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Component 1
The front office job in the hotel industry needs different types of skills to deal with customer interactions. I have the training session in the Hilton Garden inn Brindley place. I will share my learning experiences with the help of Gibb's reflective cycle. 
Description 
The learning of the skills has a high influence on the overview of a situation. The description stage is defined as the incidents that happen in a situation (Williams et al., 2020). I have performed the duties in the reception. The situations in reception are busy in most of the cases and workers must deal with a large number of customers. The learning of management skills and attending the customers has been developed in this scenario. The skills of management are crucial from the perspective of a front office job (Bardi, 2011). I have observed that communication is one of the keys to developing a strong bond with guests. 
Feelings
Feelings is the representation of the internal thoughts and acknowledgement of ideas in the session of learning (Hibbert et al., 2022). I have noticed in the duty period that guests in the hotel have different demands and requirements. The importance of concierge is essential in the hospitality industry to ensure the comfort of the guests (Corgel et al., 2011). I have been able to learn the skills of creative thinking in the learning session. I will apply it to understand and think respective needs of the guests and to provide the perfect solution. 
Evaluation 
Evaluation is the representation of the activities that help to sense both positive and negative influences in a situation (Matsuo and Nagata, 2020). I have observed that the impact of communication has a positive influence on enhancing the hospitality experiences of the guests. The problems regarding the financial and social sources affect the management system in the hospitality sector (Nisar et al., 2021). I observed that it can hamper the experiences of customer satisfaction for the guests in the hotel. The situation has taught me to learn the skills of problem-solving in the respective job role. Guests and the customers are main assets in the sector of hospitality. I will apply these skills to reduce any kinds of problems that may arise with the dissatisfaction of the customers.
Analysis 
Analysis is the representation of the overall assessment of the experiences that have been gathered from a situation. I have experienced that the role of the front office is crucial as the direct interaction with the customers takes place in this aspect. The quality of the services matters in enhancing the customer satisfaction rate in the industry of hospitality (Ali et al., 2021). I have learned the skills of active listening to hear the points and the demands of customers. It has helped to convey the information better to all the departments to treat the guests with more premium gestures. I observed that the lack of financial resources can hamper the proper organising of the services for the guests. 
Conclusion 
The stage of conclusion refers to the summary of overall learnings that have been gathered from a situation. I have been able to achieve the skills of managing, creative thinking, problems, and communication skills from the session. The essence of customer service has the highest priority in the hospital industry to grow the business and brand image. The issues in the financial resources can hamper the service quality and decline the satisfaction level of customers. The proper way of organising the accommodation to match the needs of customers is important for successful hospitality. 
Action Plan 
Action plan is the representation of the planning that will be developed to tackle different situations. I have noticed that the situations in the hospitality industry can be repetitive. I will apply my learning skills to organise the staff in a reliable way to improve service quality and contact. Switchboard is used in the modern world to keep high-quality contact with the staff and guests (Sampson and Chase, 2020). I will use my management skills to arrange all the staff with the help of switchboard functionality. The evolving technologies are impact to manage the finance and revenue in the hospitality sector (Hammer, 2016). The situation of low financial resources hampers the quality of the service in the hotels. I will use my management learning skills with the combination of technology to reduce expenses without compromising quality. It will keep the service quality better in future despite the same situation. 
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	Trip Advisor Review Response 150 words +/-10%

	
Respected Sir, 
I feel glad to know that you are satisfied with staying in our hotel. I hope the services that we have provided to you have met your needs and comfort. I observed that you have been pleased with the design of the hotel. It has created a positive way for us to create more planning to improve the design and the aesthetics of the hotel. The positive review that has been given by you for the staff will boost the confidence for them to work with more passion. I feel proud that our receptionist has helped you during different phases in the hotel. A longer period of training sessions is conducted to train the staff in the hotel. The positive response from your side assures us that the efforts that we have delivered are successful. O hope that the next time you visit, we will provide more premium quality services. 



