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Introduction
The primary goal of this learning log is to investigate the identification and comprehension of the essential competencies required for success in the hotel front office (Bharwani and Jauhari, 2017). It seeks to provide a perceptive analysis of these fundamental abilities bolstered by real-world examples and theoretical frameworks. The practicality and market relevance of these abilities continue to be the primary concerns on this introspective journey. This learning log will focus on a more impartial examination of the material.
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Identification of Key skills
For efficient operations, the hotel front office requires a certain set of abilities. Among these abilities are:
Communication: Effective written and verbal communication skills are essential for dealing with management, coworkers and visitors (O'Rourke, 2019).
Customer service: The capacity to deliver outstanding assistance, resolve issues raised by visitors and guarantee a good time.
Organisational Skills: Keeping things organised in a busy setting and handling bookings, visitor check-ins and check-outs with efficiency (Paulino, 2023).
Attention to detail: Paying close attention to details is essential to ensuring that visitor information, invoices and room assignments are accurate.
Problem-Solving: Quickly addressing visitor concerns and making adjustments for unanticipated difficulties.
Multitasking: Effectively managing several projects and questions at once is known as multitasking.
[bookmark: _Toc150093777][bookmark: _Toc150094508]Reflection on Personal Skills and Experiences using Gibbs' model of reflection
I had several different experiences working at the hotel front office all of which had a significant impact on my development as a person and my skill set. Using Gibbs' reflection model, I will examine each stage in detail (Adeani, Febriani and Syafryadin, 2020).
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Figure 1:(Gibbs Reflective Cycle)
Source: (expertprogrammanagement.com)
Description: In my previous role at the front desk, I was in charge of handling reservations, check-ins and visitor questions. I found that effective communication was essential to a successful business.
Feelings: I felt both anxious and excited at the same time. It was difficult to greet and help visitors, particularly during periods of high check-in.
Evaluation: I saw a major improvement in my ability to communicate particularly in managing visitor concerns and swiftly resolving difficulties. However, there were times when I needed to improve my time management techniques.
Analysis: Looking back on these encounters I saw that most problems could be solved with good communication. I realised that time management was crucial and that I needed to improve my work prioritisation.
Conclusion: working at the front office improved my communication abilities and made time management more crucial.
Action Plan: I will use prioritisation strategies and concentrate on effective task allocation in my next job to hone my time management skills. This contemplation reinforces my resolve to develop and use these abilities.
[bookmark: _Toc150093778][bookmark: _Toc150094509]Link to Theoretical Principles 
My own observations on the front desk experience are consistent with a number of theoretical tenets and ideas that are pertinent to front desk operations in hotels. For example, the literature on hotel management aligns the concepts of service quality and client pleasure with a focus on effective communication and customer service. Additionally, the notions of effective front office management where seamless check-in and check-out procedures are crucial correspond with my observations about organisational abilities. These theoretical foundations reinforce the importance of these crucial abilities in practice and offer a disciplined framework for comprehending and enhancing my front-office performance.
[bookmark: _Toc150093779][bookmark: _Toc150094510]Industry example
In a real-world hotel scenario, a visitor arrived with a challenging reservation issue that called for effective communication and problem-solving. Guest satisfaction was ensured by the rapid resolution of the issue by the front office staff (Van Der Wagen and White, 2018). This demonstrates how to use important abilities in real-world situations. It supports my perspective by highlighting the value of effective problem-solving and communication skills in handling unanticipated obstacles at the front desk and eventually enhancing the visitor experience.
[bookmark: _Toc150093780][bookmark: _Toc150094511]Application in future career
My future profession in hotel management and front desk operations will benefit greatly from the information and abilities I have earned through this reflection. Success in these positions is mostly dependent on one's ability to solve problems, communicate well, provide excellent customer service, and be very organised. They will improve my capacity to provide outstanding visitor experiences, optimise processes, and effectively address obstacles. The practical applications of everything I have learned are highlighted in this reflection which emphasises how important it is to keep growing and using these skills if you want to progress in the field.
[bookmark: _Toc150093781][bookmark: _Toc150094512]
Conclusion
An organised framework for comprehending the essential abilities needed in the hotel front office has been made available via this learning log. Using Gibbs' Model of Reflection has improved my understanding both personally and professionally. The theoretical underpinnings and real-world examples highlight how important these abilities are. Sustained improvement in these domains is essential for triumph in the ever-changing realm of hotel management and front desk operations.
[bookmark: _Toc150093782][bookmark: _Toc150094513]Analysis and Justification
This Learning Log was maintained by continually going beyond descriptions in the analysis and reasoning. My investigation focused on 'what', 'how', 'why' and 'when' talking about how they may be used practically. This method gave my thoughts and the reasoning behind my findings more depth.
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	Trip Advisor Review Response 150 words +/-10%

