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Student Journal

Introduction: In my recent period with the front office department, I had the chance to engage in a variety of tasks and responsibilities that played a crucial role in enhancing the overall guest service. Employing the Gibbs Model of Reflection, I will delve into and examine my encounters, emotions, hurdles, and personal development throughout this placement.
Description of Tasks and Responsibilities: In the front office department, my tasks included handling guest inquiries, managing check-ins and check-outs, and ensuring a smooth and efficient operation. These responsibilities played a crucial role in shaping the guests' first and last impressions, emphasizing the importance of effective communication and professionalism. 
Contributions to Guest Service Experience: Every task undertaken had a direct impact on the overall guest service experience. Efficiently managing check-ins and check-outs contributed to a positive first and last impression, setting the tone for the entire stay. Effective communication was essential in addressing guest inquiries promptly, ensuring their needs were met seamlessly. The importance of professionalism became evident in creating a welcoming atmosphere and building trust with guests. 
Feelings and Emotions: Throughout the placement, a range of emotions was experienced. Managing guest inquiries in a fast-paced environment was both challenging and exciting. The responsibility of ensuring guest satisfaction brought a sense of fulfilment, while challenges in multitasking and maintaining composure during peak times generated stress. The variety of emotions underscored the dynamic nature of the hospitality industry. 
Performance and Skills Evaluation: 
Upon introspection of my performance, I recognized proficiencies in resolving problems, managing multiple tasks simultaneously, and addressing conflicts. These skills were applied effectively in addressing guest concerns and ensuring a smooth workflow. However, areas for improvement were recognized, particularly in time management during peak hours. Evaluating my performance helped me recognize the importance of continuous self-improvement. 
Impact on Understanding of Front Office Role: 
My time in placement really helped me understand how important the front office is for making guests happy. Talking with guests and colleagues showed me how crucial good customer service is for creating a friendly and organized atmosphere. The placement was a transformative experience that deepened my appreciation for the intricate details that contribute to guest satisfaction. 
Ethical and Cultural Considerations: Encountering diverse guests raised awareness of the importance of cultural sensitivity and ethical considerations. Situations requiring respect for diversity were handled with care, emphasizing the need for an inclusive approach. This experience emphasized the significance of fostering an environment that respects and embraces diverse backgrounds. 
Conclusion: In conclusion, my placement in the front office area has been a valuable learning experience. It has influenced my perception of the hospitality industry by showcasing the intricate balance between efficiency and personalized guest service. This experience has contributed to both my personal and professional development, fostering adaptability and resilience. 
Action Plan for Future Improvement: To enhance my skills in the front office area, I plan to focus on time management strategies during peak hours. Additionally, continuous learning through workshops and courses on cultural sensitivity and communication will further develop my abilities. This action plan aims to ensure continuous growth and success in my hospitality career. 
This reflective journal serves as a comprehensive analysis of my front office placement experience, highlighting the lessons learned, personal growth, and a roadmap for future improvement. In further reflection, I recognize the invaluable role of teamwork in the front office. Collaborating with colleagues not only eased the workload but also fostered a positive work environment. Sharing experiences and insights created a sense of camaraderie, enhancing the overall guest service. This aspect emphasizes the interconnectedness of individual roles in the hospitality industry. Moreover, understanding the impact of teamwork has inspired me to cultivate effective collaboration skills. Looking ahead, I aim to actively engage in team-building activities and contribute to a cohesive workplace culture. This insight reinforces the idea that success in the front office extends beyond individual proficiency, emphasizing the collective effort of a dedicated team. 


	
	
	




	
	
	



	
[image: UWTSD new Logo]

Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Dear Sheffield, 
Thank you for taking the time to share your wonderful experience at Delta Hotels Newcastle Gateshead. We are delighted to hear that despite the unfortunate weather, you enjoyed your stay with us.
It warms our hearts to know that our team's warm hospitality stood out as the five-star element of your visit. We take pride in ensuring our guests feel welcome and comfortable. It's especially gratifying to hear that your grandson was treated like a celebrity, enjoying freshly made pancakes and hot chocolate every morning.
We appreciate your positive comments about the cleanliness and comfort of our rooms, and we're thrilled that you found our location convenient for exploring the area, especially with the metro centre nearby.
Your comparison of our hotel to the local feel rather than a large corporate chain is incredibly rewarding. We strive to create a personalized and memorable experience for each guest.
We look forward to welcoming you and your family back to the Marvellous Marriott at Delta Hotels Newcastle Gateshead for another exceptional stay.
Kind regards,
Adriana Trefas, Hotel Manager





