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	Introduction 
Hotels have a dynamic feature, so it is constantly evolving in terms of location, size, function, shape and appearance. The most crucial change is their portrayal of luxury and comfort (Solnet et al., 2015).
Key skills which are required to work within the hotel front office: 
In the case of working in the front office of a hotel, employees must consider a few necessary key skills to carry out the task effectively. Hotels consider these key skills while recruiting new employees as it is significant for a hotel business to succeed. As a result, the employees who want to work in the hotel’s front office, need to focus on improving their soft skills like communication skills, time management, multitasking ability, customer service, negotiation skills, problem-solving, technological and teamwork skills. 
· Communication Skills: The front desk office is the most visible department to the customers when they enter the hotel. The front desk officer or personnel is the first person with whom the visitors communicate after entering the hotel. Therefore, having clear and effective communication skills is important for the front desk officer. Customers have diverse linguistic backgrounds, as a result, the front desk staff should have that communicative competence so that they can communicate and proceed with the reservation process (Jawabreh et al., 2022).
· Time Management: It is crucial for the front desk staff to adequately manage their time to tackle a variety of tasks. Works must be prioritised by the front desk personnel according to urgency or importance with an emphasis on productivity. Maintaining time helps any department in an organisation ensure customer satisfaction and work productivity (Arun, 2017).
· Multitasking Ability: If the front desk personnel can develop their time management skills, then it will be easier for them to perform multiple tasks in a short time. They have to perform tasks simultaneously being calm and organised such as managing calls from customers, check-ins, check-outs, reservations, and customer requests. Multitasking ability demands that frontline officers work under pressure and positively handle customers (Peifer and Zipp, 2019).
· Customer Service: Providing customer assistance via phone calls, in-person contacts, self-service platforms and other means is essential for maintaining customer service and satisfaction (Amor et al., 2022). The main responsibility of the front desk officer is to ensure customers wonderful experience throughout their stay at the hotel.
One of the reflective models is the Gibbs Reflective Cycle (Oviawe, 2020) and based on this, I am reflecting on my skills and experiences at the hotel Premier Inn at Maidstone. 
· Communicative Skills: Reflecting on my communication skills is based on the first element of Gibb's theory of reflection which is “description”. As a front desk officer, I have to deal with visitors' inquiries, calls and reservations during their visit to the hotel and therefore, I need to have effective communicative skills in this dynamic environment. Linking my experience to the theoretical principles of Gibb’s “feeling”. At my initial stage of interacting with the guests, I had e mixture of anxiety and apprehension. To handle my front desk responsibilities carefully, I had to be open-minded and adaptable to diverse guests. 
· Time Management: Reflecting on my experiences and skills through the lens of Gibb's theory of reflection “evaluation”, I can remember that in my initial days, I used to be less productive due to my poor time management skills. As soon as I identified this, I efficiently divided the time and prioritised tasks according to their urgency and importance. This resulted in developing my time management skills and helped me be productive.
· Multitasking Ability: To manage a wide range of roles and tasks at the front desk office, having multitasking ability is a must. Based on Gibb’s “analysis”, I can reflect on my experience of challenging situations. Handling guest calls, requests, and customer services in a single time enhanced my multitasking abilities. 
· Customer Service: To ensure my front desk's responsibility of meeting customers' needs, I linked my experience to Gibb’s theory of reflection. I analysed to what extent I could meet customer satisfaction and identified my areas of improvement. I can see progress in my customer service skills such as customers' special requests, attending their calls, and meeting their needs. 
Conclusion:
This reflective learning log or journal helps me identify the key skills which are required to perform tasks at the hotel’s front desk. As a result, I can reflect on my experiences and make improvements where needed. 








































	[image: ]
Component Two  


	Trip Advisor Review Response 

	Thank you for your positive feedback and we wholeheartedly appreciate your kind words about the Premier Inn hotel at Maidstone. We are pleased to know that you have had a very comfortable and excellent experience during your stay in the hotel. It is a pleasure to know that whether you are staying at the hotel for its view or business purposes, your staying experience has been enhanced by our handy location. We always try to ensure that our customers experience an excellent and affordable stay at our hotel. 
We are overjoyed to learn from you that you had fantastic cuisine, and first-rate service at an affordable price. We take great pleasure in ensuring a welcoming and friendly environment so we are happy to hear from you that you had a good experience with Claire and Richard from the dining crew. It is also great to hear that you had excellent customer service and that your meal and beverage came on time. Your positive review will motivate us and make us continue to provide great service to our clients. I appreciate you writing and sharing your experience and thoughts in words. We expect your arrival shortly. 




