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	According to Bardi (2011), it is important to have skills such as effective communication, property management skills and knowledge of hospitality management to work in the front office of a hotel. Skills such as communication and hospitality room division practices are needed in the front office as to establish effective communication, eliminate barriers to communication, and organising rooms for the customers (Tewan, 2009). Whereas, companies such as Hotel Indigo seeks to hire individual possessing superior communication skills, decision-making skills and knowledge about the practices of room divisions (Hcareers, 2023). 
With the assistance of my career experiences, I have been able to acquire various sets of skills and such identified skills are skills in communication, ICT skills and time management skills.
Gibbs Reflective Cycle
Description
As I was analysing and looking for various opportunities and requirements needed to be able to work in the hospitality industry, I came to know the required skills. I was enlightened after knowing the essence of effective communication, critical decision-making skills and room division knowledge that makes an individual capable and employable in the front office. Through further analysis, I was able to know the reason for requiring such skills as the worker working in the front office would have to deal with guests, solve queries and guide the arrived guests. Also, the skills are required as the service provider would be needed to make critical decisions, organise the room allotments and ensure the maintenance of rooms. Since I was able to gain knowledge and information about such skills I compared my skills to the skills that are required to build a conclusion for me to achieve the eligibility.
Feelings
After being exposed to the information about the criteria of being eligible for a job role, I was overshadowed by feelings of nervousness for the moment as I will have to gain new and a lot of skills to meet the criteria. Since I already possess a few skills I was overwhelmed with feelings of happiness as developing my own skills such as communication, ICT and time management was really a tough time in the first place. Also, I was fully motivated by the fact that I will have to develop many new skills and gain knowledge of various practices and I already live up to the many criteria making me eligible for working in the front office.
Evaluation
After knowing the requirements of being eligible and meeting the criteria, the thing which worked well and was good is that it enabled me to develop action plans and prepare myself mentally for developing new and essential skills. My morale and motivation have been highly boosted by the information to give my best and work even harder in order to develop such skills. Lastly, boosted by the fact, it was certain that the process would also result in my favor which will help me learn different practices and ethical considerations.
Analysis
Through my analysis, the learning went well as I have been able to gain essential insight into the required knowledge and skills that will surely help me match up to the criteria as a worker in the front office (MyMajors.com., 2023). It also went well as it enabled me to learn about my leggings and the skills that I will have to acquire within the coming days. I think the learning went well for reasons of my being passionate about the hospitality industry and its services. As the learning has helped me develop and prepare action plans for the things that I have to achieve in the coming days, thus the learning well for my personal development.
Conclusion
Through the learning, I came to know that it is important to have different skills and specified knowledge to be able to apply for any post in any company (Indeed.com., 2022). Further, I learned that it is our skills and knowledge that make someone employable and eligible for specified posts and job roles. Further, I will work hard and do my best to make myself eligible to work in the front office at companies such as Hotel Indigo.
Action
For the coming days, I will be concentrating and focusing more on gaining new skills and knowledge. To gain knowledge on various practices, I will be studying various books and articles. In the context of developing new skills, I will be attending different skills development courses and further, I will also apply for training classes and will join professional associations. Lastly, I would also take the assistance of YouTube podcasts and webinars of famous practitioners.
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Component Two  
Contribution to Overall Module Assessment: 25%

	Trip Advisor Review Response 150 words +/-10%

	Thank you for your kind review Littlekitty18 we at Hotel Indigo Bath are extremely happy to hear that you enjoyed your stay at our hotel. We found your review quite helpful and honest with no over-exaggerations. We were hoping that we could share your review on our social media pages and you have every right to deny this just by contacting us. We are glad that our location was very much accessible and we had pre-planned while building the hotel. So, our guests can enjoy all the attractions and restaurants nearby. We are pleased that you and your husband found our check-in process quick and smooth as we aspire to provide the best comfort and easy accessibility to our guests. For the size of the rooms in the photos on the websites, we take full responsibility and we will update the photos on our websites. We hope that you will visit us in the future.




