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	Introduction
Working at the hotel front office requires a unique mix of skills such as problem-solving communication adaptability and customer service. This reflective notebook looks at the core skills needed in this context and how my experiences connect to these skills. I will present my experiences evaluate my feelings consider the advantages and disadvantages look at the lessons I have learned draw connections to theoretical concepts and use Gibbs' Reflective Cycle model to create a better action plan (Williams, Woolliams, and Spiro, 2020).
Stage 1: Description 
When I worked at the Novotel Hotel Sheffield City Centre, I had a remarkable encounter with a guest. On a busy evening when many guests were checking in at the hotel foyer, this incident took place. With an eager look on his face approached the front desk and I could tell immediately how crucial the initial impression would be (Tewan, 2009).
The air was thick with the enthusiasm of just arriving guests and a sense of urgency hung over the front desk. It was obvious that an efficient, kind, and seamless check-in process was needed. It was a significant occasion, so I made sure to greet the guest warmly, address him by name, and acknowledge him as a guest when he came (Hammer, 2016).
Stage 2: Feelings 
At that time, I was experiencing a little bit of both excitement and dread. This conversation was exciting for me since it allowed me to show off my customer service skills and make a good impression on guests. The sheer volume of guests and the need to ensure that every single check-in was perfect made me feel a little uneasy, though (Bardi, 2011).
Making sure the guest was comfortable while he was there and engaging with him gave me a sense of excitement and purpose. Nevertheless, maintaining your professionalism and composure requires that you appropriately regulate these emotions.
Stage 3: Evaluation 
Thinking back there were positive parts as well as areas for growth. Positively, the guest showed civility and gratitude for the cordial greeting he got. His genuine interest in his stay was evident when he asked about the hotel's facilities and nearby attractions. He appreciated that I could provide him with relevant and in-depth information (Corgel, Sturman, and Verma, 2011).
However, a major obstacle spoiled the experience: unanticipated technical issues with the hotel's registration system caused the check-in procedure to take longer than planned. Other customers who were waiting in line became frustrated due to this delay. It was obvious that they were impatient, which increased the strain.
Stage 4: Analysis 
A more thorough examination of this occurrence highlights how crucial it is for front desk staff at hotels to have strong problem-solving and communication abilities. It emphasises how important it is to control visitor expectations and provide open, honest communication, particularly in the face of unanticipated problems like technological breakdowns (Hammer, 2016).
Furthermore, it's critical to keep your composure and cool. It serves to comfort other guests who could be impacted by the circumstance as well as the visitor in this example, the guest. It helps to be able to think quickly and come up with other plans or solutions during these trying times.
Stage 5: Conclusion 
Looking back several things might have been done to improve the visitor experience and lessen the problems caused by technological issues. First, I might have alerted the guest to the technical problems in a proactive manner, explaining the circumstances and giving him a reasonable estimate of when they should be resolved. For him, this would have made the encounter less stressful and more transparent (Tewan, 2009).
It would have also been nice to provide guests with a pleasant area to wait, like the hotel lobby. To lessen any inconvenience brought on by the delay, complimentary drinks or other amenities may have been offered.
Stage 6: Action Plan 
I have created a thorough action plan for future use to deal with similar circumstances more skillfully:
1. Proactive Communication: In case of technical problems, I will notify guests and other guests right away and make sure they know exactly what's going on. Priority will be given to providing a reasonable timeline for response (Fallon and Rutherford, 2011).
2. Guest Comfort: To ensure the guest's comfort, I will offer them a place to wait in the lobby. I will also provide complimentary refreshments or amenities as a goodwill gesture.
3. Technical Proficiency: Recognizing the significance of technical proficiency, I will seek additional training on the hotel's reservation system. This will empower me to troubleshoot and resolve technical issues swiftly and efficiently.
4. Emotional Resilience: To maintain professionalism and composure, I will practice emotional resilience during challenging situations. Remaining calm and empathetic will be essential in reassuring both the guest and me (ASET, 2013).

