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To work at a hotel front office, one needs a mix of interpersonal, organisational, and problem-solving abilities. In this essay I will try to identify as many of these skills as possible, and while I do so, with the use of Gibb’s Reflective Cycle method, I will look back at my experiences from my time spent in the hotel placement at Belton Woods Golf & Spa and see how many of the required abilities I managed to display and develop. 
Belton Woods Hotel, Spa & Golf Resort, Lincolnshire is a family-friendly resort which draws customers in with a promise of relaxation and privacy provided by the acres of serene woodland that surround it (Belton Woods, 2023
During my experience working at the front desk, I had one customer who needed to amend the menu options provided to her for a Christmas dinner that was supposed to be organised at our hotel but did not want to have the organiser know about it.
At first, I felt nervous as I realised a high quality of customer service is expected of me as I was now representing the organisation. The customer service skill is in my opinion one of the most important skills needed to work in the hotel industry overall and not just at the front desk, this is because the quality of service you provide customers has a significant impact on how visitors see the hotel right away (Daoust, 2021). Using a courteous attitude, I immediately realised the customer was speaking in a hushed tone, afraid some of the people joining her for lunch were going to hear, I showed empathy and replied in a tone that was matching the customers that she does not need to worry as I will do my best to resolve her problem. 
Using my communication skills, I explained to the customer what I will do next and asked her to provide a phone number so I can call her with an update. Communication is an important skill for a front desk as it entails being able to explain to visitors the hotel's rules, services, and neighbouring attractions in a professional manner. Ivana Vidak, Martina Kovačević and Ivona Kovač make a good argument in their paper ‘The importance of communication skills in hospitality’, by saying that when it comes to hospitality, communication between the hotel staff and the customer starts from the fundamental concept that the guest is always right (Vidak, Kovačević and Kovač, 2022, p. 418). Re-assuring guests that you seek to provide them with the best possible solution is one of the surest ways to resolve a potential conflict or complaint. 
I then realised that I would require to use organisational skills to be able to effectively handle the necessary amendments to this Christmas dinner reservation, but also that I will need to have problem solving skills for this unanticipated event. This is skill is also important for those looking to have a career in hotel management. Bagon, Samillano and Tinapay argue in their paper that this skill should be taught to hotel management student from the early stages to increase their prospects of finding suitable roles after completing their studies (Bagon, Samillano and Tinapay, 2023, p. 90).
As this was a dinner booking, teamwork and collaboration between the front desk and the restaurant team was required. After ensuring the help of the restaurant team, I used computer literacy to email all the teams involved and ensure the message was clearly delivered.
Looking back at how I handled this situation I believe that I made good use of my customer service and communication skills. However, when it comes to teamwork, some improvement is needed as at first, I tried to resolve everything on my own and only later I realised that this will be impossible. 
 In my handling of the situation, I relied on the Importance-Performance theory for customer service which says the performance of a certain service is valuated by the customer based on how the important the outcome is for them (Das et al, 2022). As my customer clearly indicated it was very important to resolve their problem, I knew that managing to do so would ensure that customer’s loyalty towards our hotel.
This situation has taught me that most things can be achieved if there is co-operation and team work within departments, but also that good communication and customer service skills are essential for a front desk worker. 
In conclusion, I will look at developing my team-work skills by seeking more projects that require several people to complete. 
Reflecting on my own experiences working at the hotel front desk utilising Gibbs' Reflective Cycle has helped me improve my skills and provide better service to guests. For those in the hotel industry who want to grow in their professions, it is a helpful tool.
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	Trip Advisor Review Response 150 words +/-10%

	


Dear freeranger2, we greatly appreciate your time in sharing with us your wonderful experience! That you loved the tidy and cosy accommodation and had a wonderful overnight stay makes us very happy. It is great to hear that the food you had in the evening lived up to your taste and presentation expectations. We are happy that you found every member of the staff to be so accommodating, since our team takes great pleasure in creating a nice and welcoming environment. We work hard to make sure our guests have a wonderful dining experience, so we appreciate your kind remarks regarding the exquisitely presented breakfast. We were happy to have you, and we hope to see you again soon for another fun visit. We would be interested in hearing about any specific things you found enjoyable or any recommendations you may have for improvements. Happy travels!