	Screen shot of referenced Trip Advisor review used:[image: ]
Trip Advisor (2023)

	

	

	

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

	
Dear Ms. Blake, 

I hope this message finds you in good health. Your decision to share your recent hotel stay concerns is genuinely appreciated, and I thank you for taking the time to communicate them with us. I extend my sincere apologies for any disappointment and inconvenience you may have encountered during your visit. Your feedback is of utmost importance to us, and we want you to know that we are wholeheartedly committed to addressing the specific issues you've highlighted. Our goal is to make tangible improvements that will significantly enhance the overall quality of our services for you and our future guests.
I am truly sorry to learn about the cleanliness issues in your room. This is not reflective of the high standards we aim to maintain, and I assure you that we are conducting a thorough investigation to identify the lapses in our housekeeping procedures. Immediate corrective actions will be taken to ensure that such oversights do not recur in the future. Your comfort is our top priority, and we deeply regret any inconvenience caused. 
Regarding the Wi-Fi service, we understand the importance of a reliable internet connection, especially for business travellers. I apologize for the disruptions and slow speeds you encountered. We are actively working to upgrade our Wi-Fi infrastructure to provide a faster and more stable connection for our guests. Your feedback highlights the areas that need improvement, and we are committed to making the necessary changes promptly. 
I am sorry to hear about the noise disturbances during your stay. We recognize the significance of a peaceful environment for our guests, and I assure you that we are implementing measures to address noise-related issues and ensure a more tranquil atmosphere in our hotel rooms. 
Your comments about the customer service you received are disheartening, and I sincerely apologize for any unresponsiveness or lack of assistance you encountered. We are conducting additional training for our staff to enhance their customer service skills and responsiveness to guest requests. We aim to provide a warm and welcoming environment for all our guests, and your feedback will guide us in achieving this goal. 
To express our gratitude for your patience and understanding, we would like to offer you a complimentary stay on your next visit, where we can demonstrate the improvements, we have made based on your valuable feedback. Additionally, I would appreciate the opportunity to personally discuss your experience further. 
I want to express my apologies once more for the inconveniences you encountered during your stay. Our commitment is unwavering in rebuilding your trust and ensuring that your future visits with us are nothing short of exceptional. Your feedback is invaluable, and we sincerely appreciate you bringing these concerns to our attention. We eagerly anticipate the chance to restore your confidence in us, and we look forward to welcoming you back for a much-improved experience.


Sincerely, 
Adriana Trefas, Hotel Manager 
Hotel Delta Marriot  
Contact Info: 2242075@student.uwtsd.ac.uk 
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Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	
According to (Cousins and Weekes, 2020, p. 10) meeting or exceeding customer expectations, active listening, friendliness, adaptability, and achieving customer satisfaction. These skills are crucial for hotel front office staff who are the frontline representatives of the establishment. Good customer service is integral to guest satisfaction and loyalty, leading to increased sales, fewer complaints, and attracting new customers. In the hotel industry, renowned for personalized service, meeting individual needs and forming professional relationships are paramount. The principles in (Cousins and Weekes, 2020) reinforce the universal importance of customer service skills, emphasizing the positive impact on a hotel's reputation and overall success. 
The supervisor-supervised relationship in hotel management is evolving. Recognizing that guest service is paramount, the shift from a management-imposed culture to an employee-participative one requires commitment. This transition places the responsibility for exceptional guest service with frontline staff, emphasizing the crucial role of managing guest services close to the action. Convincing employees of the task's importance and mutual interest becomes the challenge for effective management. This shift acknowledges that great hotel management revolves around guest service, not just amenity expansion, necessitating a collaborative approach from all levels of the organization (Vallen and Vallen 2014, p.200). 
Examples of Quality Management: Guest needs have always been a part of the industry's focus, with Quality Management (QM) gaining prominence during economic downturns when profit improvement is crucial. The pivotal shift occurred in 1992 when Ritz-Carlton won the Malcolm Baldrige National Quality Award, emphasizing the role of staff in achieving profit goals. This award revitalized the industry's commitment to guest service. Following suit, Sheraton introduced its Guest Satisfaction System, later renamed Sheraton’s Service Promise, echoing the emphasis on hiring, training, delegating, and rewarding—core tenets shared by various quality management programs (Vallen and Vallen, 2014, p. 202). 


