we found that the services offered during your stay did not meet your expectations. Your issues of low-quality breakfast, meals and comfortable stay have been acknowledged by the hotel team. Further, your complaint of noise has also been acknowledged to implement strategies to reduce or address them. The complaint regarding cleanliness is also considered by the hotel management to ensure no such issues are faced by any customers visiting the hotel to stay. The hotel is extremely ashamed to have delivered such dissatisfaction and disappointing services. However, the hotel takes full responsibility and shows immense pleasure in improving services so that these issues do not hamper your future decision to stay out of the hotel. Considering your feedback and complaints, the hotel management has planned to make necessary and crucial rectifications to ensure no such issues are faced by customers. The issues of breakfast and meals have been planned to be addressed with the implementation of training and orientation on customer service. These approaches can be considered as effective methods through which a workplace can improve customer service (Vielma et al., 2022). The staff responsible for delivering food and service within the hotel will be provided with this training and orientation so that high-quality food services are delivered to customers (Arini et al., 2020).
In addition to this, the management team of the hotel has also considered addressing the issue of noise complaint witnessed in your complaint. Thus, the hotel has planned to categorise rooms based on crucial and specific requirements of customers. Customers preferring peaceful stay will be provided with separate rooms while families or customers with children will be provided rooms on different floors or levels. The issue of cleanliness has also been considered to be addressed with the use of diverse and different methods and approaches. Cleanliness is one of the vital elements in the hospitality and hotel industry that also influences the experience of the customer (Park et al., 2019). In this aspect, the hotel has planned to direct the housekeeping department to create a checklist. The checklist will embrace every activity that the hotel needs to execute so that hygienic and clean rooms are offered to customers (Aldabbagh et al., 2022). Considering your feedback and complaints, we have decided to implement various changes and requirements within the hotel workplace. We would also like to apologise for the inconvenience faced during your stay in the hotel. Further, the hotel management team also shows immense gratitude and appreciation for taking the time to provide feedback on the service provided. Your feedback will have an immense contribution to the development of services. As a result of this, significant improvements can be witnessed in the approach to offering services and products to customers. Valuing your feedback on our service, we aim to make necessary changes expecting that you would not feel reluctant to choose our service in future.

References
Aldabbagh, A., Neyazi, D., Alsahafi, M., Sarhan, A. and Palaniswamy, T., (2022). Improving the Quality of The Housekeeping Management Process for Stay at Bridge Suites Hotel. Journal of Advances in Humanities Research, 1(1), pp.26-41. 
Arini, D.E., Purwana, D. and Luddin, M.R., (2020). The Influence of Training, Customer Orientation and Work Engagement on The Hotel Supervisor Professionalism. IJHCM (International Journal of Human Capital Management), 4(2), pp.114-124.
Park, H., Kline, S.F., Kim, J., Almanza, B. and Ma, J., (2019). Does hotel cleanliness correlate with surfaces guests contact?. International Journal of Contemporary Hospitality Management, 31(7), pp.2933-2950.
Tripadvisor. (2019). Premier Inn Bournemouth East Cliff. [online] Available at: https://www.tripadvisor.in/Hotel_Review-g186262-d13551550-Reviews-Premier_Inn_Bournemouth_East_Cliff-Bournemouth_Dorset_England.html#REVIEWS [Accessed 2 Nov. 2023].
Vielma, R.D.E., Romo, A.S. and Pérez, J.F.L., (2022). Soft skills in customer service: Sales area in automobile dealers. Contaduría y administración, 67(2), p.10.





Component Three:
	
Element 1 – Pre-Arrival 


	Introduction
The following essay will discuss and evaluate key elements involved in managing different stages of the guest cycle. The guest cycle has four stages namely pre-arrival, arrival, duration of stay and departure (Sann and Lai, 2020). In the following section, the pre-arrival stage of the guest cycle will be evaluated and described.
Main Body 
The pre-arrival stage in the hotel guest cycle refers to the interaction executed between guests and the hotel before the guest visits the hotel (Stringam and Gerdes, 2021). In this phase, the hotel is involved in interacting and communicating with customers to opt for their services. While managing the pre-arrival stage, Premier Inn makes use of various elements and components. Reservation in the hotel industry is a major element (Sudarsono et al., 2020). To persuade customers to make reservations, the hotel organisation is engaged in activities like advertisement, referral or recommendation for friends or family, reputation, previous experience and so on. The front office of Premier Inn is involved in processing reservations, designing portfolios for guests, making special arrangements and so on. Communication is another element used while managing the pre-arrival stage of the cycle where a smooth and effective exchange of information is ensured. Communication also helps in creating a positive and healthy connection before guests arrive at the hotel (Rahimian et al., 2021). In the communication process, the hotel focuses on providing information regarding services, benefits and products offered to customers.
Conclusion
The above section described and evaluated the pre-arrival stage of the hotel guest cycle considering the hotel operation of Premier Inn.