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

	

	

	

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

	


Dear Mr. Federick,
I hope this letter finds you well. We appreciate you taking the time to provide us with comments regarding your recent stay at our hotel. Please accept our deepest apologies for the deficiencies you have encountered, and rest assured that your complaints will be given the highest priority here at our hotel. We can address the concerns that you have brought up and make improvements to our services as a direct result of the essential insights provided by your feedback.
To begin, I would like to express my sincere regret at learning that the standard of the meal that was served on Sunday morning did not live up to your expectations. We are aware of how important it is to begin each day with a meal that is both comforting and appetising, and we are filled with regret that we were unable to provide you with an experience like this one. We are investigating the incident to ensure that mistakes of this nature do not occur again, and we will be examining the procedures that govern breakfast service to improve the quality of the dining experience.
I want to express my sincere regret for the inconvenience caused by the noise coming from the room next door. We are aware of how important it is to provide each of our guests with an atmosphere that is calm and inviting. We are now working hard to find a solution to the problem of disturbances caused by noise, and soon, we will be putting into place procedures that will reduce disruptions to a minimum and make it possible for our visitors to have a pleasant stay.
Your comments about the cleanliness of room 205 have been heard and addressed with the utmost importance. Please accept my deepest apologies for the careless lapse that was made regarding the upkeep of the hygiene standards in that room. We are in the process of doing a comprehensive review of our cleaning methods, with an emphasis on the significance of paying close attention to the smallest of details, and we will be retraining our housekeeping crew to prevent incidents of a similar nature in the future.
It is with the deepest regret that we learn that the high standards for which we strive were not met during your stay with us. Your feedback is extremely important to us as we strive to develop in a continuous manner. We would want to offer you a free night's stay at our hotel as a way of sincerely making up for the inconvenience that has been caused to you because of the situation. In addition, we are immediately putting corrective procedures into place to prevent situations of a similar nature in the future.
We are extremely grateful that you have taken the initiative to bring these issues to our attention, and we want to reassure you that we are actively working to address the problems that you have encountered because of this. Your contentment is of the utmost significance to us, and we look forward to the chance to serve you once more with the intention of providing you with an experience that more accurately reflects the high standards we strive to accomplish.
Thank you for your understanding and patience.

Yours sincerely,
Alina Adriana Badea
Belton Woods Hotel









Component Three:
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Writing in essay format 

	
Element 1 – Pre-Arrival 


	
The pre-arrival stage is the basis of the visitor experience and begins with the original booking procedure. This stage lasts until the guest arrives at the destination. An effective reservation system, a website that is simple to navigate, and a customer service department that is attentive are all necessary components. A pleasant pre-arrival experience is facilitated by open communication as well as the provision of correct information regarding hotel kinds, pricing, and policies. Personalization is becoming an increasingly important aspect of hospitality, with customers appreciating individualised offers and services that are based on their preferences and previous stays at the establishment.
At this point in the process, the importance of marketing campaigns with a strategic focus cannot be overstated. This can be done through both inbound or outbound marketing campaigns (Mucunska and Nakovski, 2022). For hotels to both bring in new customers and keep the ones they already have, they need to implement loyalty programmes, targeted advertising, and participation across social media platforms. The overall pre-arrival experience can be enhanced, which will help to establish a great first impression. This can be accomplished by building anticipation using compelling content and advertising.


