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First of all,

A wide range of abilities are needed to work at the hotel front office in order to guarantee efficient operations and outstanding visitor experiences. I will list the critical abilities that are necessary for the front desk of a hotel, make links between my experiences and abilities, and relate them to theoretical ideas and real-world examples from the industry in my reflective analysis.

Essential Skill for Front Desk in Hotels:

Communication skills: Hotel receptionists usually have strong communication skills, as this can help them talk to customers in person and over the phone. They might solve problems, discuss hotel prices, book a room, give directions and provide a detailed introduction about what the customer can expect during their stay. Maintaining a positive tone when speaking to customers can ensure a comfortable environment. Hotel receptionists also use effective communication skills to discuss problems with others in the team and identify areas of improvement. (Indeed Carrier Guide 11/July/2023), Jill (Vizito July 24,2023)


I have acquired useful customer service skills from my work in a retail position that required me to interact with customers. After giving this some thought, I see how important it is to match customer expectations with service delivery—a notion that is highlighted in theories of service management.

Time management and multitasking: Being a hostel receptionist means being ready for anything. One day, there was a big problem – the kitchen and some rooms were flooding during a storm. I was the only one working, and it got crazy! Phones were ringing, emails were pouring in, and guests kept coming to the lobby for help.

I had to juggle answering calls, replying to emails, and assisting guests, all while dealing with the flooding issue. It was like trying to do five things at once! But, thankfully, after a lot of running around and problem-solving, everything eventually got sorted out, and the chaos settled down. It was a challenging day, but I learned the importance of staying calm and being able to handle unexpected situations in this job. Carreirão (Asksuite October 22,19)

Technical Proficiency:

As Doyle (10,May,2023 Live About Dot Com) states  that Computers are used by front desk employees to process payments, maintain records, and perform other duties. You must be computer literate even though you don't have to be an expert in technology. Either you need to be familiar with the software the hotel already uses, or you need to be quick to pick up new software.

Cultural Competence:Front desk agents are like the welcoming face of a hotel. They're the first people guests meet. It's really important for them to be nice and helpful all the time. But we need to remember that guests are not our friends or family – they're customers who pay for the services. So, even though we're friendly, we also need to treat them with the same respect we give to loyal customers.(Hcareers, n.d)

Considering One's Own Skills:

The people who work there, like the manager, need to be good leaders. They guide the team during busy times, like holidays, making sure everyone is doing their job well. They tell people what to do, talk about how things can be better, and make sure everyone takes turns doing different tasks. They also make sure everyone takes breaks at the right time and helps them manage their time well. Using these leadership skills helps the hotel run smoothly, and customers have a good experience when they use the hotel's services. (Indeed Carrier Guide 11/July/2023)

There are numerous instances of these theories and abilities being put into practice in the hotel sector. For example, a front desk employee skilled in using the PMS can expedite the check-in procedure, saving visitors' wait times. In a similar vein, implementing the fundamentals of good communication can transform an otherwise unsatisfactory visitor experience.


In summary:

In summary, a front desk position in a hotel requires a blend of technical, organizational, and people skills. Upon introspection, I recognize the ways in which my personal abilities and experiences complement the theoretical frameworks supporting efficient front office operations. A dedication to lifelong learning and a constant state of self-reflection are necessary for success in this fast-paced, customer-focused sector. By actively putting my academic knowledge to use in real-world scenarios, I hope to improve my skills and make a significant contribution to the hotel front desk environment.
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	Trip Advisor Review Response 150 words +/-10%

	The review:
A beautiful hotel, friendly and attentive staff in the heart of Wales
We stayed here in June for a wedding for two nights. 

From start to finish the staff were so friendly, warm and accommodating. When we opened our room (room 18) door, it was such a pleasant surprise to see that the room had been renovated, as the pictures on the website were prior to the renovation. 

The room was very clean, organised, and had everything you would need. The bed was firm but comfortable too. 

From memory it was a hot weekend, but with the window open and just countryside around, a cooling breeze quickly cooled the room down. 

It was a treat to have some homemade shortbreads on the tea tray and there was plenty of teas and coffees. 

The bathroom was good but I would say just needs a little attention. (Shower hose/tap/rad valve) (see pictures). Nothing that affected us, but just needs a little tlc. 

We also dined the first night and the meal was delicious. The wedding food and the breakfasts both mornings were fantastic too. 

