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	The Gibbs Model of Reflection will be used to critically examine the skills needed for front desk employees at Maldron Newcastle, rate one's level of ability in these areas, and look at how newly gained insights could be used in real life.

Description
To excel in the front desk role, it's essential to possess a diverse skill set. Key factors encircle effective time management, exceptional customer service, adept planning, proficient problem-solving, and strong front desk abilities. These qualities are crucial in the hotel industry for delivering excellent guest service and managing various situations effectively.

Feelings
While embarking on my role as a front desk employee at Maldorn Newcastle, I was filled with a blend of excitement and apprehension. Navigating the balance between maintaining consistency and fulfilling clients' needs to enrich their experience proved to be both challenging and intriguing. Nonetheless, I recognised the imperative of swiftly acquiring the skills essential for excelling in this position.

Evaluation
In my role as a front desk staff member, my primary responsibilities revolve around fostering positive relationships with guests and ensuring their needs are met promptly and effectively. Stecker (2017) emphasises the significance of effective communication in fulfilling customer demands, a principle I strive to embody and develop.

Drawing from personal experiences, I've learned that transparent and honest dialogue with both guests and colleagues is paramount to resolving issues and ensuring customer satisfaction. Clear, relevant, and honest communication emerges as a cornerstone in this endeavour. Patience and clarity are essential when addressing guest inquiries about the services provided, ensuring they grasp the scope of my responsibilities.

At the forefront of my duties lies the delivery of exceptional customer service, guided by parameters such as dependability, responsiveness, confidence, understanding, and tangible provisions (Shi & Shang, 2020). Reflecting on past encounters, I recall instances where disgruntled guests voiced concerns regarding room-related issues.

As a front desk staff member, I bear the responsibility of inspecting rooms meticulously to guarantee optimal service delivery. Timely responses to customer requests, whether for towels, spill clean-ups, or room refreshments, remain a priority. Maintaining meticulous organisation proves instrumental in sustaining productivity levels (Mintrom, 2015). Employing the "Division of Work" framework ensures clarity among team members regarding their tasks and facilitates swift completion (Vrchota & Frantíková, 2020).

In the face of unforeseen challenges, such as instances where rooms remain uncleaned past scheduled check-in times, an organized approach proves indispensable. Such situations demand a systematic strategy for issue identification, evaluation, and resolution (Markopoulos et al., 2022). Recently, I encountered a scenario where a room remained uncleaned upon guests' arrival, causing a flurry of activity among the front desk staff, as check-ins commenced promptly at 3 pm, necessitating room readiness by 2 pm.

In conclusion, the role of a front desk staff member encompasses multifaceted responsibilities, demanding effective communication, organisational acumen, and adaptability in navigating diverse challenges encountered within the hospitality realm.

Analysis
After giving it some more thought, it's clear that all of these skills are strongly linked to each other. Clear and regular contact helps with both customer service and fixing problems. An individual's ability to organise their tasks determines how well they can do multiple tasks. These skills are not separate from each other; they work together to provide great front desk service.
Conclusion
My time working in the main department of a hotel has taught me some valuable lessons. I've come to realise that the skills I've picked up here aren't just useful in hospitality—they have applications in other fields too.

Front desk employees play a crucial role in keeping things running smoothly. They're the ones who ensure customers are happy and everything ticks along as it should.

Working at the front desk has shown me that these skills aren't just for the service industry—they're handy in all sorts of jobs.

Action Plan
In my quest to enhance my abilities, I am eager to delve into the modern methodologies of customer service and problem-solving. Cross-training events hold particular appeal to me as they offer a holistic understanding of the interrelations between the main department and other facets of hotel operations.

Active solicitation of feedback, both from superiors and peers, forms a cornerstone of my strategy to identify areas ripe for improvement. Embracing the Gibbs Model of Reflection has enabled me to assess my performance within the dynamic realm of hotel front desk management.

