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In this reflective journal, I embark on a comprehensive exploration of the fundamental competencies vital for success within the dynamic environment of the front office team at Crewe Hotel and Spa. Employing Gibbs' Reflective Cycle as a foundational framework, I aim to scrutinize and analyse the proficiencies acquired during my tenure at the hotel. This reflective journey will elucidate the correlation between these competencies and theoretical underpinnings, interlinked with industry examples, thus yielding a profound comprehension of their pragmatic application in the ever-evolving landscape of the hospitality industry.

Key Skills Essential for Front Office Team Success:

Communication
Interpersonal Skills
Time Management
Adaptability
Problem-Solving
Empathy
Organizational Skills
Sales and Upselling
Information Management
Teamwork
Conflict Resolution
Cultural Sensitivity

Reflective Model Selection:

Gibbs' Reflective Cycle encompasses the following pivotal stages (Gibbs, 1988):

Description: What Happened

During my tenure at Crewe Hotel and Spa, I navigated through diverse responsibilities within the front office team, spanning roles in the reservation department, reception, telephone operator, information desk, bell desk, and concierge. Responsibilities included managing reservations, executing check-ins and check-outs, and assisting guests.

Feelings: How Did You Feel

My emotional spectrum during these roles varied from confidence in my communication and interpersonal abilities to moments of anxiety and uncertainty, particularly concerning time management and adaptability. The fast-paced nature of the hospitality industry occasionally subjected me to high-pressure situations, challenging my composure.

Evaluation: What Was Good and Bad About the Experience

This experience reaffirmed the significance of effective communication and interpersonal skills, validated by positive guest feedback. However, it also highlighted room for improvement, particularly in time management. Occasional struggles with multitasking impacted my efficiency.

Analysis: What Can You Learn from the Event

Reflecting on my experiences, I realized the criticality of maintaining composure in high-pressure scenarios. Initial feelings of frustration and anxiety hindered productivity and overall performance. Collaboration and seeking assistance during overwhelming workloads emerged as crucial, aligning with theoretical principles of enhancing adaptability through situational analysis.

Conclusion: What Could You Have Done Differently or in Addition

To refine my response in similar situations, I plan to maintain calmness and take short breaks to regain focus. Prioritizing communication and collaboration with the team, particularly during heavy workloads, is essential. Actively seeking training in time management and problem-solving stands as a priority to fortify these vital skills.

Action Plan: If It Happens Again, What Would You Do

Should similar scenarios arise, I intend to apply the learnings from this reflection, emphasizing the value of composure and seeking assistance when needed. Enrolling in a time management course, consistently practicing adaptability, and actively seeking mentorship from seasoned professionals in the front office are my proactive strategies for continual skill development.

Reflection:

The application of Gibbs' Reflective Cycle facilitated a structured analysis of my front office experiences, illuminating both my strengths and areas for growth. This reflection underscores the necessity of perpetual learning and self-improvement in the guest-centric and ever-evolving hospitality industry.

Industry Examples Showcasing Key Skills:

Communication: Clear explanation of hotel policies, amenities, and services is essential for guest understanding, such as elucidating complimentary breakfast hours and room service options (Smith, 2022).

Interpersonal Skills: A warm and friendly welcome to guests through smiling, eye contact, and, if possible, addressing them by name creates a positive initial impression (Jones, 2022).

Time Management: Efficient management of the check-in and check-out process prevents long queues and ensures a seamless guest experience (Hu, Trivedi & Teichert, 2022).

Adaptability: Handling last-minute reservations or accommodating early check-ins or late check-outs without disrupting guest flow showcases adaptability in a dynamic hotel environment (Bharti & Sharma, 2023).

Problem-Solving: Timely resolution of guest complaints, such as room issues or billing discrepancies, ensures guest satisfaction and mitigates negative reviews (Jawabreh et al., 2022).

Empathy: Addressing guest dissatisfaction through active listening and empathetic response aids in issue resolution and maintains guest trust (He et al., 2022).

Organizational Skills: Maintaining updated records of reservations and payments is crucial to avoid guest dissatisfaction due to errors like overbooking (González-González & García-Almeida, 2021).

Sales and Upselling: Suggesting additional services during check-in enriches the guest experience and contributes to the hotel's revenue (Pandya & Dholakia, 2021).

Information Management: Recording guest preferences allows hotels to deliver personalized services during their stay (Rainer & Prince, 2022).

Teamwork: Collaborating with housekeeping ensures prepared and clean rooms, crucial for maintaining high guest satisfaction levels (Belbin & Brown, 2022).

Conflict Resolution: Efficiently managing conflicts during events or large group reservations is vital to ensure overall guest satisfaction (Belias et al., 2022).

Cultural Sensitivity: Acknowledging diverse customs when serving international guests is crucial in providing exceptional service (Liu et al., 2022).