We are planning on coming back in the future with our dog. 

Thank you for a wonderful stay!

Response: 
Dear Guest,
We appreciate your thoughtful review. We are overjoyed that you experienced the comfortness of our hospitality during the June wedding festivities. It's wonderful to hear that the renovations in Room 18 surpassed your expectations and now offer a tidy and comfortable heaven. We value your comments regarding the loo and will take quick action to improve the experience in the areas you mentioned.

I'm happy to hear that you enjoyed all of the delectable meals, including the wedding feast and breakfasts as well as the first-night dinner. We are thrilled that you intend to visit us again with your dog in the future, and we are eager to welcome your four-legged friend.

Once again, we are grateful that you have selected our hotel for this momentous occasion. We are excited to have you back for another enjoyable

Sincerely, 
Hotel management.












































	Screen shot of referenced Trip Advisor review used:
https://www.tripadvisor.co.uk/Hotel_Review-g552046-d249201-Reviews-The_Falcondale_Hotel-Lampeter_Ceredigion_Wales.html


	

	

	

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

	




Dear Mr Ronald Federick,

I hope you are doing well as I write this. I would like to offer our heartfelt apologies for the let-down and discontent you encountered during your most recent visit to our hotel. We appreciate your input and consider your concerns carefully since it allows us to better serve you and other visitors in the future.
[bookmark: _gjdgxs]
I want to start by talking about the problem with the Sunday morning breakfast. I sincerely apologize if the food did not live up to your expectations regarding flavour and temperature. We work hard to maintain higher standards, and I can promise you that we are addressing this issue with our kitchen and dining staff right now. In order to guarantee that all of our guests' meals are served warm and tasty, we are currently evaluating our breakfast protocols. THP.NEWS(TOPHOTELSUPPLIER 16 Oct 2020), Points Guy(Ben Smithsonm, July 29, 2022)

We apologize for any inconvenience caused by the noise disturbance in the adjacent room, which was caused by a crying baby. We regret that during your visit, you were not in a tranquil and comfortable setting as we recognize how important it is for our visitors to have these things. We are in the process of putting policies in place to stop these kinds of disruptions in the future, like better soundproofing in our rooms and raising guest awareness of the importance of keeping the environment peaceful. Soundproof(Dominic, November 11, 2023)

I truly apologize for the hygienic problems you experienced in room 205. Finding out that the toilet was dirty and there were visible hair strands in the bath is depressing. Using toilet seat sanitizers is an easy way to guarantee that toilet seats are hygienic and clean. You may be confident that we are taking the necessary steps to prevent future problems, and that our housekeeping staff will receive more training. Initial(Samantha, 5 March, 2023)

We have received a letter from an unhappy guest who left without mentioning any problems, so we are improving our communication with guests while they are here. 

We value your input very much and want to reassure you that we will do everything in our power to make sure that this kind of thing doesn't happen again. We would like to sincerely invite you to stay with us for free during your next visit so that we can show you the improvements we are making.

We apologise once more for any inconveniences you may have had, and we value your patience while we strive to give our visitors a better experience. If you have any more questions or if there is anything else we can do to help, don't hesitate to get in touch with me directly.

We appreciate you bringing these concerns to our notice, and we hope to have the chance to make you feel welcome again and go above and beyond in the future.


Sincerely,

Mohammed Bab Al Fazal
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Element 1 – Pre-Arrival 


	
Pre-arrival refers to all interactions that take place prior to a guest's physical arrival at the hotel and establishes the tone for the entire guest experience. Efficient reservation systems, tailored services, and good communication are crucial for handling this phase.

During this phase, hotels have to make sure that information is communicated clearly, consistently, and on time. Pizam and Shapoval (2015) stress the value of communication in their work when establishing expectations for visitors. Information about services, amenities, and any special promotions can be shared with guests through a variety of channels, including email, social media, and hotel websites.
Customization is an additional crucial component. Pine and Gilmore (2013) assert that experiences catered to guests' preferences are what they want to see. By using guest data, hotels can improve the overall guest experience by anticipating needs and providing individualized services. Marriott's Bonvoy program, for example, tailors recommendations and amenities based on guest preferences and behavior.