By implementing this action plan and applying these insights, I aspire to deliver even more exceptional service to future guests and navigate similar challenges with confidence and grace.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear HARSHA PERERA,

Thank you for taking the time to share your delightful experience at our hotel on TripAdvisor. We are thrilled to read your positive review and are delighted to have been a part of your memorable stay.
We appreciate your kind words about our exceptional customer service and the memorable dining experience you mentioned. Our team takes great pride in ensuring that every guest enjoys a comfortable and enjoyable stay, and it's rewarding to know that our efforts left a positive impression on you.
We are motivated to keep giving all our visitors the finest service possible by your comments. In the future, we want to welcome you back to our hotel so you can take advantage of everything that we have to offer. We guarantee that your future visit will be just as unforgettable, if not more so.
We appreciate your choice of our hotel once more, and we hope to see you again soon.

kind regards,
Salam Al-Masoud 
Manager
Novotel Hotel Sheffield City Centre

Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10-%

	
Mr Ronald Federick,
17 Trinity court,
Swansea
SA1 2AR
November 3rd, 2023

Subject: Response to Complaint

Dear  Mr Ronald Federick ,
I hope you are doing well as I write this. I'm writing to let you know how disappointed and unhappy I was with our hotel on my most recent visit. We value your input because it helps us to better serve our customers and provide them with an exceptional experience.
First and foremost, we sincerely apologise for any problems you experienced while visiting. We sincerely apologise if your August 26th experience in room 205 did not live up to the high standards we work hard to uphold.
We recognise that you were disappointed with the chilly and bland meal you had on Sunday morning. This does not reflect our typical standards, and we have addressed the issue right away. Our culinary team provides warm, freshly prepared meals that are aesthetically pleasing. We value your input as it enables us to keep an eye on and enhance our morning offerings.
We also apologise for any discomfort caused by loud disruptions, especially the neighbouring room's wailing infant. We recognise the value of a tranquil and cosy setting for our visitors to rest. To provide a more peaceful environment for all our visitors in the future, we will be reviewing our noise control procedures.
Moreover, the unsanitary conditions you experienced in room 205 are unacceptable and well below our requirements for hygiene. Please rest assured that we have already taken corrective action in our housekeeping procedures. Your feedback has highlighted the need for increased attention to detail, and we are committed to providing spotless and hygienic accommodations for all our guests.
Mr Ronald Federick, your valuable feedback catalyses change and improvement. We want to assure you that your concerns are not taken lightly. Your comments have been shared with our entire team, and we are using them as a roadmap to enhance our services.
As a gesture of our commitment to guest satisfaction, we ensuring that your next visit surpasses your expectations. Our team will personally oversee your reservation to guarantee a seamless and enjoyable experience.
Once again, please accept our sincere apologies for the shortcomings you experienced during your stay. Your feedback is instrumental in our continuous efforts to provide exceptional service to all our guests. We genuinely appreciate your patience and understanding in this matter.
We look forward to the opportunity to welcome you back shortly and provide you with an unforgettable experience that reflects the high standards we aim to achieve.
Should you have any further questions or concerns, please do not hesitate to contact me directly.

Yours sincerely,
Salam Al-Masoud 
Guest Relation Manager
Novotel Hotel Sheffield City Centre 
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	In the hotel guest cycle, the Pre-Arrival stage is a crucial step that establishes the basis for the guest's experience. It includes all conversations and arrangements had before the visitor's actual arrival at the hotel. This stage is crucial for controlling visitor expectations, guaranteeing efficient operations, and customising the visitor experience.
The reservation procedure is one of Pre-Main Arrival's features (csr-marriott, 2019). Reservation systems that are both user-friendly and efficient must be used in hotels. Via a variety of platforms, including the hotel's website, mobile applications, and third-party booking services, guests should have no trouble making reservations. It is crucial to give precise details on the kinds of rooms, the costs, and any possible special packages (Hospitality Net, 2023).
Customization is yet another essential component in the Pre-Arrival phase. To customise a guest's stay, hotels might gather information and preferences throughout the booking process. This covers requests for certain kinds of rooms, preferences for beds, dietary needs, or special events like anniversaries or birthdays. Personalized messages like welcome emails or phone calls before arrival may help guests feel important and looked forward to.
Effective pre-arrival communication can also give visitors important details regarding their stay. This contains information about the hours of check-in and check-out, parking options, Wi-Fi connectivity, and any unique features or services offered. Giving visitors prior notice of this information lessens uncertainty and aids in trip planning (restaurantonline.co.uk, 2023).
Utilizing guest data and technology at the Pre-Arrival stage is a model industry practice. To forecast the tastes and actions of its guests, several hotels employ guest data analytics. For instance, a hotel may proactively provide room service breakfast to a visitor who regularly requests it throughout their stay. Guest happiness and customization are improved by this data-driven strategy.

