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Graham Gibbs’ reflective model is a structured framework for reflective practice, commonly used in education and professional development. The model consists of six stages: description, feelings, evaluation, analysis, conclusion, and action plan. In the context of identifying key skills required to work within the hotel front office, we will apply this model to reflect on three essential skills: communication, problem -solving and customer service.
The hotel front office is the face of any hotel, being the first point of contact for guests. The staff in this department play a crucial role in creating a positive impression. To exceed in this role, one must posses a range of key skills.  (Husebø et al., 2015)
When I first started working in the hotel front office, I felt a mixture of nervousness and excitement. I realised that effective interaction with guests, resolving their issues, and ensuring their satisfaction were crucial to our success. 
The first key skill that stood out was communication. Effective communication is fundamental in the hotel front office. It involves both verbal and nonverbal communication. I realised that it was not just about conveying information but also understanding the needs and expectations of guests. Good communication ensures a smooth check-in process, answers to queries, and ability to handle complaints professionally. Without this skill, the front office staff would struggle to create a positive guest experience.  (Stephens, 2021)
In theory, communication skills are rooted in principles of active listening, empathy, and adapting to different communications styles. Active listening allows staff to understand guest requests accurately, while empathy helps in acknowledging their concerns. In the hotel industry, an example of this is when a guest expresses dissatisfaction with their room due to a cleanliness issue. By actively listening and empathising, staff can effectively address the problem, offer a solution, and ensure the guest leaves with a positive impression. 
The second skill, problem-solving, is also crucial. In a hotel front office, issues and challenges can arise unexpectedly. From overbooked rooms to unexpected maintenance problems, staff must think on their feet to find quick and efficient solutions. A good problem solver can turn a potential negative experience into a positive one for the guest. (Northcott, 2022)
Theoretical principles that underlie problem-solving include critical thinking, decision-making, and creativity. For example, if a guest arrives and their reserved room is not available due to an unforeseen issue, staff need to use critical thinking to assess available options, decide what best serves the guest, and creatively find a suitable alternative room. This not only resolves the issue but also demonstrates the hotel's commitment to guest satisfaction.   (ESG at Hilton, 2023)
The third key skill is customer service. While it may seem like an obvious requirement, providing exceptional customer service in the hotel front office goes beyond simple pleasantries.  It involves understanding the unique needs of each guest and going the extra mile to meet those needs. Exceptional customer service leaves a lasting positive impression, encourages repeat business, and gathers positive reviews. (Northcott, 2022b)
Theoretical principles underlying customer service include the concept of exceeding customer expectations and delivering personalised experiences. In the hotel industry, this means anticipating guest needs and providing additional services or amenities to enhance their stay. For example, during one of my shifts, a couple came to check-in, and they have told me that they are in London for the weekend, celebrating their 25th wedding anniversary. I contacted the front office manager, and they arranged a complimentary bottle of champagne in the guest’s room and flowers. Needless to mention, the gratitude they have expressed when checking-out, and this was one of the many cases when Hilton London Paddington exceeded the guest’s expectations and created a memorable experience. (Stafford et al., 2002)
To further develop these skills, I plan to:
-take communication courses to improve my active listening and empathy skills
-engage in problem-solving workshops or training to enhance my ability to handle unexpected challenges
-continuously seek feedback from guests and colleagues to refine my customer service skills, making sure I consistently exceed guest expectations.

In conclusion, the hotel front office requires a combination of key skills, including communication, problem-solving and customer services. These skills are rooted in theoretical principles and are essential for creating positive guest experiences.  Through self-reflection and a commitment to ongoing improvement, one can excel in this role and contribute to the success of the hotel industry.
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	Trip Advisor Review Response 150 words +/-10%

	

Thank you so much for taking the time to share your positive review!
We are thrilled to hear that you enjoyed your stay at our hotel. Our team works hard to provide a memorable experience, and it's heartwarming to know that we succeeded in making your stay special.
Your kind words about our staff’s friendliness and efficiency are greatly appreciated. We take pride in creating a warm and welcoming atmosphere for our guests. It’s wonderful to hear that you found our amenities and facilities to your liking, and we continually strive to offer the best for our guests.
 We look forward to welcoming you back in the future. Your satisfaction is our top priority, and we’ll do our utmost to ensure your next stay it’s even more exceptional. Thank you again for choosing Hilton London Paddington Hotel, and we hope to see you again soon!