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

	Mr Ronald Federick,
17 Trinity Court,
Swansea
SA1 2AR
November 10th, 2023
Dear Mr Fedrick, 
I hope you are doing well and I believe that this letter finds you. I would like to thank you for your valuable time in providing feedback regarding your most recent visit to our hotel. The Premier Inn is immensely pleased to have your valuable input. We are sincerely apologising that your stay did not live up to your expectations and are sorry for any trouble this may have caused you. 
Providing outstanding service and ensuring guest satisfaction are the top priorities at Premier Inn. Your valuable insight will help us address the issues and improve our quality of service in future. I would like to apologise for any disappointments and displeasure you may experienced during your visit to room 205 on Saturday, August 26th. We are deeply sorry for not living up to your expectations and preferences from our end. 
Initially, I would like to discuss the problem of the quality of food delivered on Saturday morning. I am deeply sorry that the food was bland and cold. This is not the standard that we want to provide to our customers. We take great pride in providing our customers with a nutritious breakfast in the morning. To ensure that every meal is provided to our esteemed guests at the ideal temperature. I have endorsed your feedback to our kitchen and our culinary staff will be examining our breakfast serving protocols from now on. 
I also apologise for the disturbance caused by the sound of a wailing infant in next door which hindered your restful night’s sleep. We understand how important it is to ensure a calm environment for our customers and therefore, we will be tightening our procedures to ensure such issues do not occur again. We are completely focused on making sure your comfort and satisfaction in the future. 
I regret to know about the visible hair strands in the bath, the dirty toilet and the cleaning issues in room 205. I want to reassure you that we will be examining our housekeeping process in detail to find and fix the cleanliness issues. The issues in the housekeeping department do not represent our dedication to offering hygiene to our customers. 
I would like to offer you a complimentary one-night stay as a token of our dedication to resolving all the issues. This will allow us to represent the changes we are making in response to your valuable feedback. Moreover, we will be arranging a workshop to train our employees on fulfilling and surpassing our customer's expectations in the future. 
Please accept our apologies for the trouble we have made to you and I assure you that your inputs are being valued and concerns are being taken seriously. Your valuable input is crucial for our team to improve and develop our quality of  customer service. We sincerely hope that you will give us another chance to make your stay enjoyable and comfortable. Please do not hesitate to reach out to our team or hotel if necessary. 
Yours Sincerely,
[Name]
[Position]
Premier Inn













Component Three: 
	Element 1 – Pre-Arrival 

	Introduction
The success of a hotel business depends on the careful management of the guest cycle which consists of a four-phase process that includes pre-arrival, arrival, duration of stay, and departure. This essay will delve into these four elements to successfully negotiate the complex hotel guest cycle.
One of the key elements that are required when managing the four stages of the hotel guest cycle is the pre-arrival phase. During the first stage of pre-arrival, booking and information are the two key operations that are being carried out (Lukanova and Ilieva, 2019). This interaction between the guest and the hotel establishes the whole tone of the guest experience. It is crucial to engage before the arrival to create experiences that are comfortable and excellent. To better understand guest preferences, the hotel management should embrace technology and data analytics. Technology is enhancing the service experience for both the hotel and its guests and developing management operations (Çobanoğlu et al., 2021). Moreover, communication is also vital during the pre-arrival phase. While communicating with customers it is important to maintain a welcoming tone and have positive word-of-mouth to ensure the quality of service and customer satisfaction (Walelign, 2019). If the hotel employees are unable to meet the customer expectations during the pre-arrival stage, the hotel might lose valuable customers and this might result in disappointment. 

