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Introduction 
In this reflective journal, I will dive deeply into my experiences and the skills I gained while working in the hotel front office at the Woodhouse Farm Hotel & Spa. I'll use Gibbs' Reflective Cycle, a well-known paradigm for reflection created by Graham Gibbs, to organise my thoughts. The model's six steps—description, emotions, evaluation, analysis, conclusion, and action plan—offer a systematic way to reflect (Adam, 2019). Because it allows for an organised and in-depth analysis of actual events, this approach is very useful in the hospitality sector. 
Description 
An incident that occurred during my internship at Woodhouse Farm Hotel & Spa will always be a defining moment in my development as a front desk professional (Su et al., 2022). It was a busy Saturday morning, with a huge group checking out and a swarm of new people checking in. In the middle of all this activity, a family of four checked in, looking exhausted from their trip. Unfortunately, an overbooking had occurred due to a technical error, and their previously reserved accommodation was no longer accessible to them. The problem-solving capabilities of our staff were evaluated, highlighting the need of providing prompt and empathetic service to visitors within challenging circumstances (Pathak et al., 2021).
Feelings 
Upon learning about the hotel's overbooking predicament, I experienced a confluence of tension and apprehension. The prospect of disappointing others, especially a fatigued household, was disconcerting. I had a profound sense of responsibility, acutely aware of the fact that my decisions will have a direct impact on their whole experience. Despite the presence of concern, there was also a strong determination. I have a strong will to identify a prompt resolution and ensure that the visitors experienced a sense of appreciation and attentiveness. My problem-solving skills, as well as my resilience and compassion under duress, were all put to the test by this complex scenario (Hidalgo et al., 2022).
Evaluation 
The occurrence of overbooking at the hotel served as a valuable educational opportunity, shedding light on several aspects of our front office operations that demonstrated commendable performance, as well as areas that need refinement (Chan, 2021). The team showed a strong sense of collaboration as we promptly gathered to identify a resolution, exemplifying our capacity to perform well in high-stress situations. The choice to communicate openly with the guests on the problem was well accepted, highlighting the significance of honesty within customer service. Nevertheless, this particular event has also shown a vulnerability in our current booking system and our level of readiness to handle similar circumstances. The initial irritation experienced by the visitors serves as a poignant reminder of the significant influence that operational difficulties may have on customer satisfaction, hence emphasising the need to implement more resilient contingency measures (Bonfanti et al., 2021).
Analysis 
The overbooking crisis at Woodhouse Farm Hotel & Spa resulted from technological and operational flaws. This event highlights the need of effective reservation systems and the need for backup plans in the field of hospitality management. Theoretical frameworks in hospitality management stress prioritising client happiness and service restoration in such situations. Analysis of this incident revealed that while the staff's fast reaction to the customer's problem was admirable, the hotel's reservation system needed to be integrated with real-time room availability. Because of this inefficiency, guests had a worse overall experience, demonstrating the importance of front desk work in forming first impressions. Proactive management and the capacity to predict possible issues are as important as the ability to handle them efficiently, a point driven home by this occurrence in the hotel industry (Ivanov et al., 2020).
Conclusion 
As I reflect on the overbooking event, it might have been handled better in many ways. While I tried to keep a level head, I know that I could have done more to ease my family's anxiety if I had made decisions more quickly. To avoid operational issues caused by overbookings, a more reliable booking system should be implemented. It would have been prudent to list potential alternate lodgings in case of unexpected events. While the teamwork and communication with customers under duress were a success, the incident did bring to light the need for more technology integration and forethought in the hospitality business when dealing with such crises.
Action Plan 
In reaction to the overbooking problem, my action plan comprises personal skill growth and operational enhancements. As for myself, I plan to use scenario-based practice to improve my speed of decision-making. Regarding day-to-day operations, it is essential to push for introducing a more sophisticated, real-time booking system to forestall such instances. Overbookings may be avoided by creating a plan for emergencies and forming agreements with adjacent lodgings for overflow scenarios. In addition, holding regular team briefings to address possible concerns and solutions is crucial to ensure that all employees have the knowledge and tools they need to deal with any difficulties that may arise while providing excellent service to guests (Filimonau et al., 2020).
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Trefor H,

We appreciate you taking the time to provide us with this feedback on your recent stay at Woodhouse Farm. We're happy to hear that your trips have regularly been pleasurable and that our personnel, particularly Chloe, have had a good influence on your experience. 