	
Element 2 – Arrival 


	
The arrival stage is the point at which the guest really has their initial physical contact with the hotel. It is essential to have check-in procedures that are both quick and polite. This procedure can be streamlined with the use of technology, such as mobile check-in apps and keyless entry systems, which reduces the amount of time guests must wait and increases their happiness. In their book ‘Check-in check-out: managing hotel operations’ Gary K. Vallen and Jerome J. Vallen class this stage as “the moment of truth” as it is now when the guests get to see if what they anticipated for their stay is to be realised or far from it (Vallen and Vallen, 2014, p. 230). The first impression that a guest has is quite important in determining how they feel about their whole stay, so it is important that the personnel be kind and knowledgeable.
There are several things the hotel staff can do to ensure they deliver quality and maintain it, from a visually appealing ambience in the hotel lobby, a smart and looked after appearance for the receptionist, no issues with the booking details and all the way to helping the guest over to their room (Martin, 2019, p. 35).
Another essential component of the arrival process is the preparedness of the room. It is important for the hotel to demonstrate its dedication to the comfort of its guests by ensuring that each room is spotlessly clean, well-maintained, and stocked with the necessary necessities. The arrival experience can be elevated by adding personalised touches, such as welcome items or a hand-written message to the guest, which can create a moment that the guest will remember. Through these personalised touches great quality of service and it adds even more value if these touches are unexpected and provide a pleasant surprise to guests (Sturman, Corgel and Verma, 2011, p. 10).
Some high-class hotels will go above and beyond to ensure the first contact the customer has with their hotel will leave a memorable impression, for example, Four Seasons hotels around the world will look to set themselves apart with things like a row boat trip or blessings from a chakra healer (Miller, 2023).







	
Element 3 – Duration of stay 


	
Duration of stay is the stage that constitutes the bulk of the guest cycle and covers the entirety of the guest's stay at the property. During this stage, it is essential to continue focusing on providing excellent communication and service to customers. It is important to ensure that throughout their stay guests understand what services they have available and where they can request them (Karina, 2023). By routinely gauging the level of satisfaction of guests using questionnaires or other feedback mechanisms, hotels can resolve concerns in a timely manner, thereby improving the experience.
It is crucial to always keep the environment comfortable and secure. The contribution of security measures, such as surveillance systems and secure key card systems, to the sense of well-being felt by guests is enhanced by the work of housekeeping staff. Adding value to the experience of the guest by providing a variety of services, such as dining in the guest room and recreational facilities, encourages spending money on-site. It is during this stage where the value-added management principle of which Dana Tesone talks in her book ‘Principles of Management for the Hospitality Industry’ is most visible, as during the occupancy stage managers have the chance to organise their teams in a way that provides efficiency, productivity, and value for the customers (Tesone, 2010, p. 98). 
The level of participation of the staff is an essential component of the occupancy stage. A nice environment and a sense of hospitality that extends beyond the physical facilities are both created when the staff members are well-trained and motivated. Providing personalised services to guests, such as support from a concierge or event planning, contributes to an increase in the level of overall happiness they experience.
With the development of technology, guests are now looking more and more for hotels that provide smart features and it is important for hotel managers to keep up with this trend to avoid being left behind (Wadhwa, 2023).







	
Element 4 – Departure 


	
The guest's departure is the last opportunity to make a good impression on them that will linger long after they have left. Creating a more streamlined check-out procedure, whether using mobile choices or express check-out, adds to a more seamless departure experience. Trust may be maintained and disagreements reduced by making invoicing details, including any additional fees, easily accessible to customers. Making best use of technology by making the check-out process available via mobile phones has multiple benefits, from reducing queues, to ensuring guests make the most of their stay by reducing the time spent at reception and increasing their time enjoying the hotel facilities (Clayton, 2023).  
It is beneficial to solicit comments throughout the departure stage for the purpose of continuing improvement. Guests are grateful when they are given the opportunity to share their experiences, and hotels can utilise this information to improve the quality of their offerings and handle any problems that may arise. The habit of expressing thanks and providing incentives for future visits, such as awards for participation in a loyalty programme or special offers, fosters repeat business. Some of the best loyalty programmes are Hilton Honors and Marriott Bonvoy, which is an example for other hotel managers that customer loyalty goes a long way to establishing a long-lasting brand in the hospitality industry (Rosen, 2021).
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“A great overnight stay. Clean room with comfortable bed. The food at the evening meal was well
presented and delicious. The breakfast was beautifully set out and all the staff were so pleasant.
Thoroughly enjoyed our stay.”

Read more v

Review collected in partnership with this hotel ©

Date of stay: November 2023

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