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	Reflective Journal on My Front Office Placement at The Harbour Hotel

Introduction

Embarking on my placement at The Harbour Hotel's front office was an enlightening journey into the heart of hospitality management. Utilizing the Gibbs Model of Reflection (Gibbs, 1988) as a framework, this journal dissects my multifaceted role, which extended beyond the conventional responsibilities of check-ins and check-outs to include managing table reservations, takeaway food orders, and coordinating bookings for special events like weddings, birthday parties, and the hotel's esteemed Sunday carvery dinners.

What I Did

My daily responsibilities quickly expanded to encompass a variety of tasks integral to the hotel's operation. Notably, I was involved in managing reservations for the hotel's popular Sunday carvery dinners, held from 11 am to 5 pm, which demanded meticulous planning and coordination to accommodate the high demand. Additionally, I played a key role in organizing special ceremonies hosted at the hotel, ranging from weddings to birthday celebrations, requiring a delicate balance between meticulous organizational skills and creative problem-solving. On occasion, I also managed takeaway food orders, a service that, while seemingly straightforward, required a keen understanding of time management and customer service excellence.

What I Learned from Books, Online and during placement

1. Customer Service Excellence: The cornerstone of my placement was rooted in delivering unparalleled customer service, guided by the SERVQUAL model (Parasuraman et al., 1988). This model's emphasis on tangibles, reliability, responsiveness, assurance, and empathy provided a robust framework for evaluating and enhancing our guest services.

2. Effective Communication: Mastery in communication was essential, especially when coordinating complex event bookings or managing takeaway orders. Drawing on principles from Hargie et al. (1994), I honed my ability to communicate clearly and effectively, ensuring that guest needs were not just met but exceeded.

3. Organizational Skills: The logistical challenges of managing simultaneous bookings for rooms, tables, and event spaces tested my organizational skills to their limits. Drawing on the strategies suggested by Allen (2006), I learned to segment my tasks, prioritize effectively, and delegate when necessary. This practical application of time management and organizational skills was a critical component of my development, offering lessons on the importance of flexibility and adaptability in the face of unexpected challenges.


4. Cultural Sensitivity: Hofstede's (1984) cultural dimensions theory provided a lens through which I viewed and approached the diverse clientele of The Harbour Hotel. The theory helped me navigate the complexities of hosting events that were culturally sensitive and inclusive. Recognizing and respecting the cultural backgrounds and preferences of our guests was not only a matter of professionalism but also of personal growth, as I learned to appreciate the rich tapestry of cultures that the hospitality industry serves.


Thinking About It All

The initial overwhelming sense of responsibility gradually transformed into a rewarding challenge. The diversity of tasks not only broadened my understanding of hotel operations but also instilled a deep sense of accomplishment in successfully meeting the varied needs of our clientele. This experience was a vivid demonstration of the dynamic nature of hospitality management, where adaptability and a guest-centric approach are paramount.

What Worked and What Didn't

Through this placement, I witnessed significant growth in my communication skills and my ability to multitask effectively. However, the experience also highlighted the importance of delegation, particularly during peak periods, to ensure the consistent quality of service across all fronts. Balancing the immediacy of daily tasks with the long-term planning required for events was a challenging yet invaluable learning curve.

What I'll Do Next

Inspired by my experiences, I am drawn to further explore the realm of event management within the hospitality sector. The intricate balance of logistics, customer service, and creativity in event planning has sparked a keen interest in pursuing additional training or specialized courses in this field. Enhancing my organizational and time-management skills remains a priority, equipping me to thrive in the fast-paced environment of hotel management.

Conclusion

Reflecting on my placement at The Harbour Hotel, I am grateful for the comprehensive learning experience it provided. The practical application of hospitality theories, the development of key professional skills, and the challenges encountered have all contributed to a deeper understanding of the hospitality industry. This placement has not only affirmed my passion for hospitality management but has also laid a solid foundation for my future career in this vibrant and ever-evolving field.
(Words 718)
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	Trip Advisor Review Response 150 words +/-10% (154 words)

	


We are sincerely grateful for your detailed and heartwarming review of your stay at our hotel. It fills us with joy to learn that from the moment of your arrival, you were met with the friendliness and efficiency that we strive for, making your check-in process smooth and welcoming. Your accolades regarding the cleanliness and aesthetic appeal of your family room, especially the stunning bathroom, reaffirm our commitment to providing exceptional accommodations. It's delightful to hear that the curry served at our restaurant left a lasting impression, ranking as one of the best you've ever enjoyed. Such positive feedback motivates us to continue delivering excellent service and culinary delights. We're particularly proud that our staff's dedication to hospitality made your journey home more enjoyable and comfortable. Your recommendation is highly valued, and we eagerly anticipate the opportunity to host you and your family again, ensuring another stay that is just as memorable and gratifying.