This journey has illuminated the intrinsic value of these skills, not only in their theoretical underpinnings but also in their practical application within the fast-paced and intricate landscape of hotel operations.
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	Trip Advisor Review Response 150 words +/-10%

	
We greatly appreciate your wonderful feedback! It brings immense joy to our team knowing that you choose our hotel for your monthly business trips. Your consistent appreciation for our clean, cosy rooms, and delightful breakfasts truly warms our hearts.

At our hotel, we take immense pride in the dedication of our hardworking staff, and we're thrilled that Arif's attentive service enhanced your experience. Your kind words will surely brighten his day.

Our primary aim is to provide exceptional service and a tranquil atmosphere for our guests. We're delighted to learn that we succeeded in making your stay enjoyable. We eagerly await your return, and we're committed to ensuring that each visit feels like a home away from home.

Until we have the pleasure of welcoming you back, we wish you safe travels!
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	Letter of complaint response 500 words +/- 1-%

	
                                                                            Maldron Hotel Newcastle
                                                                            17 Newgate St
                                                                            Newcastle upon Tyne NE1 5RE
                                                                            January 10th, 2024 

Subject: Response to The Complaint

Dear Mrs Joanna Blake,
I hope this message finds you well. We sincerely apologise for the inconvenience experienced during your stay in room 330. It deeply pains us to have fallen short of the high standards you rightly expect from us. Your feedback is invaluable to us, and we truly appreciate your messages.

In response to the concerns raised about the room's odor, we have conducted a comprehensive review of our housekeeping procedures. Additionally, we acknowledge the challenges with noise disturbances and Wi-Fi connectivity and are actively working to address these issues. Our commitment to enhancing customer service remains unwavering, and we are implementing additional training sessions to ensure all our staff are better equipped to cater to our guests' needs.

Please accept our sincerest apologies for any disruptions during the ongoing improvements. We are genuinely grateful for your patience and understanding as we strive to enhance the overall hotel experience and better serve our guests.

Should you have any further concerns or specific issues you'd like to address, please don't hesitate to reach out to our management directly. Rebuilding your confidence in us is paramount, and your suggestions are invaluable in achieving this goal.

Yours sincerely,
Line Manager 
Maldron Newcastle
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Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	The significance of robust customer service skills cannot be overstated in our rapidly evolving professional landscape. Exceptional customer service hinges on comprehending customer needs, fulfilling their requests, and fostering positive interactions that result in complete satisfaction (Gonzalez, 2019). Key components of this competency include active listening, displaying empathy, and adeptly resolving conflicts (Pechlaner et al., 2016). This focus on customer service proficiency is especially vital in the service industry, where the primary objective is to ensure customers are content, greeted warmly, and served attentively by human staff, qualities that many robots cannot replicate (Aaker and Moorman, 2023).

In the hotel industry, customer satisfaction reigns supreme. Seasoned professionals adeptly anticipate and address the diverse needs of clientele through targeted training initiatives. Mastery of creating a welcoming atmosphere serves as the cornerstone of service excellence, with prompt resolution of concerns playing a pivotal role in achieving overall guest satisfaction (Neuhofer et al., 2015). Investments in training initiatives in these areas yield tangible benefits for businesses within the dynamic hospitality sector, elevating standards for customer satisfaction and fostering positive word-of-mouth endorsements.

	
Key Skill 2 – Communication Skills 


	
The cornerstone of smooth interactions in every work environment is the ability to communicate effectively. Having strong verbal and written communication skills is emphasised throughout this subject as being crucial. In the hospitality sector, good communication goes beyond just relaying information; it also requires attentive listening to team members and visitors alike (Burgoon et al., 2021; Ashwin and Wells, 2023).
When dealing with guests, it is essential to communicate clearly and concisely. By accurately identifying and satisfying each guest's unique requirements, it facilitates an enjoyable and unforgettable stay. These abilities are valuable for the company since they allow for better staff management and also help create a more cooperative atmosphere. A motivated and engaged team is the result of clear goals and objectives.
Being able to understand subtle verbal and nonverbal clues is just as important as being able to articulate ideas coherently when it comes to being an effective communicator (Strecker et al, 2017). The key to success in the hospitality sector is efficient communication, as every encounter affects the total visitor experience. For a hospitality business to thrive, it is essential that all parties involved, whether customers or employees, have accurate information. Therefore, it becomes clear that effective communication is crucial for the organisation's success in the dynamic and competitive hospitality industry.

