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In this section, Gibbs reflective model has been used to demonstrate my own skills and experience while working in the hotel front office. 
Description
During my working hours in Premier Inn I have been assigned to many departments of the hotel, including the front office. Hotel front office responsibilities require many soft skills as well as ICT skills. For example, if staffs of Hilton are designated to handle front office work, then he or she needs to perform all the computer related work like online check-in/check-out activities, registering customer information, online booking, handling payment from customers through online (Hilton, nod). 
Apart from that, they also need to focus on soft skills, like interaction with customers, handling guests with polite gestures, greeting customers and informing customers regarding the payment process (Badri, 2011). For example, front desk executives of Marriott hotel are required to answer first calls, interact with them, operate telephone switchboards and ensure guest satisfaction (Marriott, nod). In any hotels like Marriot, staffs needs to have calculation skills as online payments are also done through front office staff. 
During my work schedule, initially I was designated to greet guests, inform them about their assigned rooms and payment methods and ask them for additional help they need. Then, after some days, I also needed to handle online tasks like online booking, cancellation of booking, online payment and registering customer information. 
Another major skill required for being a front office staff at a hotel is teamwork. Without having a proper sink with colleagues, performing all the front office tasks can be challenging (Tewa, 2009). There must be transparency within a team to handle guests from the front desk with all necessary information and services they need. I used to face issues initially, when the team members were not as close and transparent to each other, during information sharing (Tewa, 2009). However, under the supervision of our team leader, the work became easier and sharing information was the key for our performance enhancement at the front office. 
Being attentive is also a major soft skill that front office staffs of a hotel Nusa Due, Balie need to have (Sanjaya et al. 2020). For example, once there was a big issue created when I failed to listen to our customer’s requirements clearly regarding food Customer’s later gave a negative review for our hotel. Therefore, to avoid misunderstanding I was told to listen to our customer very attentively, which really worked for me. 
Ability to adapt quickly to any situation is essential. In this case, an agile model of working is needed to collaborate and connect people to improve services based on customer feedback (Darvishmotevali et al. 2020). We used to focus on contingency theory to make sudden changes in service. Considering customer’s feedback and working, as a team was also a part of our strategy. 
Feeling
I must say that, initially I found it very difficult to interact with people and I used to get nervous. However, after some days, it becomes interesting to meet different people from different cultures and talk to them. I used to feel happy whenever a customer got satisfied with my assistance. The feeling of helping out someone and giving them the best service was overwhelming for me. 
Earlier my confidence level was very low, while meeting people. However, gradually it developed and it boosted up my self-esteem. When I used to hesitate to interact with different people, my team leader scolded me. The feeling was not good initially; I thought it was not meant for me. However, with time my confidence increased and I realised I was not hesitating like earlier. During the time when customers gave negative reviews for my inattentiveness, I felt extremely ashamed and low in confidence. Though, working on my mistakes gave me confidence later.
Evaluation
My overall experience while working as a front office staff at Premier Inn was insightful. Initially, there might be some feeling of low confidence and self-doubt. However, after having mistakes and guidance from my supervisor, my ability to speak to customers and convince them with our services improved. 
Analysis
As per my knowledge, the feeling of overcoming odds will always give me strength in future to handle larger challenges (Miller, 2018). The soft skills that I have learned during my duty time will also affect my personal development as an individual apart from my professional identity. The ICT skill will help me to handle a wide range of technology software, as my career grows. 
Conclusion 
It can be stated that, the experience of working as a front office tasks was great and it has improved my soft as well as ICT skills. All these skills are important to develop a career in this corporate world.
Action Plan
· To focus on learning new languages to improve communication (Kornienko and Nedospasova, 2021)
· To do daily meditation for improving mental well-being to handle difficult situations at work (Vijaya Raghavan and Chandran, 2019)
· To learn new computer techniques to speed up tasks
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Response to Positive Review
Premier Inn Scunthorpe Hotel
Hi Deane, thank you for staying at our hotel and choosing us for your night stay. We are so obliged that you have made some time to put this review for our hotel and our staffs. It is so precious for us to know that our service has met your expectations. It will motivate our team members to do better and meet your expectations again. We are always there to serve you with love and care, at any time of a day. We are going to serve you 24*7. We expect that you will select us further for making your day relaxing and special. We expect next time you will come to our hotel with your family and friends to experience our guest service. 
Thank you Deane and hope to serve you soon. 














