	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	
Respected Sir,
I have received the complaint letter that has been sent by you regarding the issues of the services. I deeply apologise for the problems that you have faced in our hotel. It is our fault that we were unable to match your expectations and the quality of the services that you have expected from us. I went through the complaint letter and found that you have stayed in room 330 and the room was exceptionally short. I checked the booking register of our hotel and investigated the problem. I came to know that the receptionist had booked the wrong room and made a mistake in accommodation. I assure you that we will train our staff more accurately and the errors will be eliminated when you visit next time.  The issues regarding the Wi-Fi services and the slow speed of the internet have been addressed by the technical team of our hotel. I have ordered the team to enhance the components to increase the speed of the internet services. It is our fault that we have not checked the internet connections and the speed before offering the room to you. 
The issues on the soundproofing of the room have been mentioned by you in the letter. I once again apologise for the same it is not what you have expected from our side. It is our duty to deliver the highest rate of customer service and every guest is valuable to us. I have investigated the problems to find the real cause behind the loud noise of conversation that came from the room of the neighbour. It has been found that there has been a major lack in the adding mass. The construction team has failed to add the layer for adding mass to decouple the loudness of the sound. I feel a deep sorry that the problem has taken you sleep at night and you have faced the problem of loud noise. The construction team has been called to resolve the matter and to check the proofing of every room. The problem regarding the customer services has been made by you as the staffs have shown casual approaches to solving your request and queries. I have called a meeting tomorrow to talk with the staff and punishment will be given to the guilty individual. I hope that the responsive measures that have been taken by us are helpful in solving the issues and we r thankful to you for the complaint. I assure you that next time when you will come to our hotel, we will be able to provide high-class services and satisfaction during your stay.



Component Three:

	
Key Skill 1 – Customer Service Skills  


	
Skills are important in any professional industry in the case of the hospitality industry there is a requirement of variety skills. Quality services and customer expectations are important competencies in the hospitality sector and the learning framework is used to develop these skills (Domínguez and Herrera, 2020). It improves industrial growth and contributes to economic development. Soft skills like communication are salient from the perspective of the hospitality industry as the lack of it can lead to dissatisfaction and loss (White, 2020). It can be said that skills development is a continuous process and a vital need in the current hospitality sector. 
The main component of developing services in the hospitality industry is to provide high-quality customer service. The front office is the place where the guests have the highest interaction and the need for service skills is prominent in this aspect. Training is provided to the customers to enhance the service quality in the hospitality sector (Waqanimaravu and Arasanmi, 2020). It increases the brand value and the image of the organisation in the sector. Hilton Hotel has a wide focus on improving customer support experiences with different assistance programs (Hilton, 2024). The main element of customer service skills is showing empathy to the needs of the customers. The skills of empathy and honesty are needed to treat the guest in the hospitality industry (Simillidou et al., 2020). The lack of empathy causes mistreatment for the guests in the hotel and causes a decline in the satisfaction rate. It can be said that customer service is the backbone of organisations in the hospitality industry and the front office staff needs to show effective skills to handle the guests. 

	
Key Skill 2 – Communication Skills 


	
Communication is the way of sharing thoughts, information, and ideas. Skills of communication have a higher rate of influence on the working engagement in the front office (Rabiul et al., 2023). The activities of front office staff are related to taking calls, booking of rooms, and interacting with guests. The first interaction of the guests is done with the receptionist, and it has been an important duty for the staff to listen to the needs. Soft skills and active listening are important components in the light of communication for better customer satisfaction (Tanković et al., 2021). It helps to listen and convey the proper information on the needs of the customers to different departments of the hotel. The lack of creative communication can cost high in the hospitality sector. In the arena of online booking and payment, improper skills of communication can result in misleading and errors. It can hamper the working procedures and conflict in the workplace. The lack of communication invites the challenge of employee retention in the hospitality industry (Ghani et al., 2020). It can be said that the skills to communication are needed for high-quality customer service along with team bonding among the employees. 

	
Key Skill 3 – Organisational Skills 


	
Organisational skills are the representation of the ability to manage the time and efficiency of the services. The front office task in a hotel requires a proper set of work management in the hospitality sector (Tewan, 2009). It enables the way to offer more accuracy in customer services and to upscale the priority of the guests. The task of solving any problem of the guests can be solved effectively by organising the solutions in a reliable way. The lack of proper management and the organising capabilities will delay the services and hampers customer satisfaction. 

	
Key Skill 4 – Problem Solving Skills 


	The daily working schedule in the hospitality sector has to deal with different situations. Problems may arise regarding the issues with customer service and accommodation of the guests in the hotels. Managing any kind of problem and finding a quick solution is an important part of the management system in the hospitality industry (Tesone, 2010). The skills of problem-solving are needed in this case to reduce the problem. The customers used to complain about any issues to the front office staff in an organisation. The skills of solving the problem will enhance the satisfaction rate and the quality of the organisation to handle the guests. The lack of skills can delay the solution to solve the issue and can create a negative impact on customer service. 





