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	Introduction
In the rapidly changing environment of hotel front office operations, an array of skills are necessary to manage guest encounters while preserving the hotel's operational efficiency. The Gibbs Reflective Model takes us through the phases of Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. It provides special insight into the issues as well as advantages that employees in this sector come across, and it emphasises the significance of interpersonal interaction, sympathy, and collaboration. This draws on personal experiences and philosophical concepts and offers an exhaustive overview of the primary skills essential at the hotel front office (Baxter & Bowen, 2014).

	In the sector of hotel front office operations, employees have to possess a variety of competencies for them to successfully oversee interactions with guests as well as preserve the smooth functioning of the organization's activities. This reflection will be arranged following the Gibbs Reflective Model, which consists of the stages of Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan.
Description: What Happened?
The hotel front office is an exciting environment in which one is responsible for a wide range of duties like welcoming customers, managing check-ins and reservations, solving inquiries, and supervising the front desk. The necessity for effective communication is fundamental to these responsibilities if one is to make sure that guests have an outstanding experience from the moment that they come through their front door (Cheong & Miller, 2019).
Feelings: What Were the Feelings?
When I first began my position in the hotel front office, I was overflowing with excitement as well as apprehension. The expectation of interacting with individuals from different cultures, in addition to having the chance to assist with their enjoyable stay, increased the excitement. This delight, however, was also tempered by concern about any potential difficulties and challenging guests I might encounter.
Evaluation: What Was Good and Bad About the Experience?
Operating in the front office of a hotel presented a mixture of both good and bad qualities. On the plus side, the position enabled me to communicate with people from a variety of nations and communities, promoting understanding between cultures. Connecting with guests and fulfilling their specific specifications was stimulating to think about. However, the position was not devoid of its challenges. These included the need for multitasking, handling challenging situations, and addressing complaints from guests successfully. Also, the constraints of shift work and the risk of dealing with dissatisfied guests had a psychological hit sometimes (Crouch & Ritchie, 2019).
Analysis: What Can I Learn from the Event?
Effective communication is crucial in the tourism industry. I quickly acknowledged the fact that effective communication involves a lot more than information transmission but also paying attention. Understanding the needs of consumers as well as tastes is crucial to supplying a personalized experience. I also picked up the significance of patience and empathy, particularly when facing times of difficulty. These traits were crucial for de-escalating disagreements and guaranteeing an outstanding experience for guests. Additionally, I comprehended the importance of collaborating and working together with coworkers from many departments to deliver an effortless experience for guests (Herbert, 2019).
Conclusion: What Could They Have Done Differently or in Addition?
Reflecting upon the experiences, I understood that I could conduct an improved job of informing them regarding the local sights and facilities obtainable to guests in the surrounding area. This raised knowledge could have allowed me to supply them with greater detail, boosting their knowledge. Additionally, I realized the need to undergo dispute resolution and anxiety management lessons to assist me in coping with stressful situations.
Action Plan: If It Happens Again, What Would They Do?
In the future, I aim to remain proactive in improving my professional development. In addition, I aim to search for alternatives that offer further education and development of abilities to achieve success in my chosen field. In addition, I intend to expand my comprehension of the area around me by giving additional information to tourists. Additionally, I would like to gain a greater understanding of hotel operations. 
Link to Theoretical Principles:
Those reflections are in line with several theoretical principles applicable to front desk activities in hotels. Researchers like Peter Jones and Andrew Lockwood's research emphasize the importance of excellent service to clients and communications for the hotel industry. The most important part of offering guests outstanding hospitality is efficient communication. Also, Hofstede's Cultural Dimensions theory underlines the significance of understanding cultural differences and personalizing products to suit guests from different backgrounds of culture. This is following my experiences with guests from various ethnic communities.
Industry Examples of Key Skills:
Communication Skills: A visitor with specific dietary restrictions checked in at the hotel. To make sure that the guest's dietary preferences are honored, precise communication is necessary for both comprehending the needs they have and communicating their preferences to the hotel's dining staff (Higgins-Desbiolles, 2013).
Empathy and Problem-Solving: A visitor complained regarding a small housekeeping issue which has rendered them uncomfortable in their adaptation. For them to make sure that guests are relaxed and met, front desk staff have to employ empathy and methods for problem-solving to quickly manage all problems (Kim et al., 2021).
Multitasking: Front desk employees have to fulfil many things simultaneously throughout a hectic check-in or check-out duration, including receiving phone calls, assisting guests, and efficiently handling reservations.
Cooperation: When a guest discovers something wrong related to their accommodations, the hotel's maintenance staff needs to be informed.
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	Trip Advisor Review Response 150 words +/-10%
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We are extremely thankful for the recent trip you took and your thoughtful feedback regarding the Ibis London Thurrock M25. We take extreme delight in helping to make sure that all of our guests have a wonderful experience while visiting with us, so we're extremely delighted to hear that we fulfilled the standards you set.
We were extremely proud of how committed we are to delivering courteous assistance and a welcoming atmosphere. 
We truly appreciate your considerate comments on the workers we have. They are our most valuable resource, and they consistently go further than necessary to guarantee ensure those who visit are at ease and warmly welcomed. The fact that they are on our team makes us extremely wonderful (Krutwaysho & Bramwell, 2014).
We were delighted to discover that our hotel's cleanliness and service exceeded your requirements as well. We worked diligently to provide those who visit an orderly and comfortable space, and we're constantly looking for approaches to provide them with greater satisfaction (Mansperger, 2015).
We truly appreciate the excellent rating once again, and we expect that we'll see you again soon at Ibis London Thurrock M25.
Sincerely,
ALEXANDRA VARLAN
GENERAL MANAGER
Ibis London Thurrock M25