	
Element 2 – Arrival 


	Since it is the first time a visitor will contact the hotel physically, the Arrival stage of the guest cycle is crucial to the guest experience. The way this phase is handled may have a big impact on how the visitor feels about their whole stay. As a result, hotels need to concentrate on making guests' arrivals enjoyable and memorable.
The procedure of checking in is a vital component of the Arrival phase. Travellers in the modern day want speed and fewer wait periods when checking in. A quick and easy check-in procedure is prioritised by hotels, and this makes a good first impression. To improve convenience, several hotels, like Marriott, have implemented mobile check-in alternatives that let visitors skip the front desk and get straight to their rooms (Hospitality Net, 2023).
Kind and customised welcomes are yet another essential component of a productive Arrival stage. Hotel employees must be taught how to create a warm and inviting environment, greet each visitor by name, and help with baggage and other requirements. The Park Plaza Westminster Bridge London, which is well-known for providing outstanding customer service, has established high standards in this area (Travel with Purpose | Hilton ESG, 2023).
In the Arrival phase, hotels can furnish visitors with crucial details on the amenities and services offered by the establishment. This contains information about restaurants, spa treatments, gyms, and any exclusive offers or events. Providing a welcome package or a quick orientation might make it easier for visitors to go about the property.
Furthermore, the Arrival phase presents a chance to ascertain supplementary visitor preferences and needs. To guarantee a customised experience, hotels can ask about any requirements or expectations. Getting this information during check-in may help the hotel better serve its visitors, whether it's preferences for a certain temperature in the room, dietary requirements, or requests for extra amenities (Ali et al., 2020).

	
Element 3 – Duration of stay 


	The length of stay is a crucial stage in the hotel visitor cycle, during which the calibre of interactions and services provided to the guests during their stay determines how well they feel about their whole stay. During this time, hotels should concentrate on preserving and improving visitor happiness to make a good impression.
Housekeeping and condition of the rooms are important factors in the duration of stay. Visitors anticipate tidy, well-kept rooms the entire time they are there. To guarantee that rooms are cleaned every day, linens are replaced regularly, and maintenance concerns are immediately resolved, hotels should implement strict housekeeping standards. For guests to feel comfortable, cleaning and upkeep must be consistent.
To keep visitors interested and content throughout their stay, hotels should offer a variety of facilities and services in addition to housekeeping. This might include access to recreational spaces like fitness centres or swimming pools, spa and wellness services, in-room eating options, and concierge support. Providing a range of experiences makes a visitor feel more valued and makes their stay more memorable (Mordorintelligence.com, 2023).
Guest communication is another prerequisite that must be met for the duration of the stay. Hotels may stay in touch with their visitors to make sure their demands are satisfied. To help guests feel cared for, consider sending a welcome-back message after the first night, asking about their comfort, and aiding. Technology, such as smartphone applications, makes it easy for visitors to offer comments or submit requests for services (Wood, 2013).
Additionally, the experience that guests have while staying at the hotel is greatly influenced by the personnel. Employees who are attentive and well-trained can anticipate the requirements of customers and deliver great service. Hotels ought to spend money on staff training so that workers are equipped with the know-how to make customers feel welcome.

	
Element 4 – Departure 


	The last chance for hotels to make a good impression that lasts a lifetime is during the Departure phase of the visitor cycle. It entails effective check-out procedures, getting input, and making sure that the leaving process runs well.
The procedure of checking out is one of the main components of Departure. Like check-in, guests anticipate a quick and easy experience when it comes to paying for their accommodations and leaving their rooms. To reduce the amount of time visitors, spend at the front desk, hotels can provide express check-out alternatives that enable guests to electronically examine and clear their bills (Vallen and Vallen, 2014).
Hotels ought to get feedback and ask about the guest's experience during check-out. Mobile applications, in-person conversations, and post-stay questionnaires can all be used for this. Comprehending the input provided by guests is crucial for ongoing enhancements and resolving any concerns that could have emerged throughout their visit.
Apart from gathering comments, hotels have the option to thank leaving guests. A modest gesture of gratitude, like a handwritten letter a discount for a future visit, or a personalised thank-you card may make a lasting impact (Johnston, Clark, and Shulver, 2012).
Another component of departure is handling luggage and transportation services efficiently. Hotels should make sure that customers have a hassle-free departure experience, help with luggage management, and organise transportation to the airport or other locations.
Finally, hotels may promote visitor loyalty throughout the Departure period. Through the implementation of loyalty programmes or the provision of incentives for subsequent reservations, hotels may foster enduring ties with their clientele and enhance the probability of recurring business (Travel with Purpose | Hilton ESG, 2023).
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Excellent service

“I am currently staying in Sheffield Novotel and staff is very friendly and rooms
are superb. So | recommend anyone to stay in the Hotel when you travel to
Sheffield UK. Further, it is easy access other cafe’s and restaurant as well.”

Read more +

Date of stay: August 2022

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.

o




