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[bookmark: _Hlk149668451]Key skills required to work in a ‘hotel front office’ include communication, problem-solving, teamwork, patience, and adaptability (Ushakov et al. 2020). The skills I have include patience, problem-solving, and adaptability. 
ERA cycle of reflection can be utilized to reflect my skills to work within a ‘hotel front office’. It is considered the simplest reflection model that consists of three steps namely experience, reflection, and action (Fergusson, van der Laan and Baker 2019). 

[bookmark: _Hlk149688097]Experience: While working in a hotel as an intern, I acquired an experience where I realized the skills that I have and the skills that I need to improve to become an effective professional in the field of the hotel industry. I was at the reception welcoming guests giving them detailed information about the rooms they booked and handing over the keys to their rooms. The hotel was close to the sea and that is why the glass door to the balcony in the rooms needed to remain closed to protect the room from extreme humidity. Keeping the door open could moisten the walls and ceiling of the room which could make the experience of the guests staying in the rooms uncomfortable. However, I could not communicate this fact clearly to the guests and one guest party kept the balcony door of their room open for several hours. This made the walls sticky and water drops started dropping from the ceiling. 
The guest in the room was infuriated and the upper management of the hotel had to talk to the guest to keep things under control. The guest was transferred to another room and was also informed about the fact that balcony doors had to remain closed. I believe that I failed to inform the guest about the fact because of a lack of communication skills and a lack of teamwork. However, I was patient enough to keep my cool when the guest started yelling and I adapted the upper management’s approach towards the guest without reacting. I also reflected on problem-solving by referring to the management to give the guests huge discounts for meals for the day. 
Reflection: I felt during the incident that I was losing control of the situation and I was immensely embarrassed as well to commit such a mistake. I thought that I could have responded in other ways when the guest came to complain about the room. I could have instructed the guest to close the door and start the air conditioner in the room and offered some entertainment and in the meantime, the room could have dried. I understood that low communication skills along with a lack of self-confidence caused the issue. Moreover, my inability to do teamwork complicated the situation further as the issue could have been solved easily with teamwork. 
My communication skills need to improve so that I do not commit the same mistake again in the future. According to communication theory, one can understand a way to converse with others to analyze processes, commitments, and events to form decisions (Van Ruler 2020). For example, hotel staff need to communicate with arriving guests to inform them about their allocated rooms otherwise the guests cannot find their rooms. I also think that I need to improve my skills in teamwork. As per Tuckman’s theory of teamwork, relationship form and leadership style of team members change when a team forms ability and maturity (Clark 2021). For example, good teamwork among hotel staff can help them mitigate a conflict faster than solving the conflict individually. 
Action: From the above-mentioned experience and reflection, I learned that I need to increase my self-confidence first to be able to communicate with guests. Being assertive helps individuals to become self-confident (Garaika, Margahana and Negara 2019). I need to learn to reject and say no to increase my existing self-confidence. On the other hand, I need to build a positive image to strengthen my confidence. Moreover, I need to develop positive relationships. Positive relationships help individuals to enhance their self-confidence level. These practices are necessary for me to emerge as an effective professional in the future.  
On the other hand, communication skills can be improved effectively by increasing active listening which can be done by paying attention to others’ conversations (Friston et al. 2021). Participating in freely available online courses to develop emotion control which is required to improve communication skills (Bagbekova 2019). I can improve my existing communication skills following these ways. Moreover, building trust, encouraging frequent communication, and providing autonomy in decision-making can improve teamwork (Andrews and Smits 2019). With better communication, one can enhance trust among teams (Phuong and Huy 2022). Therefore, improving my communication can help me to increase my teamwork skills. 
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	Trip Advisor Review Response 150 words +/-10%

	

[bookmark: _Hlk149676148]Many thanks for finding the time to appreciate our service. We hope to serve you again. We request you to share any suggestions to improve our services further. We consider the rating given by you extremely valuable. We will be pleased to host you again soon so that you can enjoy it greatly. We are thrilled to inform you that our hotel is adding some new features regarding entertainment that can help you have a better time the next time you visit us. Moreover, we are also rearranging our menu to offer various continental dishes to help you have a delicious meal with your friends and family. We thank you for recommending our hotel using your review. We are delighted to provide you with a happy and enjoyable experience at our hotel. We look forward to satisfying you again soon so please visit us to make your vacations or weekend getaways unique and delightful.
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Figure 1: Selected review
(Source:  Tripadvisor 2023)

