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Learning Log
Working in the hotel front office requires combining technical skills, interpersonal skills, and a customer-centric mindset. (Daniel, 2022)
Communication Skills
Effective communication is fundamental in the front office. This involves both verbal and written communication to interact with guests, team members, and management. It's important to convey information clearly and professionally. Reflecting on my skills, I have experience in public speaking and writing, which have been valuable in this aspect. Theoretical principles of effective communication involve active listening, empathy, and clear expression. (Petty, 2023)
For example, in the hotel industry, a front desk agent should greet guests with a warm welcome, actively listen to their needs, and provide relevant information about the hotel's services and amenities.
Customer Service Skills
Exceptional customer service is vital in the front office. This includes being attentive to guests' needs, resolving issues promptly, and maintaining a positive attitude. I have experience in customer service roles, which has helped me understand the importance of exceeding customer expectations. Theoretical principles of customer service involve anticipating needs, managing complaints, and ensuring a memorable guest experience. (Heath, 2023)
For instance, in the hotel industry, front desk staff should handle guest inquiries and requests with courtesy and efficiency, ensuring a high level of guest satisfaction.
Organizational Skills
The front office often deals with multiple tasks simultaneously, such as check-ins, reservations, and billing. Strong organisational skills are essential to prioritise and manage these tasks effectively. Reflecting on my skills, I have a knack for organizing my work efficiently. Theoretical principles of the organization include time management, task prioritization, and maintaining accurate records.
In the hotel industry, a front office manager needs to coordinate the daily operations of the front desk, ensuring that check-in and check-out processes run smoothly and that reservations are accurate. (Front Office Associate)
Computer Proficiency (Computer Literate)
Hotel front office personnel should be proficient with reservation systems, property management software, and other technology used in the industry. I have experience with various software applications and adapt quickly to new systems. Theoretical principles involve staying updated on industry-specific technology and troubleshooting technical issues. (Lacalle, 2023)
In the hotel industry, front desk agents use property management systems to check guests in and out, manage room inventory, and process payments.
Problem-Solving Skills
Issues and challenges will arise in the front office, and staff should be able to think on their feet and find effective solutions. Reflecting on my skills, I have a track record of tackling complex problems with a logical approach. Theoretical principles of problem-solving include critical thinking, creativity, and adaptability. (Kaplan, 2023)
For example, if a hotel overbooks and has to accommodate a guest at a partner property, the front office staff needs to find a satisfactory solution while maintaining guest satisfaction.
Using the Gibbs Reflective Cycle, I can examine a specific situation from my experience in a hotel front office.

Description
I was working at the front desk when a guest arrived late in the evening and couldn't find their reservation. They were visibly frustrated.
Feelings
I initially felt a bit anxious, but I remained calm and empathetic.

Evaluation
I quickly reviewed the reservation system, and it turned out the reservation was under a slightly different name due to a typo. I apologized for the oversight and expedited the check-in process.

Analysis
This situation demonstrated the importance of attention to detail in handling reservations. It also reinforced the significance of maintaining composure and empathy when dealing with upset guests.

Conclusion
I successfully resolved the issue and ensured the guest left satisfied. This experience reaffirmed the importance of effective communication and problem-solving skills in the front office.

Action Plan
I resolved to be even more diligent in verifying reservations and guest information to prevent similar situations in the future.

This reflective practice helps in recognizing areas of strength and areas for improvement while linking my experiences to theoretical principles. It also highlights the dynamic and people-oriented nature of working in the hotel front office, where practical skills and emotional intelligence play a crucial role in guest satisfaction. (Sekarwinahyu et al., 2019)
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	Trip Advisor Review Response 150 words +/-10%

	



Dear Raymond,

We appreciate your nice comments and warm remarks regarding your recent stay at Delta Hotels by Marriott. We are happy to hear that you enjoyed our breakfast selections, our well-maintained facilities, and our kind and accommodating staff. It's amazing to hear that you valued our location's convenience, the lovely promenade, and the beach.
We look forward to welcoming you back on your next visit to our lovely hotel. Your satisfaction is our priority.

Warm regards,
Andreea Ursu
Delta Marriott








	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10-%

	




Dear Mr. Ronald Frederik,

I would like to extend my sincere apologies for the disappointing experience you encountered during your stay at our hotel on August 26th. Your feedback is invaluable in helping us improve our services and ensure our guests enjoy a comfortable and pleasant stay.

I appreciate your concerns regarding the breakfast quality, the noise disturbance, and the cleanliness of your room. Please rest assured that we take these issues seriously. We are currently reviewing our breakfast service to ensure that our guests receive warm and delicious meals. Additionally, we are enhancing our noise control measures to provide a peaceful atmosphere for all guests. Our housekeeping team will also receive additional training to maintain impeccable hygiene standards.

To express our commitment to your satisfaction, we would like to offer you a complimentary one-night stay on your next visit. We are dedicated to making your future stays with us exceptional.

Thank you for bringing these issues to our attention, and I hope you will give us another chance to provide you with a superior experience.