	Element 2 – Arrival 

	For customers, the arrival stage signifies the change from their expectations to reality. It shows that they are looking forward to the hotel and the quality of service during their stay. In this stage, the hotel starts with customer registration to provide accommodation (Vasadze, Mosashvili and Duruli, 2018). Besides, the hotel staff need to be tangible and responsive in the arrival stage of the guests. The responsiveness of the hotel employees and the physical attributes of the hotel represent the overall reputation of the hotel and create the initial impression of the guests. Alongside this, ensuring a seamless check-in process is crucial. Hotels can establish guests' loyalty by simplifying the check-in process, for example, online check-in, and special check-in stations. Moreover, customised service has great significance in the arrival stage such as greeting by their names, providing welcome drinks, or gifts, and effort to remember customers by key dates. These services can make the guests feel valued and appreciated throughout their stay.  

	Element 3 – Duration of stay 

	To ensure visitors a great and satisfactory experience during their stay, operational management and individualised service of the hotel are essential. The employees and staff need to ensure the guest rooms and other amenities spotless and functioning. This phase includes other services such as housekeeping, room service, timely maintenance issues resolutions and ensuring that all facilities are operating. Additionally, a great customer experience is enhanced by properly meeting the requirements of the guests. To survive in this evolving hotel industry, hotels are giving importance to guest satisfaction and customer service (Anwar and Abdullah, 2021). Hotel staff should meet customer inquiries and suggest things to do and places to eat and be open to communicating with them to resolve the issues. Guest satisfaction during their visit to the hotel has various positive outcomes, such as establishing a good relationship between the hotel and guests, enhancing the hotel's reputation, and guest loyalty (Anwar and Balcioglu, 2016). During the guest stay, hotels can use guest stay technologies such as Wi-Fi, robotic delivery, robotic cleaning, smart mirrors, in-room food service and entertainment to enhance the customer experience. Recently, some hotels have made changes in their customer service and ensure that customers are experiencing robotic delivery (Rauch, 2020). One of the real industry examples is The Ritz Carlton hotel which provides personalised assistance while customers stay and creates a welcoming environment for a better visiting experience. This enhances their quality of service and customer satisfaction which increases their revenue input.

	Element 4 – Departure 

	The departure phase is the last opportunity for the hotel to create a good impression on its customers. The departure phase includes check-outs, payment process, room status communication, feedback process etc. (Guest cycle, 2013). Making sure of the seamless check-out process, for example, enabling the customers to check out from their mobile can have a positive impression of the quality of service of the hotel. Besides, the hotel staff should thank the customers for their visit to the hotel and ask for their input. Asking for guest input or feedback is an essential part of the departure phase. Utilising the feedback, the hotels can make ongoing improvements and come up with strategies to cope with uncertain situations and problems. Moreover, the front desk office can offer membership in a loyalty programme or discounts on their future visits might encourage the customers to be repetitive. Offering discount room rates results in increased stay and visits of the customers which can help hotels reduce financial problems (Croes and Semrad, 2012). One of the real industry examples of effective departure management can be the thoughtful departure offers by Four Seasons hotels. The employees of this hotel show gratitude, thank their visitors for their stay, and ask about their experiences along with providing information about the upcoming events of the hotel. They also handle baggage and provide drop-off service to their customers. 
Conclusion 
Successful hotel management requires various key elements such as customer satisfaction, service, effective communication, timely service providing and so forth. Hotels can establish technology-mediated services such as robotic service, in-app service, robotic housekeeping, check-in and out with mobile etc and develop the four stages of the hotel guest cycle. Such innovative service and technology increase value and personalise the stay of visitors at hotels. Bringing such initiatives and changes can aid hotels to survive in this evolving hotel industry. 
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Excellent service, great food at affordable prices. Friendly and helpful stuff. Claire and Richard
from the dinning were great, food/drinks arrived on time and they definitely know how to treat a
customer. Well done to the team, pleased with my stay
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