	Screen shot of referenced Trip Advisor review used:[image: ]


	Letter of complaint response 500 words +/- 1-%

	Hotel Indigo Bath, an IHG hotel
2-8 S Parade, Bath BA2 4AB, UK


Dear Sir,

We are grateful that you have taken your precious time from your schedule to send us a feedback letter. We have carefully reviewed your precious feedback and we are taking necessary measures to improve our shortcomings. Firstly, we would like to apologise for not delivering the experience that you have hoped from us. We are very sad and disappointed to hear that you received a cold and heartless breakfast. We agree that a morning breakfast must be appetising and warm as breakfast is the most important meal of the day. We have discussed this issue with our kitchen staff, chefs and servers. We are also hiring a quality checker who will ensure the quality, taste and freshness of the food that will be served to the guests. We are also noticing similar issues and are working quickly with our chefs to develop a brand-new menu that will hopefully be appealing to our guests. For the second issue of noise creeping from neighbouring rooms, we take responsibility for not resolving this issue earlier. We are integrating sound-proof material into the walls while renovating the hotel hoping this would resolve this issue. Furthermore, to be absolutely sure we are also using sound-proof windows and curtains to block any excessive noises. We are also reinforcing the doors by replacing the current ones with new soundproof doors. We agree that it is a guest’s right to get a good night's rest. We hope with all these changes we can provide a comfortable and peaceful environment to all our guests. For the cleanliness of the rooms, we apologise that you had to experience an unhygienic room and shower. We have seriously discussed this issue with our housekeeping staff and we now can assure you that it will certainly not be a problem in the future. The housekeeping staff are advised to ventilate the room properly, vacuum the floors and furniture, dust the room on a daily basis and use disinfecting products in the bathrooms. We are also increasing the frequency of scheduled regular deep cleaning which will help maintain the cleanliness and the hygiene of the hotel grounds. We hope to provide our guests with clean, fresh and spotless rooms and public areas which would create an unmatched and healthy experience. Furthermore, we are also enhancing the check-in and check-out experience with our friendly staff’s hard effort. We are reviewing every feedback from our guests to locate our shortcomings and start taking necessary steps for them. We would like to issue a free stay for you and one of your friends so you can assess all the changes and improvements that we have made. We hope that you will contact us on our official website or in any of our hotels so we can make arrangements for the free pass. We are extremely lucky to have a guest like you and we hope we can deliver your expectations in the future.
With much appreciation
Hotel Indigo Bath.
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Component Three: 
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%) Writing in essay format 
	Element 1 – Pre-Arrival 

	According to Setupmyhotel (2023), the guest cycle in hospitality consists of four stages, out of which pre-arrival is the first stage. The pre-arrival stage of the hospitality guest cycle is the stage where the selection of hotels and hospitality services based on the preferences of the tourists is carried out. The first stage of the guest cycle involves reservations from the travellers, which is affected by the brand image of the hospitality industry. These stages are known as the stage of pre-interaction between the guest and service provider or hotels before the time of the guest's arrival at the hotel. More than that, the pre-arrival stage includes verification of documents, and registration of expected guests (HM HUB, 2023). The front office staff plays an important role in the process of the pre-arrival guest stage, the staff often creates guest folios and accepts reservation requests of the guests, analyses the requirements and preferences of the expected guests (ihmshimla, 2020). Direct callings from guests, online bookings, central reservation systems and travel agencies are some of the methods or ways through which the hospitality companies and industry initiate the stage. In the context of pre-arrival and bookings by the guest, Holiday Inn in the UK has enabled online sources such as Android apps and has allowed direct callings for pre-reservation (IHG, 2023). Also, the offerings and insight into the hospitality services are provided in the cycle of pre-arrival. The requirement of communication is done through channels such as emails, and messaging apps through which the guests are notified about the services and offerings available at the hotels and initiations of hospitality regarding different occasions and events (Fallon and Rutherford, 2011). According to Johnston et al., (2012), advanced communication technologies have helped link the organisation and guests that facilitate the effective transmission of data and information.