	



	

	

	

	Letter of complaint response 500 words +/- 10-%

	 [image: ]  We would like to apologize to you for the disappointing stay you experienced on August 5th while staying at our hotel, particularly in room 205. We extremely appreciate your feedback because this informs us that we can make enhancements while offering those who come with an improved visitor experience (Meethan, 2021).
We were going to begin by saying that we are sorry for the  breakfast you did not received. We understand the significance of a nutritious breakfast for getting your day began, therefore we've already talked about this with the kitchen staff to ensure it doesn't occur again. We appreciate your dedication in informing us of this.
We also truly apologize for any disruption . We take the convenience of our guests very seriously, and in an attempt to prevent comparable distractions in the future, we are currently examining our policies and procedures (Middleton & Hawkins, 2019). 
Following that, we are very sorry about the other guest entering in your room. Ensuring an excellent standard service I am currently investigate this matter with the front office team since the reply to your concerns was handled  . You might feel assured that we're going to respond immediately to stop such unhygienic circumstances from occurring again. 
To record clean rooms, arrivals, departures, and overstays, we utilize a program called Fols. To be well-organized and to make use of the reservation system. We apologize for what you have gone through. And we will look into the problem you encountered.
We genuinely value the feedback you provide and are here to assure you that we will be applying it in enhancing our services going ahead. We want to express our gratitude to you for allowing us to be aware of the problems you encountered, as it allows us to provide greater satisfaction for both you and our next guests.
We truly apologize once again for any difficulties you might've had whilst visiting, and we guarantee that we will make any necessary adjustments so that we can keep providing the outstanding service with which we are recognized (Picard & Wood, 2017).
We are delighted to welcome you back to our hotel. Our policies remain unchanged; the hotel's cancellation policy is one day before the arrival date. If the guest cancels less than one day before their arrival, they will be charged for the first night.
We thank you for bringing such problems to our attention.
Sincerely,
ALEAXNDRA VARLAN
MANAGER
Ibis London Thurrock M25




Component Three:


	Element 1 – Pre-Arrival 

	The primary encounters a guest has towards the hotel are while in the Pre-Arrival phase. It provides the opportunity to make an excellent initial impression while laying the foundation for a remarkable experience for visitors. The elements to be taken into account are the following:
Reservation Administrator
The effective administration of reservations is one of the most significant components of the Pre-Arrival period. Online and mobile app reservations are two examples of proactive booking substitutes that are increasing in prominence (Scott, 2013). For example, hotels including the Ibis London Thurrock M25 encourage customers to schedule rooms in advance through their websites for making reservations online.
Communication
This is a critical opportunity for communication. Along with providing welcoming letters and important details, hotels have to provide guests with emails of confirmation. Supporting guests to become prepared to begin their time away, these remarks set expectations. A guest experiences a sense of anticipation when they experience sufficient interaction at this stage.
Customization
It is important to understand the demands as well as the tastes of guests. To tailor the guest's experience, the hotel obtains data about guest choices, including room type, preferable bed, and food preferences. To offer personalized facilities or room environments upon departure, for example, many hotels utilise guest profiles. A greater sense of worthiness and attention is offered to the guest with this level of personalisation (Sharpley, 2018).