	



Dear Sir/Ma’am,
We are delighted to read your glowing review of your recent stay at Premier Inn Cardiff on Trip Advisor! We appreciate you taking the time to let us know about your wonderful experience.
Hearing that you had a great time with us and that our team's efforts to deliver first-rate service were appreciated makes us very happy. We work hard to make every guest feel at home, and your positive comments let us know that we're doing a good job.
We appreciate your nice remarks since we take great pleasure in upholding our high standards. We will ensure that the crew as a whole knows about your compliments since it is a great source of inspiration (Rodríguez, Florido, and Jacob, 2020).
We look forward to having you stay with us once more at the Premier Inn Cardiff. We appreciate your choice and hope to provide you with another wonderful stay in the future!
Warm regards,
Premier Inn Cardiff City CentreTeam





























https://www.tripadvisor.co.uk/Hotel_Review-g186460-d1727912-Reviews-Premier_Inn_Cardiff_City_Centre_Queen_Street_hotel-Cardiff_South_Wales_Wales.html
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Letter of complaint response 500 words +/- 10-%

	





Dear Sir/Ma’am,
I hope you are doing well. I would like to express my heartfelt gratitude for the time you took to provide feedback on your recent visit to Premier Inn Cardiff. We truly regret any inconvenience you may have had, and we value your concerns very much (Adhikari and Bhattacharya, 2016).
Let us begin by sincerely apologising for any dissatisfaction you may have had over the calibre of the meal on Sunday morning. It is normal to anticipate a warm and tasty lunch, and we apologise for not living up to this expectation. We have spoken with our kitchen staff about this issue to make sure that the appropriate steps are made to improve the temperature and quality of the food while it is being served.
Sincerely, I apologise for any inconvenience this baby's cries in the adjacent room may have caused (Nicholas and Lee, 2017). We recognise how important it is for every one of our visitors to have a quiet and cosy space. We've taken action to strengthen our policy against noise complaints, and our staff will keep an eye out to make sure that everyone who visits us in the future enjoys a more tranquil environment.
Regarding the concerns about cleanliness in Room 205, let me start by sincerely apologising for the oversight. We take great pride in upholding a high standard of hygiene, so it depresses us to learn that we fell short of your expectations (Vos et al., 2019). I have personally addressed this issue with our housekeeping staff to emphasise the significance of careful cleaning and inspection protocols. You can be sure that swift corrective action will be taken to stop similar mistakes from happening again.
We are undertaking a thorough examination of our operational procedures in light of your input to determine what needs to be improved. Your advice is really helpful to us as we work to improve our visitors' overall experience.
We would like to show our gratitude by providing you with a complimentary one-night stay at Premier Inn Cardiff. This will guarantee that your subsequent visit with us lives up to the excellent standards we maintain. For assistance setting up your complimentary stay at your convenience, please contact our booking staff.
I sincerely apologise once more for any problems you had while visiting. Your pleasure is our first concern, and we're determined to discuss and resolve any concerns brought up. We value your helpful criticism and welcome the chance to earn back your confidence.
We appreciate you bringing this to our notice, and I promise we're committed to making the required changes.
Best regards,
General Manager
Premier Inn Cardiff
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Introduction
The hotel guest cycle, which shows the several phases a guest experiences from pre-arrival to departure, is a key idea in the hospitality sector. Providing a flawless and unforgettable visitor experience depends on the efficient administration of each step. To define and assess the essential components needed for overseeing the four phases of the hotel visitor cycle - pre-arrival, arrival, duration of stay, and departure we will examine relevant literature in the following section.

	
Element 1 – Pre-Arrival 


	


According to research, a personalised and effective check-in procedure has a significant positive influence on visitor satisfaction, and (Shin, Kim, and Severt, 2019), highlight how important the pre-arrival phase is in determining the total guest experience. Using technology becomes essential at this stage, since smartphone check-ins, online reservation platforms, and customised communication are essential for a smooth pre-arrival experience.
Using technology to engage guests before they arrive is something Marriott International does very well. As the demand for contactless services grows, (Marriott International, 2022) has made it easy for customers to check in, get room-ready alerts, and use their cell phones as room keys by integrating the Marriott Bonvoy app. It also shows that you are committed to keeping up with the latest technical developments. This improves convenience.
Furthermore, it is impossible to exaggerate the importance of efficient pre-arrival communication. Increased guest satisfaction has been linked to welcome emails that include pertinent information about the stay, nearby attractions, and customised. The use of a personalised strategy can generate a good view of the hotel brand by building anticipation and enthusiasm before the guest's on-site arrival.