	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10% (486 words)

	
Mrs. Joanna Blake  
558 Longford Road,  
Swansea, SA1 2AR  

January 12, 2024  

Subject: Response to Your Concerns - Stay in Room 330

Dear Mrs. Blake,

I hope this letter finds you well. I am writing to address the concerns you raised regarding your recent stay at our hotel, as outlined in your letter dated January 10, 2024. Please accept our sincere apologies for the issues you experienced, and thank you for taking the time to bring these matters to our attention.

Firstly, regarding the cleanliness of your room, we are deeply sorry that the standard did not meet your expectations or the high standards we set for ourselves. We have spoken to our housekeeping team to ensure a thorough review and retraining process is undertaken, focusing on meticulous attention to detail in all aspects of room preparation.

Regarding the Wi-Fi service, we understand the critical importance of a reliable connection, especially for guests requiring the internet for work purposes. We are currently reviewing our system with our service provider to identify and rectify the cause of the disruptions you faced, ensuring a more stable and faster service in the future.

The issue of noise disturbance you mentioned is concerning. We strive to provide a peaceful environment for all our guests. To address this, we will be implementing stricter noise control policies and considering additional soundproofing measures where feasible. Moreover, we will ensure that our front desk is more proactive in managing and mitigating noise complaints as they arise.

Your comments about the customer service you received are particularly troubling. We pride ourselves on our hospitality and the professionalism of our staff. We will conduct a thorough investigation into the matter and provide additional training to our team to improve responsiveness and helpfulness to guest inquiries and requests.

To express our regret and commitment to better service, we would like to offer you a complimentary stay in one of our premium rooms, where you will be able to enjoy the high standard of service and comfort we are known for. This offer is valid for a period of one year, and we hope it will provide us with an opportunity to restore your faith in our hotel.

Mrs. Blake, we truly value your feedback as it is integral to our continuous efforts to improve our service and ensure our guests have a pleasant and comfortable stay. We are committed to resolving the issues you have raised and preventing a recurrence.

Please contact our guest relations manager, Ms. Emily Ford, at your earliest convenience to discuss your next visit or any additional ways we can make amends. You can reach Ms. Ford directly at emily.ford@ourhotel.com or by phone at 01664-555122.

Thank you once again for your feedback. We look forward to the opportunity to welcome you back and provide you with the quality experience you rightly expect from us.

Yours sincerely,

Gabriel G.
Customer complaints departments manager 
Our hotel.
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Working in a hotel's front office demands a diverse set of skills to ensure the smooth operation of hotel services and to provide guests with an exceptional experience. This essay, informed by current literature and real industry examples, explores four essential skills required for front office staff: customer service, communication, organizational, and problem-solving skills. These competencies are crucial for the effective management of front office duties, from handling reservations to addressing guest inquiries and resolving any issues that may arise.

Key Skill 1 – Customer Service Skills  


	Customer service skills in the hotel industry encompass a range of competencies and behaviours essential for ensuring guest satisfaction and fostering a positive experience from the moment guests enter the hotel until they depart. At its core, customer service within a hotel's front office operation involves understanding and meeting, if not exceeding, guest expectations through attentive, courteous, and personalized interactions. Parasuraman, Zeithaml, and Berry (1985) describe service quality in terms of tangibles, reliability, responsiveness, assurance, and empathy, which collectively form the basis of exceptional customer service skills in the hospitality context.

Effective customer service in hotels requires front office staff to demonstrate empathy by acknowledging and appreciating the diverse needs and preferences of guests, thereby making them feel valued and understood. Reliability is another critical aspect, as guests expect consistent and dependable service throughout their stay. Responsiveness, or the ability to quickly address guests' requests and concerns, is crucial for resolving issues and enhancing guest satisfaction. Assurance, involving the knowledge and courtesy of employees and their ability to convey trust and confidence, helps in building a rapport with guests. Lastly, the tangibles aspect refers to the physical facilities, equipment, and appearance of personnel, all of which should meet the highest standards to create a favourable impression.

In practice, customer service excellence can significantly impact guest loyalty and the hotel's reputation. For instance, The Ritz-Carlton's philosophy of empowering employees to resolve guest problems without managerial approval (Michelli, 2008) exemplifies a proactive approach to customer service, underlining the importance of each staff member in contributing to the overall guest experience.

	




Key Skill 2 – Communication Skills 


	
In the context of a hotel's front office operation, communication skills are pivotal to the effective functioning of the hospitality service. These skills encompass both verbal and non-verbal forms of communication and are critical for ensuring clear, concise, and positive interactions between hotel staff and guests, as well as among team members. As highlighted by Hargie, Saunders, and Dickson (1994), effective communication is not merely about the exchange of information; it also involves listening actively, understanding non-verbal cues, and responding appropriately to ensure mutual understanding and satisfaction.