	
Key Skill 3 – Organisational Skills 


	Efficiency lies at the core of every professional environment, underpinned by well-honed organisational abilities that serve as the cornerstone for streamlined operations. Organisational skills, as elucidated by Lukanova and Ilieva (2019), encompass the adept management of time, resources, and responsibilities. In the dynamic realm of the hospitality industry, where multitasking and collaboration are constants, robust organisational prowess is indispensable.

Each day, the vitality of hospitality establishments hinges on the adept handling of reservations, the orchestration of staff schedules, and the seamless management of operational intricacies. Professionals' organisational acumen plays a pivotal role in ensuring the harmonious coordination of diverse elements. Operations must proceed smoothly, human resources must be optimised, and guest satisfaction must be guaranteed, as underscored by Guddad and Terdal (2020) and Petrou and Connell (2022).

In the realm of high-end clientele served by establishments of finesse, organisational prowess reigns supreme. The requisites include vigilance, adaptability, astute problem-solving, and adept management—a trifecta essential for navigating the bustling, ever-evolving landscape of contemporary business establishments. Every professional must leverage opportunities, such as the one presented here, to refine their organisational aptitude, for history teaches us that experience breeds sagacity.

As one's individual capabilities evolve, so too does the efficacy of the enterprise. The success of any service-oriented establishment transcends beyond culinary excellence and innovative concepts, as highlighted by Lam and Law (2019). While patron demands are met, they are ephemeral, constantly evolving, and demanding new levels of satisfaction. The true measure of success lies in the ability to consistently exceed guest expectations, one patron at a time.

	
Key Skill 4 – Problem Solving Skills 


	
Problem-solving skills are indispensable in both the intricate internal workings and expansive external strategies of any company, determining its ability to weather challenging periods and sustain efficiency in operations. The hospitality sector, characterised by perpetual unpredictability, places particular emphasis on this crucial skill set. Mastery of problem-solving entails the capacity to swiftly analyse and address issues, transforming it into a learned and matured behaviour. Skilful navigation through quandaries, identification of root causes, and innovative resolution methods constitute key elements of this domain.

Given the paramount importance of guest satisfaction in the hotel industry, problems can arise unexpectedly at any moment. From addressing customer grievances to rectifying operational glitches and adapting to unforeseen circumstances, problem-solving abilities come to the forefront (Hu et al., 2015). Beyond mere issue resolution, this amalgamation of skills underscores the imperative of swift and adept problem-solving while upholding service quality and enhancing the guest experience.

Equipping individuals with the necessary tools to confront challenging scenarios is a central objective of educational curricula. The capacity to identify, innovate, and strategically navigate through problems is foundational. Moreover, it cultivates a culture of resilience and adaptability within organisations, pivotal for thriving in the dynamic hospitality landscape.

Effective problem-solving transcends immediate issue resolution; it fosters proactive, forward-thinking approaches. By refining these capabilities, employees not only fulfil customer needs but also fortify the company against the vicissitudes of the ever-evolving hospitality industry.
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Love this hotel

Love this hotel, use it monthly for business, rooms are clean and comfy
\breakfasts are sublime. Staff are always happy and helpful. Last time | met arif
and he was so helpful and smiley, just right after @ long journey . He sorted my
room booking and helped me feel relaxed.

Read more v

Date of stay: January 2024

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