	

	

	

	




















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

	

[bookmark: _Hlk149676171]                                                                 Premier Inn Bournemouth Ferndown Hotel
                                                                 504 Ringwood Road Tricketts Cross, 
                                                                 Ferndown BH22 9BB, England
                                                                 United Kingdom

                                                                                       October 31st 2023
Subject: Response to complaint

Dear Ronald,

[bookmark: _Hlk149688491][bookmark: _Hlk149689279][bookmark: _Hlk149689356]I have reviewed your complaints. Firstly, I feel sorry that you had to go through treatment in our organization. It is of great importance to us to solve the issues you faced during your stay in the hotel. However, we want to inform you that I have acknowledged your issues. I have developed certain measures to mitigate the issues to improve the customer experience of the hotel.

[bookmark: _Hlk149689486]We would like to inform you that the recruiter of Premier Inn has shifted their focus on identifying the employability skills of candidates to recruit them as staff of the hotel. I believe that this action will help our organization to recruit the best talents who will be dedicated to their work and will not commit mistakes such as not maintaining the hygiene of the toilet. Our organization’s recruiters search for communication skills, problem-solving skills, and customer service skills as these factors can determine the good performance of hotel staff. However, the management is planning to evaluate the performance of the hotel staff consistently to ensure a better customer experience. 

[bookmark: _Hlk149689670]The company’s management has decided to update the required employability skills so that better talent acquisition takes place in the organization. Updating such skills can help improve customer service as well. These skills include consistency, paying attention to details, and marketing. It also prioritizes customer service, communication, language skills, and management skills such as time management. However, after reviewing the complaints made by you, the management of the organization will create frequent assessments to evaluate if the mentioned factors are checked regularly or not to improve the standard of overall customer service offered by the organization. I think that you will agree to the fact that these measures will help the organization to overcome issues that you faced during your visit to the hotel. 

Moreover, the management authorities of Premier Inn have decided to change its current problem-solving attitude as problem-solving is rendered as one of the most crucial skills to work within the hotel industry. The higher authorities of the hotel will develop a new and effective problem-solving approach that will ensure faster problem recognition and quicker response teams to solve issues of customers as fast as possible. The responsibility of these teams will be to address the problems of customers as soon as a customer reach them. Then they will create an action plan within 45 minutes to make sure that the customers who face the problem are aware of the same information. The team will also inform the customers that they will prepare an alternative solution to resolve their problems effectively. 

It will be the responsibility of the team to revert to customers within 45 minutes else the customer will be given a full refund of their booking and the hotel will arrange another booking for the customer in another nearby hotel. 

I hope we will be ready with better customer service when you visit us next time with the mentioned actions and plans. 
[bookmark: _Hlk149676177]
Sincerely,
Madalina Duta
Customer Relationship Manager
Premier Inn Bournemouth Ferndown
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
[bookmark: _Hlk149690071][bookmark: _Hlk149687529]Interaction between guests and the hotel is the major element of the pre-arrival stage regarding the “hotel guest cycle”. The importance of this interaction is great as it can create a positive impression of the hotel in guests' minds. There are specific functions of this stage or element. These are reservation processing, guest folio development, blocking the selected room, and creating special arrangements for upcoming guests (Ihmshimla 2020). Among these elements, reservation is the most important and first activity or element of the “hotel guest cycle”. In this step, the guest chooses a hotel based on recommendations, advertisements, reputation, previous experiences, and location. After this step, the guest contacts the chosen hotel via e-mail, telephone, or fax to reserve a room. The performance of the reservation staff is crucial in this stage because it creates the first impression of the hotel and its service in the guest’s mind (Sann and Lai 2020). 
[bookmark: _Hlk149687541]After confirmation of reservation, the hotel needs to collect advance payment or credit card details in some cases. This information also helps the hotel staff to develop guest folio. After this step, hotel staff ask the guest if there any other arrangement is wanted by the guest. Then hotel staff blocks the selected room from other guests. Lastly, they make special arrangements for the arriving guest if required. For example, as per the review of a guest who visited the Dorchester Hotel, the staff made the guest and his wife feel special starting from their arrival moment as the company’s value is to follow creativity (Dorchestercollection 2023). 