	Screen shot of referenced Trip Advisor review used:
Trip Advisor Review
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Figure 1: A positive review for Premier Inn Scunthorpe Hotel
(Source: TripAdvisor, 2023)

	

	

	

	Letter of complaint response500 words +/- 10-%

	
Response to the Letter of Complaint
Hi Frederick, thank you for sharing your experience with us and we are extremely sorry from the button of our heart for the inconvenience faced by you, while staying at our hotel. It means a lot to us, as you have taken your precious time to share your views on our service, as it really helps us to improve our mistakes. We understand your concern and owning up with our mistakes. We already got some complaints about the morning food served to our guests for a few days. Yes, it is a major concern for us, as quality of food is one of main strengths. 
Thank you Frederick for raising this issue with specific details as it will help us to go into the core of this event and find out what is the main problem that is making our customers dissatisfied with the morning breakfast. We have all skilled cooking staffs and world famous chefs in our kitchen. Even though, the quality of breakfast is coming under question repeatedly. We need to check out for the cooking staffs, who are doing morning shifts. Thank you, you have shared your date of stay and the room number, which will help us to check for on duty staffs on that day.  We will make sure that the taste of the food is excellent and guests are served with warm food. We will conduct a meeting with our head chef and on duty housekeeping staffs to improve the service.
The next issue is all night noise for baby crying. Thank you again for informing us regarding this issue, and we will advise, if you will find any problem next time due to any kind of noise, call the staffs. They will surely shift those guests to any other room away from yours to help you out to get a peaceful sleep. It is our duty to make you feel comfortable and give a peaceful environment, where you can relax and sleep without any disturbance. So do not hesitate to reach our staffs immediately whenever you feel uncomfortable, regardless of the time.
The next issue you addressed is cleanliness. We are sorry that you have to go through such bad conditions. We will definitely look for the housekeeping staffs, which was on duty during your stay.  We will definitely not tolerate such mistakes, which make our guests uncomfortable and question their health aspects. Hygiene is our first priority, and we conduct proper training for housekeeping staffs to maintain our hygiene standards. We are sorry that, even though, our guest had to experience such hygiene related issues.  We will make sure that the housekeeping staffs are doing their duties properly.  We will make sure that all the hygiene features are maintained and are going to take necessary actions against housekeeping staffs, who are not doing their duties with full focus. As compensation, we will provide you some percentage of the refund or some discounts on your next stay, as per your requirement.
Thank you, Frederick, for sharing your views. We hope we will see you soon.




















































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

	
Element 1 – Pre-Arrival 


	
Introduction
This essay will focus on 4 stages of the hotel guest cycle and the key skills required for a staffs to manage these 4 stages. Evidences from industry players and literature will be used to support the discussion.
[bookmark: _d1qjtesc0ghu]Skills required to manage 4 elements of hotel guest cycle
The Hotel Guest Cycle includes 4 main stages such as Pre-arrival, arrival, duration or stay and departure. At all the stages guests always expect high quality service from the hotel staffs, whether it is the front office staffs, or housekeeping staffs or main management (Mensah-Kufuor et al. 2015). 
In terms of the pre-arrival stage, the guests select the hotels and this selection process can be affected by many factors such as previous experience at the hotel, advertisement, word-of-mouth and many others (Mensah-Kufuor et al. 2015). Reservation of rooms also comes under pre-arrival stage and willingness of a guest to reserve a room can be affected by the seamless reservation process, room rate, room design and many others. The pre-arrival stage also includes air-port pick up facilities for guests at luxurious hotels. It has been found that, most of the time, 3-star hotels fail to provide proper pick up service to customers or create hassle for customers during pick-up (Mensah-Kufuor et al. 2015). This can create customer dissatisfaction. 
In this context, the marketing knowledge of staff is a crucial aspect to promote their services online as well as offline platforms. Ability to develop good relationships with customers can help them to raise new customers, because of word-of-mouth (Mensah-Kufuor et al. 2015). For example, large hotel brands like Hilton, Marriott and many others focus on improving their brand awareness in online platforms to allow their satisfied customers to talk about their services with friends and family (Boonsiritomachai and Sud-On, 2020). This is called word-of-mouth, which is essential for influencing a customer to select the hotel brand. Premier Inn can also improve their brand awareness strategies. As stated by (Soliman et al. 2022. p.110), many Egyptian Hotels have used electronic word-of-mouth by focusing on social media platforms such as Facebook, Instagram along with their hotel website. Posting the right content can improve their marketing strategy.   
Apart from this, the staffs, who are responsible for picking up guests from the airport should have the ability to communicate with them clearly and give them a seamless journey from airport to hotel without any hassle (Özdemir et al. 2019). Therefore, communication is one of the most important skills required among hotel staffs to provide customers effective pre-arrival facilities. Direct communication through phone calls is important to connect with guests waiting at the airport (Özdemir et al. 2019). Therefore, an effective flow of communication is needed to perform the task. 