	
Key Skill 2 – Communication Skills 


	
Communication is essential in the front office, acting as a crucial element for various management functions. It involves exchanging information and understanding its meaning, emphasizing the need for effective language comprehension. Successful communication occurs when the sender's intended thought aligns with the receiver's perception. In the context of the front office, where constant interactions and language proficiency are key, clarity and mutual understanding play a pivotal role in guest interactions and interdepartmental communications. (Walker and Walker, 2014, p. 662).
An example is that Marriott Hotel is embracing effective communication skills is vital for professional success, whether on a grand stage or in intimate settings. Inspired by TED's Director of Speaker Coaching, Briar Goldberg, Marriott's content series offers invaluable insights into memorization, overcoming public speaking fears, on-the-road speeches, and mastering virtual presentations (Marriott International, 1996-2024). 



	
Key Skill 3 – Organisational Skills 


	
The front office department of a hotel encompasses various sub-departments with specific roles, and its size, structure, and organization depend on factors like hotel size, service level, and target customer groups. The department is overseen by the front office manager (FOM), traditionally responsible for tasks ranging from reservations and reception to cashiering, night audit, guest service, and telephone switchboard activities. Throughout the guest cycle—comprising pre-arrival, arrival, stay, and departure—guests interact with the front office during reservation, check-in, various points of their stay, and settlement of accounts upon departure. These interactions are crucial moments distributed across the guest cycle, which guides the operational model of the front office department. This model not only influences the department's procedures for handling guest interactions but also dictates its interactions with other hotel departments, such as housekeeping, accounting, and engineering. These interdepartmental interactions are vital for intra-hotel communications, ensuring a cohesive and effective operation within the hotel environment (Wood and Roy, 2013, p. 46). 
An example is that Hilton Hotel strategically leverages technology as a core organizational skill, orchestrating seamless and personalized digital services. By efficiently managing reservations and check-ins, Hilton maintains a positive guest experience even during peak times. With a commitment to making each stay distinctive, their innovative approach ensures every moment caters to the unique preferences of their valued customers, delivering a truly unforgettable experience (Hilton, 2024). 


	
Key Skill 4 – Problem Solving Skills 


	
In the dynamic environment of a hotel front office, unexpected challenges and guest issues are inevitable. Problem-solving skills are essential for staff to address issues promptly and effectively. According to Walker and Walker (2014, pp.671-682), effective problem-solving involves critical thinking, creativity, and a proactive approach. The ability to remain calm under pressure is also crucial in resolving issues without compromising guest satisfaction (Walker and Walker 2014). 
Hospitality organizations face continual change and performance demands, necessitating effective leadership. The dynamic nature of the industry requires adaptable structures to enhance overall performance, placing a premium on strategic leadership to navigate challenges and drive continuous improvement (Tran, 2015, pp. 16-42). 
An example is the Four Seasons Hotels and Resorts is renowned for its commitment to resolving guest issues promptly and creatively. Staff members are empowered to find solutions that exceed guest expectations, contributing to the brand's reputation for exceptional service (Four Seasons Hotels Limited 1997-2024).
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Marvellous Marriott
Review of Delta Hotels Newcastle Gateshead

..... Reviewed Oct 27, 2023

We were unlucky to visit during the torrential downpours so our outdoor activities were limited so we
spent more time in the hotel than anticipated. We took advantage of the lovely pool area as we had
our grandson with us. The staff in every area of this hotel were so welcoming and helpful and are the
five star element of this review. The rooms are as described. Clean and comfortable.

Breakfast is standard however our grandson was treat like a celebrity guest with the offers of freshly
made pancakes and hot chocolate. This happened every morning irrespective of who was serving in
the restaurant.

We made the use of the metro centre a few minutes walk away which really helped considering the
weather so a great location for that. We used Uber for reasonably priced trips around the area.

| enjoyed staying at the Marriott much more than Newcastle City Centre. The staff made this hotel feel
less of a large corporate chain and more of a local hotel.

I can highly recommend this hotel and would definitely stay again.

| cant think of any negatives

More

Date of stay: October 2023
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