We appreciate your kind words on the efficiency of our breakfast service and the cleanliness of our guest rooms. Your worries have been heard and taken seriously by us. We are working to resolve the hot tub problem and are only waiting for the replacement component. Moreover, the maintenance staff has been informed about the broken tile and washbasin plug to guarantee their fast repair.

We appreciate that you were able to find a solution among our several cushions to ensure a restful night's sleep. Your suggestions are vital to our efforts to enhance our offerings and expand our infrastructure.

We look forward to seeing you again soon .



Best wishes,

From Woodhouse Farm
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	Letter of complaint response 500 words +/- 1-%

	











Dear client,



I would like to begin by expressing my utmost apologies for the difficulties and inconveniences that you encountered during your recent visit to Woodhouse Farm Hotel & Spa. We express our sincere regret that your experience with our organisation did not align with the elevated standards we strive to maintain.

I would want to express my gratitude for your effort in communicating the challenges you encountered. Your opinion is of great value as it assists us in identifying areas that need improvement. 
In light of the observed discomfort arising from elevated noise levels, it is acknowledged that the provision of a tranquil atmosphere is of paramount importance in facilitating a restful and enjoyable stay. We are now doing a comprehensive evaluation of our existing rules with the aim of fostering a more tranquil environment, especially during the nighttime period. Assurances may be made that steps will be taken to mitigate noise disruptions in future instances.

With regards to the level of cleanliness seen in the room, it is evident that it deviates considerably from our customary norms. I have personally initiated discussions with our cleaning personnel to implement a more stringent approach towards room preparation and continuing maintenance of cleanliness. Our organisation is dedicated to offering pristine lodging options, and I can guarantee you that measures have been implemented to avoid any future instances of this problem.

I comprehend that your eating experience did not correspond with the level of excellence that we take pleasure in. We highly value and prioritise your feedback on the quality of the food and the efficiency of the service. The culinary staff is now undergoing a briefing session, during which they are reviewing the menu and service training in order to make substantial improvements to the dining experience.

With respect to the mismatch in invoicing, I would want to emphasise that it was an inadvertent mistake. We are doing a comprehensive evaluation of our billing procedures with the aim of guaranteeing precision and openness in all financial transactions. In order to exemplify our dedication to providing exceptional service, we would like to provide a [specified compensation or discount]. This gesture is intended to showcase our determination to address and fix the issue at hand.

Although it is not possible to reverse the experience you had, we are committed to deriving lessons from it and implementing the necessary modifications. I would really appreciate the chance to reinstate your confidence in our establishment. In the event that your future travels lead you to revisit our region, I would be pleased to personally supervise your accommodation to guarantee a satisfactory and pleasurable experience that aligns with your anticipated standards.

I would like to express my sincere apologies for the deficiencies experienced during your stay. Ensuring your utmost pleasure is of utmost importance to us, and we eagerly anticipate the opportunity to provide the great service and experience that our esteemed guests have become used to at Woodhouse Farm Hotel & Spa.

Regards ,


Woodhouse Farm Hotel & Spa
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Element 1 – Pre-Arrival 


	To a large extent, a hotel visitor's total contentment is based on their first impressions, formed during the guest cycle's pre-arrival phase. Before a visitor checks into a hotel, everything is considered part of this stage. The necessity of clear and concise communication at this stage must be addressed, as it will determine the overall experience that the visitor has throughout their stay. Websites and social media play an important role in this phase since they provide visitors with an overview of the facilities and services on offer and facilitate reservations. Using customer data to personalise messages and offers is a growing trend among hotels aiming to improve pre-arrival engagement (Sann & Lai, 2020).
In addition, hotels may increase income and improve their guests' overall stay experience by upselling services and facilities to them before their arrival. This might involve giving lodging upgrades, special packages, or reserving extra services like spa treatments or dinner reservations. Setting clear expectations and decreasing the possibility of misunderstandings upon arrival may be achieved by effective management of this stage through clear communication on rules, especially in areas like cancellation, payment, and special requests. Mobile applications and online check-in processes are only two examples of how technology has improved the pre-arrival experience for customers. Check-in lines will be shorter and guests will be happier as a result of these technological advancements. Booking a hotel room is simply the first step in the visitor experience; before guests even arrive, they are already developing expectations, establishing their preferences, and forming a bond with the hotel (Kumar, 2021).