	
Element 2 – Arrival 


	The next stage is the Arrival stage, which includes all the tasks related to check in, registration, room assignment. In this segment, the main executives who interact with guests are the front office staffs. As a result, soft skills like, polite gestures, greetings, communication skills, and the ability to perform computer related tasks are important (Bardi, 2011). 
As per article findings, many guests face issues during their check-in time. In many cases, 4 star hotels also take 20-30 minutes to complete the whole check-in process of the guests, which may lead to customer dissatisfaction and frustration (Vallen and Vallen, 2014; Mensah-Kufuor et al. 2015). Due to this, the front-office staffs should be efficient in handling computer-related tasks and online payment processes to reduce the time for the check-in process (Astuti et al. 2018). 
In many hotels, the receptionist shows rude behaviour, which will affect the hotel's reputation. Therefore, having a welcoming attitude with calm behaviour is important (Mensah-Kufuor et al. 2015). Many front-office workers at 5 star hotels in Aqaba have qualities like polite body language, ability to speak in different languages and fast computer handling (Jawabreh et al. 2022). These helped them to perform all the arrival-stage related tasks effectively. 









	
Element 3 –Duration of stay 


	The third stage is “Duration of stay” and in this stage, the staffs need to assign a clean and safe room to the guests, as per their requirements. The staffs in many cases assign the wrong room to the guest, which does not match their preference.  For example, rooms are either dirty, not sea facing or mountain facing, not have A.C and many others. (Mensah-Kufuor et al. 2015). So, they are also required to be attentive enough to listen to customers' requirements regarding rooms and assign them accordingly (Bardi, 2011). The housekeeping staffs of hotels needs to properly clean the room and check all the room facilities to provide guests a peaceful and hassle free stay. 
Failure to perform their task properly can cause customer dissatisfaction, negative review and negative brand value. For example, in Paradise Hotel, poor performance of housekeeping staffs and conflict with supervisors led to guests complaints and reduced occupancy (Clarke et al. 2018). However, they have recovered from this situation based on teamwork, proper resources such as new cleaning chemicals and equipment and additional investment in the housekeeping department to employ skilled people (Clarke et al. 2018). Hotel Premier Inn can also follow the same techniques to handle any challenges caused by housekeeping staffs at the “Duration of Stay” stage. 









	
Element 4 –Departure 


	Guest service facilities offered by a hotel to its customers completes at this stage called “Departure”. At this stage, the front-office staffs need to provide them bills for payment and make the settlement process less time consuming and easier (Wood, 2013). The housekeeping staffs should carry their luggage from rooms to the car allotted for them for departure (Mensah-Kufuor et al. 2015; Krstić et al. 2015). In many cases, hotel staffs takes longer to complete the settlement process, due to mixing up bills and luggage between two different guests. Therefore, attentive and efficient front-office as well as housekeeping staffs are needed (Mensah-Kufuor et al. 2015). Therefore, a quick and secure payment method is one of the major criteria to satisfy the guest, when they are checking out. 
[bookmark: _rd2p9z67cyzn]Conclusion
In conclusion, it can be stated that, at every stage of the Hotel Guest Cycle, soft skills, ICT skills and skills related to cleaning are important. These features of hotel staffs help the hotel to improve brand value through customer satisfaction.
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