Yours sincerely, 
A Balica 
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	Letter of complaint response 500 words +/- 10-%

	
Mrs A Balica,
146 Praed St., Paddington
                                                      London
                                W2 1EE
 

     September 2’nd 2023

Subject: Complaint 

Dear Mr. Ronald Frederick,

I hope this letter finds you well, and I want to extend my sincere apologies for any inconvenience you might have experienced during your stay at Hilton London Paddington. I appreciate you taking the time to share your concerns and feedback with us, as it allows us to continuously improve our services and ensure that all our guests have a pleasant and comfortable experience.

I understand that you were dissatisfied with several aspects of your stay, including cold and tasteless breakfast, noise disturbances from a crying baby in another room, and the cleanliness of the bathroom. I would like to address each of these concerns individually and assure you that we are taking them seriously.

Firstly, I would like to apologise for the disappointment you encountered with our breakfast service. Our culinary team strives to offer a wide range of delicious options to cater to different tastes and preferences. It is concerning to hear that the breakfast you received did not meet our usual high standards. We are actively investigating this issue to ensure that it does not recur, and we will work on enhancing the quality and temperature of our breakfast items. Please know that your feedback will help us make necessary improvements.

I am truly sorry for the disturbance you experienced due to a crying baby in another room. We understand that noise disturbances can be frustrating and impact your overall comfort. Our team is committed to providing a peaceful environment for all our guests, and we will review our procedures to ensure that guests are reminded of our quiet hours and the importance of being considerate of others. This will help prevent similar situations in the future.

Regarding the cleanliness of the bathroom, I am deeply disappointed to learn that we fell short on your expectations. Our housekeeping team is typically known for their meticulous work, and it is concerning that this was not the case during your stay. We have taken your comments seriously, and we are revisiting our cleaning protocols to ensure that such issues do not reoccur. Your feedback will be invaluable in this process.

We deeply regret that we were unaware of these issues during your stay, as it would have allowed us to address them promptly and provide you with a more enjoyable experience. Please understand that your satisfaction is our top priority, and we genuinely apologise for any inconvenience you might have been encountered.

As a gesture of our commitment to improving your perception of our hotel, I would like to offer a complementary one-night stay at Hilton London Paddington on your next visit. We hope that you will give us another chance to showcase our dedication to providing exceptional service.

Once again, I am genuinely sorry for the disappointment you faced, and I appreciate your feedback. If you decide to return, please do not hesitate to contact me contact me directly at adrianahilton@gmail.com or 07555722544 so that I can personally oversee your reservation and ensure your stay is nothing short of exceptional.

Thank you for choosing London Hilton Paddington, and we look forward to the opportunity to serve you better in the future.



Sincerely,
A Balica 
London Hilton Paddington 
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Writing in essay format 

	
Element 1 – Pre-Arrival 


	The hospitality industry, particularly within the domain of hotels, operates within a distinct guest cycle. To ensure a seamless and satisfying guest experience, hoteliers must employ various key elements tailored to each stage, combining operational efficiency, personalised service, and technological advancements. (Bosworth et al., 2016).
The pre-arrival stage is the foundation for a positive guest experience it involves the following key elements:
-reservation management: efficient reservation systems are crucial for handling bookings requests an ensuring room availability.
-communication: clear and timely communication with guests about the reservations, special requests, and hotel amenities is essential.
-data collection: gathering guest preferences and information helps in personalising their stay.
-marketing and promotion: effective marketing strategies attract guests and inform them about the hotel's offerings.
The pre-arrival stage serves as the foundation for guest satisfaction, laying the groundwork for a successful stay. Effective communication and personalised interactions are vital during this stage. Hotel management should prioritise efficient reservation systems, ensuring accuracy and flexibility in bookings. Anticipating guest preferences, information gathering, and offering customization options, are instrumental in tailoring the stay experience. Relevant literature emphasizes the role of technology in this stage, such as guest relationship management systems and data analytics, aiding in personalization and guest profiling. (Neuhofer et al., 2015)
Moreover, seamless communication channels, whether via e-mail, social media, or the hotel’s website, facilitate guest inquiries, special requests, and information dissemination. Engaging guests through pre-arrival surveys and questionnaires contributes to better understanding their needs, enhancing the personalisation process. Reviews and feedback from previous stays also serve as crucial resources for understanding guest expectations.