Verbal communication skills in the hotel industry involve the ability to articulate messages clearly and politely, tailoring the conversation to suit the guest's needs and preferences. This skill is essential for front office staff who interact directly with guests, manage reservations, and address inquiries or concerns. Non-verbal communication, including body language, eye contact, and gestures, plays a significant role in conveying attentiveness, empathy, and respect towards guests, further enhancing their experience.

Effective communication also extends beyond interpersonal interactions to include written communication, especially in today's digital age where online bookings, email inquiries, and social media engagements are commonplace. The ability to communicate clearly and professionally in writing is essential for confirming reservations, providing information, and managing guest feedback online. According to Buhalis & Law (2008), the integration of technology in hospitality management necessitates proficient communication skills to leverage these digital platforms effectively, ensuring that guests receive timely and accurate information.

In practice, renowned hotel chains like Hilton have invested in training programs focused on enhancing staff communication skills, recognizing their direct impact on guest satisfaction (Hilton Worldwide, 2020). Such initiatives underscore the importance of communication skills in delivering exceptional service, resolving issues efficiently, and maintaining a positive reputation in the hospitality industry.


	
Key Skill 3 – Organizational Skills 


	
Organizational skills in a hotel's front office operation are critical for managing the complex and dynamic environment of hospitality services. These skills encompass the ability to plan, prioritize, and execute various tasks efficiently, ensuring that all aspects of hotel operations, from guest reservations to event coordination, are handled seamlessly. Organizational skills involve not just the management of time and resources but also the coordination of staff activities and the systematic handling of guest information and requests.

For front office staff, organizational skills mean effectively managing check-ins and check-outs, coordinating with housekeeping and other departments to ensure rooms are prepared, handling bookings for amenities and services, and ensuring that any special guest needs are met promptly. The use of property management systems (PMS), as noted by Kasavana & Brooks (2007), significantly aids in organizing and streamlining these tasks by providing a centralized platform for managing reservations, guest profiles, and operational schedules.

Effective organizational skills also extend to problem-solving and decision-making, where front office staff must assess situations, prioritize responses, and delegate tasks when necessary to address guest needs and operational challenges efficiently. For instance, Marriott International's implementation of the MARSHA system showcases how organizational skills are enhanced through technology, allowing for more effective reservation management and operational planning (Marriott International, 2019).

	
Key Skill 4 – Problem Solving Skills 


	
Problem-solving skills within a hotel's front office operation are indispensable for navigating the myriad challenges and unexpected situations that can arise in the hospitality industry. These skills involve identifying issues, analysing information, developing effective solutions, and implementing those solutions in a timely and efficient manner. Problem-solving in the hotel front office goes beyond merely addressing guest complaints; it encompasses proactive identification of potential issues, optimizing operations, and enhancing the overall guest experience.

Effective problem-solving requires a combination of analytical thinking, creativity, and decisiveness. Front office staff must be able to assess a situation quickly, gather relevant information, and determine the best course of action. This might involve coordinating with other departments, such as housekeeping or maintenance, to resolve room issues, adjusting reservation details to accommodate guest requests, or managing overbookings and other logistical challenges. The goal is always to resolve the issue to the guest's satisfaction while maintaining operational efficiency and upholding the hotel's standards.

Ford, Sturman, and Heaton (2012) emphasize the importance of problem-solving skills in maintaining high levels of guest satisfaction and loyalty. The ability to resolve issues effectively can turn potentially negative experiences into positive ones, reinforcing the guest's perception of the hotel as attentive and responsive to their needs. For example, the Four Seasons Hotels and Resorts are known for empowering their employees to make decisions and take actions to solve guest problems promptly, illustrating a commitment to excellence in service and problem-solving (Four Seasons, 2018).

In practice, problem-solving in the front office also involves a level of emotional intelligence, as staff must navigate guest frustrations and expectations with empathy and professionalism. 
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Review of The Harboro Hotel
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First time staying here we booked for 1 night while travelling home from holiday to break up the journey
‘and must say we wasn't disappointed. On arrival we was greeted by a very friendly lady who checked
usin. She also booked us in for food with no problem at all. We was given a family room which was lovely.
and as we walked in it was fresh smelling very clean and tidy. Was very surprised to have a stunning
bathroom which we absolutely loved. In another door was a shower and another door a separate toilet
these was very well decorated and very clean. Very posh as my daughter said. Had a very comfortable
night's sleep. Food was amazing there s plenty to choose from on the menu but we all chose curry
which was absolutely delicious probably one of the best I've had. In all a very nice hotel with lovely
staff. Would defenutaly recommend staying here again.
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