Reference List 

Ali, B.J., Gardi, B., Jabbar Othman, B., Ali Ahmed, S., Burhan Ismael, N., Abdalla Hamza, P., Mahmood Aziz, H., Sabir, B.Y., Sorguli, S. and Anwar, G., 2021. Hotel service quality: The impact of service quality on customer satisfaction in hospitality. Ali, BJ, Gardi, B., Othman, BJ, Ahmed, SA, Ismael, NB, Hamza, PA, Aziz, HM, Sabir, BY, Anwar, G.(2021). Hotel Service Quality: The Impact of Service Quality on Customer Satisfaction in Hospitality. International Journal of Engineering, Business and Management, 5(3), pp.14-28.
Bardi, J. 2011 Hotel Front Office Management, Wiley, London
Corgel, JB, Sturman, MC & Verma, R. 2011 The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice, John Wiley & Sons, Incorporated, Hoboken.
Domínguez, G. and Herrera, A.F., 2020. Learning framework for the development of key skills in the hospitality industry. International Journal of Hospitality and Tourism Studies (IJHTS), 1(2), pp.127-139.
Ghani, B., Zada, M., Memon, K.R., Ullah, R., Khattak, A., Han, H., Ariza-Montes, A. and Araya-Castillo, L., 2022. Challenges and strategies for employee retention in the hospitality industry: A review. Sustainability, 14(5), p.2885.
Hammer, J. 2016 Revenue superstar! The simple rules of hotel revenue management. Great Britain: Amazon.
Hibbert, P., Beech, N., Callagher, L. and Siedlok, F., 2022. After the pain: Reflexive practice, emotion work and learning. Organization Studies, 43(5), pp.797-817.
Hilton, 2024. Contact Us [Online] Available at: <https://help.hilton.com/s/contactsupport> [Accessed on: 23rd April 2024] 
Matsuo, M. and Nagata, M., 2020. A revised model of experiential learning with a debriefing checklist. International Journal of Training and Development, 24(2), pp.144-153.
Nisar, Q.A., Haider, S., Ali, F., Naz, S. and Ryu, K., 2021. Depletion of psychological, financial, and social resources in the hospitality sector during the pandemic. International Journal of Hospitality Management, 93, p.102794.
Rabiul, M.K., Shamsudin, F.M., Yean, T.F. and Patwary, A.K., 2023. Linking leadership styles to communication competency and work engagement: evidence from the hotel industry. Journal of Hospitality and Tourism Insights, 6(2), pp.425-446.
Sampson, S.E. and Chase, R.B., 2020. Customer contact in a digital world. Journal of service management, 31(6), pp.1061-1069.
Simillidou, A., Christofi, M., Glyptis, L., Papatheodorou, A. and Vrontis, D., 2020. Engaging in emotional labour when facing customer mistreatment in hospitality. Journal of Hospitality and Tourism Management, 45, pp.429-443.
Tanković, A.C., Kapeš, J. and Kraljić, V., 2021. Importance of soft skills and communication skills in tourism: Viewpoint from tourists and future tourism employees. Tourism in Southern and Eastern Europe..., 6, pp.167-185.
Tesone, D. 2010 Principles of management for the hospitality industry. London: Routledge.
Tewan, J. 2009 Hotel Front Office: Operations and Management, Oxford Higher Education Press
Tripadvisor, 2024. Hilton Garden Inn Birmingham Brindleyplace [Online] Available at:<https://www.tripadvisor.com/Hotel_Review-g186402-d224734-Reviews-Hilton_Garden_Inn_Birmingham_Brindleyplace-Birmingham_West_Midlands_England.html#REVIEWS> [Accessed on: 23rd April 2024] 
Waqanimaravu, M. and Arasanmi, C.N., 2020. Employee training and service quality in the hospitality industry. Journal of Foodservice Business Research, 23(3), pp.216-227.
White, K.L., 2020. Soft Skills for the Hospitality Industry: Perspectives of Industry Recruiters. A Project work presented to the Faculty of California State Polytechnic University, Pomona In partial Fulfillment of the requirements for the Degree Master of Science in Hospitality Management.
Williams, K., Woolliams, M. and Spiro, J., 2020. Reflective writing. Bloomsbury Publishing.
image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
“5 Michelle S wrote a review Apr 17 e

10 contributions « 3 helpful votes

00000
Outstanding staff beautiful hotel

What a lovely hotel, all the staff are really good and nothing is too much, they are there to help
you with anything. | have to however rate 1 person as outstanding, Christina on reception could
not have been more helpful, | arrived early and needed somewhere to work from, she moved my
room so | could have one that was already ready without me even asking, being physically
disabled | tire very easy and again she was determined to make sure | had everything | needed,
was comfortable and asked if | needed any assistance | think if | would have asked she would
have even taken my bags.

| asked about the clean air signs and she immediately checked my car for me. | also just

Read more

Date of stay: April 2024