	







Element 2 – Arrival 


	

[bookmark: _Hlk149687561]In the arrival stage, guests can meet the staff of a hotel face-to-face. They see the hotel’s services and standards with their own eyes and form opinions about the same.
The general functions or elements of this stage include welcoming the guests at the reception, registering the guests, and assigning allocated rooms to the guests (Hussain and Khanna 2019). These functions also include providing the guests with their room keys, handling their luggage, and informing the guests that the hotel has taken care of their luggage. 
These functions ensure guests that they are in a secure place and can enjoy as long as they want without worrying about their belongings. Some hotels collect payment methods from guests after their arrival (Afrianto and Gulö 2019). Moreover, hotel staff directs the guests to their assigned rooms at this stage and asks the guests if they want anything else. The “front hotel staff” generally take care of this stage.
They have multiple duties in this stage as they inform about room packages and details of the room during this time. They also interact with the guests informing them about available facilities and features of the hotel. After completing these processes, the guests sometimes order food and beverages by calling the reception attendees. Some hotels also take advance payments from the guests for the stay duration of the guests which they adjust while receiving payment from the guests on the day of their departure (Hu, Trivedi and Teichert 2022). For example, The Resident Liverpool takes advance payment from guests.



	











Element 3 – Duration of stay 


	
[bookmark: _Hlk149687574]This stage enables guests to experience the services as well as facilities of the selected hotel. These facilities help guests determine the overall experience of staying at the hotel. It is also the foundation of the formation of positive reviews of the guests on the hotel and its services (Sayin and Karaman 2019). Moreover, their experience can determine if the hotel will get repetitive business from the guests or not. It depends on the front office staff working at a hotel to determine the smoothness and efficiency of the hotel’s offered services as well as facilities. 
[bookmark: _Hlk149687582]The elements that are crucial for this stage include guest account handling and message coordination. “Front desk cashiers” of hotels create as well as maintain guest accounts and night auditors also do regular auditing of various guest accounts (Liu and Liu 2021). Message coordination takes place when hotel staff receive guests or messages for guests at times when the guests are out of the hotel or out of their rooms. Information assistants of the hotel take care of their belongings to ensure that their belongings remain in the same condition till guests return. The next element of this stage is to provide a “guest mail delivery” service in which hotel staff accept the mail of guests if they are unable to accept the mail. Front desk staff generally receive these emails. For example, “The Royal National Hotel” offers “guest mail delivery” to guests. Apart from these elements, guest paging. “Guest room change”, and providing a “safety deposit locker” are other important elements. Moreover, handling queries of guests, offering information, and making inter and intra-city travel arrangements as per requirements are also handled by “front desk staff” (Shin, Perdue and Kang 2019).



	











Element 4 – Departure 


	
[bookmark: _Hlk149687596]The duties of the front office are also of great importance to create the last impression in the minds of the guests ready to departure. They need to manage any unpleasant experience faced by the guests during their stay by offering guests hassle-free and smooth departures (Septariani et al. 2020). The major elements of this phase are guest bill presentation and preparation, guest account settlement, and luggage handling. The functions also include marketing and sales actions to convince guests to future visits (Jawabreh, Al Fayoumi and Bareya 2022). Lastly, it is the responsibility of “front office staff” to provide guests with a warm farewell or departure. Moreover, the smooth completion of these functions largely depends on the performance and activities of staff at the front desk of hotels. However, some hotels also provide after-departure services to guests such as offering gift vouchers, discounts, and many more.

[bookmark: _Hlk149687605]Moreover, hotel staff often wish the departing guests about significant life events of guests. Apart from these functions, the hotel staff working at the front desk need to carry the luggage of guests to drop off those in the vehicles in which guests will depart. After completing the payment successfully, the front desk staff collects guests’ feedback regarding their experience at the hotel. The staff also offers shutter services to guests if they require it (Belias and Trihas 2022). They need to arrange these services if guests agree to it and lastly update the status of room availability after guest departure. For example, “Renaissance London Heathrow Hotel” offers shutter services to guests. 
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Brilliant stay

My husband & | stayed here for 4 nights to visit friends & family. From the moment
we arrived at 8pm on the Sunday night we were given a warm & friendly welcome
by the lady on reception. Were able to book into the adjoining restaurant for a
meal at 9pm.

The room was clean & comfortable. All staff we encountered were very friendly &
always said hello, asked if our stay was going ok & if we needed anything.

We will definitely be returning next year.

Read less

Date of stay: August 2023

Trip type: Travelled as a couple

This review i the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripodvisor
performs checks on reviews as part of our indlustry leading trust & safety standards. Read our transparency
report to learn more.
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