	
Element 2 – Arrival 


	Introduction
In the following essay, the arrival stage of the guest cycle will be described and evaluated. Further, elements required to manage this stage of the cycle will also be discussed in the following essay.
Main Body
Arrival stage of the hotel guest cycle highlights the arrival of the guests or customers physically at the hotel for the check-in process. The major activity in the arrival stage of the guest cycle involves processes like room assignment and registration (Sann and Lai, 2020). In this stage, the front office of Premier Inn plays a crucial role in creating a positive impression in front of customers or guests. The front office of the organisation executes the check-in process showing their excellent service (Özdemir et al., 2019). While managing this stage of the cycle, it becomes necessary for the organisation to ensure effective communication so that details and information concerning reservation and guest details are efficiently exchanged. The detail of guest information collected at the front desk of the hotel includes name, address, phone number and so on (Shin et al., 2019). As the arrival stage marks the first face-to-face interaction with guests, it becomes necessary for the hotel to show gratitude and appreciation for opting for their service. After the registration process, the front desk of the hotel allocates rooms available to the guest. Each employee is designated with the task of taking guests to their allocated rooms. 
Conclusion
In the above essay, the arrival stage of the guest cycle was described and evaluated. Further, elements required to manage this stage of the cycle were also discussed in the following essay.

	
Element 3 – Duration of stay 


	Introduction
The third stage, duration of stay, will be described and analysed in the following essay to have a better understanding of the hotel guest cycle. The essay will also focus on elements or components used in managing this stage of the cycle.
Main Body
The duration of stay stage of the cycle in the hotel industry is also referred to as occupancy. The duration of stay refers to the period a guest or customer invests in staying at the hotel. It involves using or staying in the accommodation service offered by the hotel (Liu et al., 2022). This stage of the cycle highlights the significance of organisational abilities to represent superior customer services offered to guests or customers. The accounting system is one of the elements used in managing this stage of the guest cycle within the hotel industry (Stringam and Gerdes, 2021). The process in the occupancy stage involves calculating and tracking charges for services experienced or purchased by guests. In this stage, it is necessary for Premier Inn to ensure providing excellent and quality services to customers arriving at the hotel. Quality and customer service are some crucial elements that influence loyalty among customers (Priyo et al., 2019). The occupancy stage plays a vital role in generating loyalty among guests by ensuring higher customer satisfaction. Quality services, effective interaction and customer satisfaction are some elements used in managing this stage of the cycle.
Conclusion
The above stage of the guest cycle describes the duration of stay to be an important stage for a hotel to build customer loyalty by ensuring higher customer satisfaction.

	
Element 4 – Departure 


	Introduction
In the following stage, the essay aims to describe and observe the departure stage of the hotel guest cycle. It will also focus on evaluating elements or components involved in this state of the cycle.
Main Body
The departure stage of the guest life cycle highlights the end of the guest cycle in a specific period. The departure stage of the cycle occurs when the guest or customer decides to end their stay in the hotel. Guests and customers check out of the hotel after experiencing the services and products offered by the hotel management team (Kumar, 2023). This stage of the cycle also exhibits the final accounting process where the guest record is developed including their expenditure and spending. Some activities involved in managing the stage include transportation, bill settlement and baggage handling. There are various elements involved in the effective handling of the departure stage. Effective departure procedures, check-out requests, preparing and presenting bills, payments and others are some of them. Guest service offered by the hotel plays a crucial role in enhancing the experience of customers so that they make the decision for future stays in Premier Inn hotels. If the organisation provides satisfying services to customers, then they will revisit the hotel in future and refer the hotel to their friends and family.
Conclusion
In the above stage, the essay aimed to describe and observe the departure stage of the hotel guest cycle. It also focused on evaluating elements or components involved in this state of the cycle.
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Joe was amazing!

We came on the 22nd October straight after we got married and joe completely made
‘our mini honey moon! We had originally booked somewhere else and had an awful
experience late at night so called ahead and joe was so helpful and welcoming right
from the get go! We got there and he went over and above for us, helped us out with
recommendations for places to go and we even booked a second night to stay
because he made us feel so welcome! Next time we go to Bournemouth we will only be
staying here it was such a lovely stay 100% recommend