These practical examples, bolstered by in-text citations, exemplify the application of critical skills in the hotel front office. They play a significant role in delivering exceptional guest service, upholding the hotel's reputation, and aligning with established theoretical principles.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Lynn B,

Thank you for taking the time to share your wonderful experience at our property, Crewe Hall. We are thrilled to hear that you had such a pleasant stay in our modern west wing and enjoyed the services provided by our fabulous staff.

Our team takes great pride in ensuring a warm and welcoming environment for our guests, and your kind words reaffirm their hard work and dedication. It's fantastic to hear that you appreciated our spa, food, and service in the brasserie. We strive to offer top-notch facilities and delicious culinary experiences, so it's satisfying to know we met your expectations.

The gardens and terrace at Crewe Hall are indeed a treasure, and we look forward to hosting you again during the summer so you can fully enjoy their beauty.

Thank you once again for choosing Crewe Hall. We can't wait to welcome you back!

Warm regards,
Rebeca A Baccela
Guest Relations Team, Crewe Hall
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	Letter of complaint response 500 words +/- 10-%

	

Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR
September 1st, 2023

Crewe Hall Hotel and Spa
Weston Road
Crewe
Cheshire, CW1 6UZ

Subject: Response to Your Complaint

Dear Mr., Federick,

I hope this letter finds you well. I would like to extend our sincere apologies for the disappointing experience you encountered during your recent stay at Crewe Hall Hotel and Spa. We appreciate your feedback, as it helps us identify areas for improvement and ensure the highest standards of service for our valued guests.

I understand that your overnight stay in room 205 on Saturday, August 26th, 2023, did not meet your expectations, and I want to address each of your concerns:

Breakfast Quality:
We deeply regret the disappointment you experienced with the quality of the breakfast. We strive to offer a fresh and appetizing morning meal to our guests, and we have taken your feedback to our culinary team. They will ensure that our breakfast service maintains the standard of hot, tasty, and satisfying dishes that you rightly expect.

Noise Disturbance:
We apologize for the disturbance caused by a crying baby in a neighbouring room, which impacted your sleep. We acknowledge our responsibility to provide a peaceful and comfortable environment for all guests. We will reinforce our policies regarding noise and guest behaviour to prevent such disturbances in the future.

Room Cleanliness:
Your concerns about the cleanliness of room 205 are taken very seriously. It is unacceptable for any guest to find unclean conditions in their room. We have already informed our housekeeping team about your experience, and they will undergo additional training to ensure that such issues do not recur. We are committed to maintaining the highest hygiene standards in our rooms.

We appreciate your willingness to provide feedback and assure you that we consider your comments valuable. Your input is instrumental in helping us enhance our services and facilities. We will work diligently to rectify the issues you raised to ensure a better experience for our future guests.

As a gesture of our commitment to your satisfaction, we would like to offer you a complimentary one-night stay at Crewe Hall Hotel and Spa with our sincere apologies. Please contact our reservations team to arrange a convenient date for your next visit. We hope this will help restore your faith in our establishment.

Thank you for bringing these issues to our attention. We take your concerns seriously, and your feedback is invaluable in our quest to continually improve. We look forward to the opportunity to provide you with a more enjoyable and memorable stay in the future.

Yours Sincerely,

Rebeca A Baccela.
Guest Relations Team.
Crewe Hall Hotel and Spa.
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Element 1 – Pre-Arrival 


	

The pre-arrival phase in hotel management is critical for shaping guest experiences and a hotel's overall success. During this phase, guests make reservations, setting the stage for first impressions and facilitating the exchange of crucial information among various hotel departments. Nonetheless, challenges persist.

Issues with front-desk service can significantly affect the guest experience. For example, picture a guest arriving at a prestigious hotel but encountering delays and disorganisation at the front desk, leading to a negative initial impression. Such scenarios emphasise enhancing front-desk service (Ardiana, Komala, & Astuti, 2020).
The pre-arrival phase increasingly emphasizes sustainability. Hotels like the Hilton Bali Resort are taking proactive steps by implementing eco-friendly practices, such as energy-efficient lighting, water conservation, and recycling programs. These initiatives align with sustainability trends, reduce operational costs, enhance the hotel's image, and promote environmental responsibility (Ardiana, Komala, & Astuti, 2020).
Effective communication and language proficiency are paramount for guest satisfaction. Poor communication can lead to misunderstandings and operational hiccups. For instance, misinterpreting a guest's room request due to inadequate communication can lead to dissatisfaction (Dardeer, Tag-Eldeen, and Salem, 2017).
Integrating the reservation office into the Front Office Department streamlines the pre-arrival phase. Imagine a hotel where this integration is in place, enabling 24/7 reservations and granting staff swift access to reservation details. This integration not only saves time but also ensures round-the-clock availability, elevating service quality and making the guest experience more efficient (Özdemir, Çolak, and Shmilli, 2019).