A seamless pre-arrival experience is dependent on reservation systems that operate effectively. Bookings can be made easily by visitors using mobile apps and online platforms. Xiang, Du, Ma, and Fan's (2017) study emphasizes how important safe payment methods and user-friendly interfaces are for online bookings. User-friendly interfaces have been a key component of the success of Booking.com and Airbnb in the cutthroat online booking market.






	
Element 2 – Arrival 


	

The initial point of physical contact between a guest and the hotel occurs during their arrival. Providing a warm welcome, streamlining the check-in procedure, and paying attention to the physical surroundings are crucial components of stage management.

One fundamental component that establishes the mood for the entire stay is a warm welcome. Providing a warm and customized welcome to employees is one way to make a good first impression. The Ritz-Carlton is well known for its great service, and all of its staff members go through extensive training to guarantee that each and every visitor is given a warm and customized welcome.
To avoid lengthy lines and annoyance, check-in procedures must be streamlined. Technology is essential for increasing productivity. The amount of time guests spend at the front desk is decreased by self-service kiosks, key less entry systems, and mobile check-in options. For example, Hilton's Digital Key expedites the check-in and room-access process by enabling guests to use their smart phones.

The physical surroundings has a big impact on the arrival experience as well. A well-thought-out and visually beautiful lobby can make a good first impression. The elegant and hospitable lobby areas of The Four Seasons Hotels and Resorts are well-known for creating a feeling of arrival that is consistent with their brand image.





	
Element 3 – Duration of stay 


	
Throughout their stay, guests engage in continuous interactions and experiences at the hotel. Proactive problem-solving, high-quality service, and guest engagement are essential components of managing this stage.

Throughout the guest's stay, service quality is a constant concern. For guests to be satisfied, services and amenities must either meet or surpass their expectations. Five dimensions of service quality are identified by the SERVQUAL model, which was developed by Parasuraman, Zeithaml, and Berry (1988): tangibles, responsiveness, assurance, and empathy. Hotels with a high degree of service quality, such as The Peninsula, regularly perform well in these areas.
Creating memorable experiences for guests goes beyond providing bare minimum services. Positive visitor experiences are enhanced by interactive activities, tailored suggestions, and unexpected extras. 

According to Sigala (2017), the ACE model (Attract, Convert, Engage) highlights the significance of ongoing engagement throughout the guest journey. Engaging features like underwater suites and interactive aquariums have been successfully incorporated by resorts like Atlantis, The Palm in Dubai  to improve the overall guest experience.

Solving problems pro actively is crucial to resolving problems before they get worse. By keeping an eye on survey results, online reviews, and direct correspondence, hotels can quickly detect and address problems with guest feedback. In the industry, using artificial intelligence (AI) to forecast future issues and analyse guest sentiment has become popular. For instance, by utilizing programs like Review Pro, hotels can examine online reviews to pinpoint problem areas and improve the overall visitor experience.






	
Element 4 – Departure 


	
	The guest departs the hotel during the departure stage, which is the last touch point in the guest cycle. Gathering feedback, promoting future bookings, and ensuring a smooth check-out process are essential components of managing this phase.

A smooth check-out procedure guarantees that visitors will have a favourable impression of the hotel. A hassle-free departure is made possible by automated procedures, online billing, and express check-out options. By enabling guests to check out via their mobile devices, the Marriott Bonvoy app improves the efficiency of the departure process.
Feedback collection is essential to ongoing development. To get feedback from guests, hotels can use direct communication, online reviews, and post-stay surveys. To gauge customer loyalty and satisfaction, the Net Promoter Score (NPS) is frequently employed. NPS is a tool that Inter Continental Hotels Group (IHG) uses to collect feedback and pinpoint areas that need improvement for all of its brands.

Managing the departure stage strategically includes encouraging future bookings. Personalized incentives, exclusive deals, and loyalty programs can encourage visitors to come back. The effectiveness of such strategies in cultivating guest loyalty is demonstrated by the success of loyalty  programs such as Marriott Bonvoy and Hilton Honors.

In conclusion, a comprehensive strategy that takes into account the particulars of each stage is needed for the efficient management of the hotel guest cycle. Effective processes, customization, communication, and an emphasis on ongoing improvement are essential from the point of arrival to the point of departure. Real-world examples from the hotel and resort business show how these components are used by top establishments to deliver outstanding guest experiences. Keeping up with new developments in technology and trends will be crucial to the hospitality sector's ability to compete and satisfy changing customer demands.
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