	
Element 2 – Arrival 

	When a guest physically checks into the hotel, that is referred to as the Arrival stage. The guest's initial interaction begins at this critical moment.
Streamlined Check-In
Efficient check-in procedures are vital to a pleasant experience for guests. The method has recently been changed by technology, and self-check-in kiosks are growing increasingly prevalent. Hotels strive to get guests to check in as fast as feasible with the goal of reducing shorter lengthy lines and ensuring an easy and successful arrival experience (West, 2018).
Greetings and Environment
When guests first arrive, the atmosphere—both physical as well as psychological—is essential. A pleasurable arrival experience is made easier by a welcoming and comfortable environment, helpful staff, and immaculate and structured lobbies. The lobby's architecture and the environment, in addition to the warm greetings from the staff members, set an atmosphere for the next part of the visit.
Key Card Issuance
Delivering out room key cards to guests on schedule is an insignificant but significant component. Guests should feel comfortable visiting their accommodation since this sets the tone for the remainder of their visit. The hotel's experience and dedication to detail have been shown by the efficiency and convenience of the key card problem-solving procedure.

	
Element 3 – Duration of stay 

	Everything that takes place between arrival and departure will be included during the Duration of the Stay stage. It includes whether the guest uses the services and facilities offered by the hotel during their stay here.
Housekeeping and Maintenance
Maintaining the guest's room clean and in good repair is essential for the course of their visit. For keeping the guest's room clean and relaxing, housekeeping becomes necessary. Hotels occasionally adopt strict maintenance schedules which allow very little time for cleaning each room. The Ibis London Thurrock M25 hotel, for example, schedules 16 minutes for room maintenance (Wright, 2019).
Guest Services
Throughout the guest's stay, providing the use of services like room service, concierge assistance, and knowledge about nearby attractions is important. The staff members who are courteous and attentive can enhance every aspect of the experience. To ensure sure all of the guests' necessities are fulfilled, guest services may arrange for everything from dinners to transportation (Wyllie, 2020).
Customization
Customization has grown progressively more prevalent in the hotel industry. It means being conscious of and sympathetic to every guest's interests. Data analytics are implemented by hotels to offer customized guest experiences. For example, the hotel can make sure that vegetarian alternates are constantly obtainable if the guest demands them regularly. Customization increases the customer's experience by letting him feel distinct and appreciated.

	
Element 4 – Departure 

	
The last opportunity to make an impression on the guest before letting go is at the Departure stage. It includes checking out, collecting feedback, and attempting to make sure that the guests had an enjoyable experience before departing.

Quick Check-Out
Improved check-out procedures, including options for accelerated check-out, enabling guests to complete the process quickly and efficiently. Online payment options and digital billing assist with speeding up the entire procedure. The guest ought to enjoy an easy-to-use, professional, and productive encounter throughout the check-out process.
Feedback Gathering
Reviews from guests are highly significant to hotels. It makes sense to invite participants to provide feedback. A significant number of hotels utilize feedback forms or post-stay surveys to discover more about the opinions of their guests. This feedback serves as essential for resolving issues, introducing features, and boosting the overall customer experience (Mantecón & Huete, 2021).

	Conclusion
In conclusion, the hotel front office operations demand a unique blend of abilities to navigate the intricacies of guest interactions. This reflective journey underscores the significance of communication, empathy, and adaptability in providing exceptional guest service. It also emphasizes the importance of continuous learning and development in this ever-evolving industry. By implementing the insights gained from this reflection, individuals can enhance their performance, ensuring that every guest's stay is both memorable and satisfying. With a focus on improving key skills, the hotel front office can continue to excel in providing unparalleled experiences to its guests (Zamani-Farahani & Henderson, 2019).
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.OOOO Reviewed 5 August 2018 |:| via mobile

Terrible Sleep & Service

| stayed here and had become a frequent guest for business
stays....my last visit was terrible...my room was entered by
another guest and as a result did not sleep, no breakfast was
served at the time offered as | was leaving which meant | had
to leave hungry and pay again for breakfast...

The complaint was handled so badly in the Hotel and now
some 3 weeks on Accor, who own it have still yet to resolve my
complaint....If you stay here and have a problem, good luck -
they don’t take customer service seriously at all or a paying
customers poor experience either at the Hotel or head
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c GrandTour28404159945 wrote a review Oct 2023

Top service extremely helpful staff

“The hotel is very clean and nice the service is very good but the people who
work there are top.

We forgot one of our things when we left, upon inquiring about our things were
supprisingly good supported with instuctions and follow up .

So the hotel wil stay in our mind for sure but we will remember even more the
hotel staff

They are top

Alice and Williame from Antwerpen”
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