	
Element 2 – Arrival 


	
When a visitor initially arrives at a hotel, they get their first in-person experience with the establishment. Given the enduring nature of first impressions, this stage is vital in establishing the tone for the whole stay. Parking convenience, lobby ambience, and a speedy, kind greeting are all part of the arrival experience, which begins the minute a visitor sets foot on the premises. Thompson (2021) found that having well-trained employees in hospitality skills made a big difference in how guests felt upon their arrival. The check-in procedure is an integral part of this phase. Self-check-in kiosks and mobile check-in alternatives are two examples of how technology is playing an increasingly essential role in this area, providing visitors with convenience and lowering wait times to increase satisfaction (Özdemir et al., 2018).

Even at the arrival phase, personalization plays a vital role. More personalised and memorable experiences may be created by using pre-arrival information to recognise recurring visitors or acknowledge significant events (Liu et al., 2022).The appearance of the lobby and the check-in desk has a major impact on the initial impression guests get of the hotel. Johnson's (2019) research shows that guests have higher expectations for the remainder of the hotel if the lobby is attractive, well-maintained, and useful (Xiang et al., 2022). In addition, the check-in process isn't complete until the guest's baggage has been taken care of and they have been briefed about the hotel's facilities and nearby attractions. When these factors are well-managed, they help the visitor adjust to the hotel's atmosphere with little disruption, paving the way for a relaxing and rejuvenating stay. The arrival stage, therefore, is not simply about the transaction of checking in, but about establishing a welcome ambiance that represents the hotel's dedication to guest happiness and service quality.



	
Element 3 – Duration of stay 


	The guest's stay, from the moment they check in until the evening before they check out, is a pivotal point in the hotel's customer lifecycle. Guest happiness and loyalty are most easily influenced at this time because of the abundance of opportunities for personal interaction that arise during this phase. At this point, management must strike a balance between being too intrusive and providing a pleasant experience for the guests. Martin and Brown's (2020) study suggests that the answer lies in tailoring services to each individual customer. Cleaning schedules and restaurant suggestions might be altered to suit individual tastes (Lukanova, 2010).

The quality of on-site amenities like a gym, spa, or pool is especially important at this juncture. Anderson (2021) found that when facilities are clean and easy to use, they have a positive effect on guests' satisfaction. Moreover, the hotel's capacity to immediately and efficiently resolve any difficulties or complaints that emerge during the stay is vital. According to Thompson (2019), this shows that the hotel cares about its guests and isn't only trying to fix their current problems (Heyes, 2017).

Guests' stays may be enhanced by hosts' active participation through personalised communication and recommendations of local experiences. In addition, digital concierge services and mobile app-based room controls are examples of how technology is playing an increasingly acknowledged role in promoting visitor convenience. As a result, the hotel's service quality, responsiveness, and attention to detail throughout the course of the stay are crucial factors in delivering a memorable and repeatable guest experience.


	
Element 4 – Departure 


	
The hotel's last interaction with a visitor, before they check out, is a crucial one for making a positive impression. The check-out procedure and the guest's departure from the premises are all included in this stage. Patel's (2017) findings corroborate the importance of a streamlined purchasing experience at checkout. Enhancing customer happiness is a simplified, easy checkout process, which may be helped by technology such as rapid checkout via a mobile app or kiosk. In addition, the administrative procedure isn't the only element of the leaving experience; the last contacts visitors have with the hotel personnel are just as important. According to Lee (2020), one way to make visitors feel appreciated is to send them a personalised goodbye or acknowledgement of their stay (Song et al., 2022).

At this time, hotels must actively seek out guest input via means such as in-person discussions and online polls. This not only gives vital information for service development but also indicates to visitors that their views are appreciated. Equally important to a happy ending for the visitor is the open and efficient resolution of any billing questions or disputes that may arise. The phase also includes post-departure communication. Post-stay engagement may be boosted by sending visitors thank-you letters or texts, informing them about loyalty programmes, or soliciting comments via online review sites. This strategy is helpful in keeping in touch with guests, which may influence their choice to return or promote the hotel to others. As a result, the farewell phase isn't just a wrap-up; it's also a pivotal opportunity to cement the guest's favourable impression and lay the groundwork for future dealings (El-Adly, 2019).
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Good as usual.

Ihave stopped at Woodhouse Farm many times over the last few years. Staff are
always pleasant. My wife arrived first and checked in. We like the relaxed let
yourself in/out policy for the evening. Positive - Excellent service by Chloe, extra
coat hangers, extra towels, towels for swimming, booking the times for breakfast
and swimming sessions (swimming now has a 45min session booked, this system
works very well. Very nice breakfast with quick service. Room very tidy. Negative -
The hot tub is not working, awaiting part. Tile missing from behind the tap & plug
in one sink not working. Very soft pillow, but solved this with one of the many
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