	Element 2 – Arrival 

	After the completion of the first stage of the hotel guest cycle the second cycle of begins with functions of rooming and registration. After the pre-arrival stage, the second stage begins with the arrival of guests in the hotels where business relation between the hotel and guests occurs through the means of the front office (Gaur, 2020). The staff of the front office in the hospitality industry functions the role of assigning and allocating rooms, and guides and hands over the key of the allotted rooms to the guests (ihmshimla, 2020). The stage of the arrival of the guest is highlighted with procedures of checking in by the guests. According to Setupmyhotel (2023), the stage involves six steps out of which some are the inclusion of welcoming guests, the room allotment stage, ensuring secure advance payments, and providing the guest with information about services and offerings. For the effective check-in process, the hospitality industry even initiated various modes and facilities such as payment methods. For instance, Premier Inn has enabled the payment method of such using credit cards and debit cards and has also allowed the use of Klarna finances which allows guests to post payments of rates and also an option to pay in three (Premierinnbed, 2023).

	Element 3 – Duration of stay 

	This is one of the most important stages in the “Hotel Stage Cycle” as it includes the period of stay of the guests. The duration of the stay depends on various factors such as the quality of service that is provided by the staff of the hotels. This also boosts the chances of the guests extending their stay and increases the chances of future visits. The loyalty programs that the hotels run result in increasing the duration of the guest’s stay. The various services such as housekeeping help the hotels to maintain cleanliness and hygiene. Demand and requirements for a longer stay are the results of the excellent services provided by the staff of the hotels (Hammer, 2016). Another key element that increases the stay of the guests is clear and effective communication between the guests and the hotel staff. This allows the hotel to build positive customer relations which includes providing immediate and effective responses to resolve guest’s problems and queries. The room service also plays a big factor as the guests are always looking for comfort, convenience and luxury which includes the in-room dining service. For example, the UK-based hotel chain Marriott runs a limited-time program that promotes the idea of “stay more, pay more and cost less”. They also offer various services within this program like bonus point purchases, gift cards and additional benefits to premium members (Marriott International, 2023). The idea behind this is to attract new customers and ensure they stay for a longer duration.  

	Element 4 – Departure 

	This stage is related to the process of check-out of guests from the hotel. This part of the stage holds an important value as it is involved with managing the accounts and recording the guests. The process of checking out starts with the hotel staff providing smooth and effective service to the guests which provides the guests with a satisfied feeling after their stay. During the departure stage, the staff of the hotel also ask the guests for feedback and their overall experience and satisfaction after their stay (Tesone, 2010). The feedback collected from the guests can be a great reference to improve the shortcomings and the services of the hotel. It also helps to gain the trust of the guests as they witness the improvements in the services that were suggested by them. The staff also confirms that every guest has been successfully and correctly billed by the hotel. The bill includes the amount that the guest has been charged for the stay with all the additional charges. The check-out process of hotels should be easy, convenient and quick which is also the part of the experience that the guests consider for future visits. For example, the hotel chain Marriott offers check-out services through an online mobile app (Marriott.com, 2023). The guests will first receive a notice for the check-out very early. Then the check-out service is at the fingertips of the guests as they can simply open up the app and click on the check-out. With this, the process is done within a few seconds and it is very convenient for the guests.
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Pleasant stay, but with a few hiccups.

My husband and | enjoyed a pleasant stay at Hotel Indigo in Bath. The hotel is centrally located- short
walking distance from the main attractions, restaurants, shops and bars, which is fab. We parked in the

manvers street car park across the road which was also ideal and cheaper than paying for valet parking.
Our check in experience was quick and smooth- thanks to Tracey for showing us to our room.

Our room was nicely decorated and well equipped with a large tv (with chrome cast), nespresso machine,
safe, fridge and complimentary drinks, which was lovely. The bed was also very comfortable. I'd booked
@ premium king bed room and | felt that the photos on the website did not reflect the room that we were
Read more v

Date of stay: October 2023

Trip type: Travelled as a couple