Warm regards,

Andreea Ursu
General Manager
Delta Marriott Swansea















































Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
The pre-arrival phase in the Hotel Delta Marriott in Swansea entails several components. This is part of the reservation and booking process where the guest makes their first contact with the hotel via the hotel website, direct phone calls, or online booking platforms. The cost is clear, the booking process is simple, and the information is accurate. After a reservation, the hotel's correspondence with the visitor is crucial. Emails of confirmation, greetings, and any other information the visitor might require—like hotel directions, parking details, or exclusive deals—can be included in this. (Jesus, 2023)
The hotel tries to enhance the guest experience at hotels through personalization such as specific services, and room upgrades. Welcome items and meeting specific requests may all have a big impact on how satisfied customers are. Usually, Delta Marriott in Swansea aims to give visitors a customised experience by offering extra special welcome amenities like a modest gift, or a personalised message. The purpose of these actions is to make visitors feel cherished and appreciated. The hotel typically pays close attention to fulfilling requirements from visitors. They strive to immediately accommodate requests for extra amenities, dietary restrictions for in-room food, or a specific room location.





	
Element 2 – Arrival 


	

The Arrival stage at Delta Marriott in Swansea is meticulously crafted to ensure a seamless and welcoming experience for guests. The check-in process embodies efficiency and warmth, aiming to reduce wait times while extending a hospitable welcome. Staff members are trained to expedite the process, ensuring that guests swiftly transition from their journey to the comfort of their accommodations. Information sharing is a cornerstone of the Arrival stage at Delta Marriott. Guests are not only warmly greeted but also provided with comprehensive details about the hotel's services, amenities, and pertinent information about local attractions. This empowers guests to maximize their experience, whether it's exploring the vibrant city of Swansea or taking advantage of the hotel's offerings. Room allocation is a priority, with the staff working diligently to allocate rooms based on guests' preferences and the available inventory. Efforts are made to ensure that room assignments align with guest requests, enhancing overall satisfaction. Through a blend of efficiency, warm greetings, informative engagement, and meticulous room allocation, the Arrival stage at Delta Marriott in Swansea aims to set the tone for a delightful and hassle-free stay, creating a positive initial impression and fostering a sense of comfort and anticipation for its guests.





	
Element 3 – Duration of stay 


	
The Duration of Stay phase at Delta Marriott Swansea emphasizes a commitment to guest satisfaction, where pivotal elements converge to ensure a memorable and comfortable experience. Housekeeping and maintenance are central to this stage, with a focus on regular, thorough room cleaning and upkeep. The hotel places utmost importance on maintaining a pristine and inviting environment throughout each guest's stay. Service quality is a hallmark of the Delta Marriott Swansea experience. From dining options that tantalize the taste buds to spa services that rejuvenate, the commitment to consistently delivering high-quality services across various touchpoints is unwavering. The concierge services, designed to cater to diverse guest needs, further accentuate this dedication to quality service provision. Guest engagement is a cornerstone of their approach. The staff actively seeks to engage with guests, addressing their individual needs and preferences. Whether it's through personalized recommendations, attentive service, or prompt responsiveness to inquiries, the aim is to create a positive and fulfilling experience for every guest. Delta Marriott Swansea stands as a real-world example of how embracing technology, personalization, and data analytics can enhance the guest experience. (Admin, 2023)
By intertwining these elements seamlessly into their operations, the hotel ensures that every guest's stay is marked by comfort, quality, and a genuine dedication to satisfaction and loyalty. (Tewari, 2016)


	
Element 4 – Departure 


	
	
In the Departure stage, Delta Marriott Swansea meticulously orchestrates a seamless conclusion to the guest experience, encapsulating elements designed to streamline check-out procedures, elicit valuable feedback, and ensure a hassle-free billing process. The check-out process is thoughtfully structured to prioritize guest convenience. With streamlined procedures and options for express check-out, the hotel seeks to make this final interaction as efficient and effortless as possible. The aim is to leave guests with a positive last impression, concluding their stay on a high note. Feedback collection is actively encouraged at Delta Marriott Swansea. Guests are prompted to provide their insights and experiences, valuing their feedback as a catalyst for service enhancement. The hotel not only seeks reviews but actively engages with and responds to feedback, showcasing a commitment to continuous improvement and guest satisfaction. Billing and payment procedures are meticulously handled to ensure accuracy and transparency. By providing clear and comprehensive billing statements, the hotel aims to mitigate any potential disputes, fostering trust and reliability in the departure process. Delta Marriott Swansea's approach to the Departure stage exemplifies a dedication to ensuring that every guest's final moments at the hotel are as positive and stress-free as the entirety of their stay. Through a blend of streamlined processes, proactive feedback engagement, and transparent billing practices, the hotel maintains its commitment to guest satisfaction from arrival to departure.
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Surprise family birthday visit

Lovely hotel, staff are very helpful, and look after you. Hotel is spotless and well
maintained.

Great selection on offer for breakfast and you can ask for different types of eggs
and omelettes to be made fresh.

Right next to a stunning beach and lovely promenade for a walk, and very close
to city centre and different pubs and restaurants.

Read less

Date of stay: October 2023
Trip type: Travelled with family