	







Element 2 – Arrival 


	




According to (Kim, Lee, and Han, 2019), the arrival stage is an essential phase that greatly affects total visitor satisfaction and creates long-lasting impressions. The literature emphasises the value of a kind and effective welcome as well as the necessity of staff empowerment and training to meet the various demands of visitors (Wong et al., 2021). 
Ritz-Carlton is a model for providing an exceptional welcome experience. High levels of client loyalty and effective word-of-mouth marketing have been fostered by the brand's emphasis on personalised service and staff training, which empowers them to effortlessly anticipate and meet guest requests (Ritz-Carlton, 2022). In the hotel sector, this dedication to providing exceptional service has established a standard.


Moreover, integrating technology at the arrival stage improves efficiency. As demonstrated by Hilton Hotels' digital check-in and room selection via its app, the usage of mobile check-in kiosks and contactless payment choices expedites the arrival process and enables customers to skip the front desk and get straight to their rooms (Hilton, 2022). This facilitates a quicker check-in process and satisfies the modern need for easy and simple encounters.




	




Element 3 – Duration of stay 


	




For a visitor to be satisfied and remain loyal, a high standard of service must be maintained during their stay, with good communication and customisation emerging as critical components (Wang, 2018). The literature on hospitality emphasises how important it is to continuously analyse and attend to guests' requirements during their stay to provide them with a pleasurable and comfortable visit.
According to research, happiness is greatly impacted by personalised services, such as customising hotel amenities to suit visitor preferences (Xiang et al., 2017). By utilising technology and guest data, hotels can anticipate requirements and offer a more personalised experience. To enhance the entire visitor experience, Four Seasons Hotels and Resorts, for example, use guest data to personalise lighting, temperature, and in-room entertainment (Four Seasons, 2022).
Personalised services aside, social media interaction throughout the visit has grown in importance. Hotels that actively participate in and reply to postings from customers sharing their real-time experiences can enhance the entire visitor experience and strengthen brand loyalty (Hu, Zhang, and Guo, 2019). This modern strategy emphasises the value of a dynamic and engaging hotel stay, in line with the way that guests' expectations are changing.




	
Element 4 – Departure 


	
	
The point where customers depart is when hotels have their final opportunity to make a good impression that will last. As the research has shown, effective and customised check-out procedures are essential for a smooth departure experience (Kim et al., 2017). To minimise visitor inconvenience and meet modern expectations for speed and comfort, automated billing systems and express check-out choices are essential (Zhao et al., 2020). 
A deliberate difference goes beyond streamlined procedures. A great leaving experience may be achieved by thanking the visitor for their stay and aggressively seeking out their opinions. In this situation, post-stay evaluations and surveys become useful resources for hotels, enabling them to learn more and resolve any problems that may have occurred during the visitor's stay (Cobos, 2017). This feedback loop serves to both support and reaffirm the hotel's dedication to providing excellent guest experiences.
Additionally, a thoughtful check-out process increases the possibility of favourable word-of-mouth referrals, which benefits the hotel's reputation and patronage. The significance of the departure stage as the last point of contact in the visitor experience highlights the need for comprehensive guest management techniques.









[bookmark: _Toc150649159]Conclusion
In conclusion, a comprehensive strategy that includes individualised services, effective technology utilisation, and ongoing guest involvement is needed to manage the hotel visitor cycle. Hotels can maintain their competitiveness in the ever-changing hospitality sector, increase guest pleasure, and foster brand loyalty by carefully considering and assessing each stage: pre-arrival, arrival, duration of stay, and departure. Ensuring a smooth and unforgettable guest experience requires constant innovation and adaptation in response to market developments and guest preferences.
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Highly recommend

Brilliant hotel, very clean, perfect location, bar
that stays open until early hours serving food
and drinks and Ashley the duty manager was
just the best.

Thank you for making us all feel so welcome,
you just made our stay the best making us all
laugh so much, great service too remembering
all of our drink orders &) We will definitely be
back double vodka and coke to the top &

Read less a

Date of stay: November 2023

Trip type: Travelled with family