	
Element 2 – Arrival 


	The arrival stage sets the tone for the guest’s stay. Key elements include:
-check-in process: streamlined and efficient check-in procedures are essential for a smooth start to the guest’s stay.
-warm welcome: a friendly and hospitable reception helps create a positive first impression.
-information sharing: providing guests with information about hotel facilities, services, and any special promotions is important.
- safety and security: ensuring the safety and security of guests during their arrival is a primary concern.
Upon a guest’s arrival, a positive first impression is crucial. Check-in processes should be expedited and streamlined, utilising mobile check-ins, self-service kiosks, or dedicated personnel for efficient handling. Here, personalisation extends to providing guests with amenities or room preferences based on their profile data. Additionally, the human touch remains crucial; personalised greetings and warm receptions from staff contribute significantly to guest satisfaction. (Wiley, 2016)
Notably, addressing unexpected challenges or issues promptly and with finesse is an essential part of the arrival stage. Literature suggests that having contingency plans an empowered staff to resolve unforeseen problems significantly impacts guest perception and satisfaction during this stage.











	
Element 3 – Duration of stay 


	This is the stage where the guest enjoys the hotel’s facilities and services. Key elements include:
-hospitality services: consistently high-quality services, including housekeeping, dining and recreational activities, enhance the guest experience.
- personalisation: tailoring services to meet individual guest preferences, such as dietary restrictions or room preferences, is critical.
-guest engagement: creating opportunities for guests to interact with hotel staff and other guests adds to the overall experience.
-problem resolution: promptly addressing any issues or complaints that may arise during the stay is important for guest satisfaction.

During a guest’s stay, consistent and high-quality service delivery is essential. It encompasses various elements, including housekeeping, dining, entertainment, and additional services. Communication remains paramount, allowing guests to make requests or voice concerns easily. Personalised services such as customised dining experiences, activity recommendations, or personalised messages enhance the overall guest experience. (Umasuthan et al., 2017)
Moreover, offering loyalty programs or incentives during the stay encourages guests to engage further with the hotel's amenities, creating a sense of belonging and exclusivity. Timely information on local events or services provided by the hotel elevates the guest experience, making their stay memorable and fulfilling. (Pansari & Kumar, 2016)








	
Element 4 – Departure 


	The departure stage is the final opportunity to leave a positive impression. Key elements include:
-check-out process: simplifying and expediting the check-out process ensures a hassle- free departure.
-feedback collection: encouraging guests to provide feedback on their stay allows the hotel to make improvements.
-farewell: a warm and appreciative farewell contributes to a lasting positive memory.
-follow up: post-stay communication, such as thank-you notes or special offers for return visits, helps maintain guests relationship .

The departure stage should not be overlooked, as it is the last interaction point with the guest. Streamlined and hassle- free check-out processes, automated billing, and a fond farewell with personalized gestures level a lasting positive impression. Here, obtaining feedback through post-stay surveys is crucial for gauging satisfaction and improving services. (Tesone,2009)	

In conclusion, effective management of this key elements at each stage of the guest cycle is crucial for the hotel’s success. It requires a combination of efficient processes, well-trained staff, and the use of technology to enhance the guest experience. By consistently delivering exceptional service and personalisation, hotels can build strong guest loyalty and positive word-of- mouth, which are essential in the highly competitive hospitality industry.
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