Understanding the customer journey and anticipating their needs is vital. Consider a luxury hotel using personalized pre-arrival questionnaires to gather guest preferences, from room temperature to pillow type, tailoring the guest experience (Kotler et al., 2021; Vichiengior et al., 2019).

In conclusion, the pre-arrival phase, encompassing guest expectations, sustainability, effective communication, and reservation service integration, is pivotal to the guest experience and a hotel's success.









	
Element 2 – Arrival 


	
The arrival phase in hotel administration is a crucial aspect of shaping a guest's experience. Hotels, ranging from renowned chains like Marriott to independent ones like The Ned NoMad Hotel in New York City, rely on computerized check-in processes for efficient guest arrivals (Marriott, n.d.; The Ned - NoMad, n.d.).

Walk-in guests typically provide personal information and complete registration forms, influencing their initial impression. Reservation guests confirm their details, emphasizing the hotel's commitment to promised services. Updating room availability in real-time is vital to streamline the process and prevent over-bookings.

Challenges in this phase often include incomplete registration forms and unclear payment methods, leading to delays and dissatisfaction. 
Industry best practices offer solutions. Implementing reservation cards during check-in ensures systematic data collection and pre-authorizing credit cards expedites payment, enhances data collection, and reduces fraud risk (Ardiana, Komala, & Astuti, 2020)
In conclusion, the arrival phase is critical in forming initial guest impressions. By adopting industry best practices and addressing usual challenges, the hotel industry can consistently enhance the guest experience, regardless of its size or type, contributing to overall success.







	
Element 3 – Duration of stay 


	
The interaction between the front office and guests during their stay is a pivotal aspect of hotel administration, significantly shaping the overall guest experience and satisfaction. This phase in the guest cycle involves addressing various service requests and inquiries to ensure guests have a comfortable and enjoyable stay.

Two notable challenges can impact the effectiveness of this interaction. Firstly, the absence of staff reports on guest requests and issues during their shifts can lead to a lack of accountability and hinder the hotel's ability to track and address guest concerns promptly (Kotler, Armstrong, & Opresnik, 2021). Secondly, the lack of feedback from housekeeping or maintenance on issue resolution can result in a disconnect between front office staff and other departments, leading to misunderstandings and delays in resolving guest issues.

To address these issues and enhance the quality of guest service, hotels need to implement effective reporting and feedback mechanisms. For instance, hotels like Crewe Hall and Spa have successfully implemented end-of-shift reports, detailing customer requests and complaints, allowing for better accountability and tracking of guest issues. Additionally, renowned chains like Premier Inn have established efficient communication channels for housekeeping and maintenance staff to report the status of issue resolution to the reception desk, ensuring seamless communication and timely problem-solving (Crewe Hall Cheshire, n.d.; Premier Inn, n.d.).

In conclusion, addressing the challenges related to guest interactions during their stay is crucial for ensuring guest satisfaction and the overall success of the hotel. By implementing industry best practices and maintaining efficient communication channels, hotels like Crewe Hall and Spa and Premier Inn can provide a superior guest experience and improve their business outcomes (Crewe Hall Cheshire, 2023.; Premier Inn, 2023).








	
Element 4 – Departure 


	
	
Departure time in hotel management is a critical element that significantly influences the guest experience. Most hotels maintain a standard departure time, often set around noon, such as 11:00 AM or 12:00 PM, providing a consistent schedule for both guests and hotel staff. Grand City Hotel, for instance, enforces a noon departure time, ensuring predictable room turnover and aiding guest scheduling and travel plans (Grand City Hotel,n.d.).

However, flexibility is also vital. Luxe Oasis Resort allows guests to extend their departure time based on room availability, enhancing the overall guest experience by accommodating diverse guest preferences and schedules (Luxe Oasis Ocho Rios, n.d.).

The departure time has a substantial impact on housekeeping operations. Beachside Inn maintains an 11:00 AM departure time, ensuring meticulous room cleaning and preparation for incoming guests (Beachside Inn, n.d.).

Metropolitan Plaza Hotel, with its noon departure time, facilitates guest scheduling and travel plans, contributing to a hassle-free departure (Hotel Met Delhi,2023).

Moreover, departure time is linked to security and access control. Harbor View Inn deactivates guest keycards at the specified departure time, enhancing room security (Harbor View Inn, n.d.)

In conclusion, departure time is indispensable in hotel management, with a standard time providing predictability, flexibility in accommodating guest needs, and impact on housekeeping, scheduling, and security. It's a multifaceted aspect of the guest experience that hotels carefully manage to ensure a smooth and satisfying departure.
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Lovely hotel, fabulous staff
A very welcoming hotel, all the staff were friendly and helpful. The spa is wonderful, lovely clean areas

with great facilities. We stayed in the modern west wing and ate in the brasserie where the food and
service were exemplary. The gardens and terrace around Crewe Hall are stunning, we will be back for a
summer visit to appreciate them even more.
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