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I have been placed in the Swindon branch of Delta by Marriott International as a associate staff in the front office. I will reflect on my experience in the front office department by using Gibbs's reflective model. Gibbs's reflective model was developed by Graham Gibbs in 1988 and it is divided into six stages that allow reflection on all the necessary areas (Williams et al., 2020). 
Description
I was placed in the front office section of Swindon Delta by Marriott Hotel as a associate staff. I along with other front office associates were told the duties and responsibilities on the very first day. The executive front office staff directed our work operations and there were other experienced associates also who helped the new staff and guided them. We had to ensure the sanitation, comfort and other requirements in the front office area of the hotel. We were all in the uniforms of the hotel staff and there was an atmosphere of strict professionalism. I along with few housekeepers had to maintain the cleanliness of the floor, and furniture and organise the useful materials in the reception area and guests’ sitting areas as well (Tewan, 2009). 
Feelings
The work environment required me to pay minute attention to the details of all responsibilities as everything was happening at a fast pace. I found it challenging in the first few days especially to deal with the constant inquiries of the guests and keep up with the check-in and check-out details. I faced some difficulties completing certain tasks within the required time and was feeling nervous. However, I was determined to develop my skills and shape my personality with professionalism and work efficiency. I took help from some of the experienced staff there and got advice on the ways certain things had to be done. The front office manager kept me motivated and engaged throughout the job hours (Vallen, G.K. and Vallen, Jerome, 2014). 
Evaluation
I faced some challenges in the initial days of joining the work, although I kept developing my skills at a good pace. It was difficult for me to manage multiple tasks at a time and do all those tasks within a short time. I realised that I needed to improve that aspect of my qualities as a housekeeping staff. However, I got to identify some of my strengths as well when difficult situations came. I was able to solve some problems that arose unexpectedly and I was praised by the executives and other staff for my problem-solving skills. During my work experience, I went through a situation where a conflict happened within the housekeeping department staff. Although I was not involved in that conflict, I observed the way some of the staff took mindful steps and communicated with others to resolve the conflict. 
Analysis
I have experienced an interactive environment as a front office staff that made me develop a detailed understanding of the factors of work efficiency. I have learnt to communicate with my colleagues in an effective way to undertake the responsibilities. I was able to effectively communicate with the guests and welcome them properly. Moreover, I developed a professional approach to receiving the guests and providing customer service. Some experiences enriched me with appropriate knowledge on the way people from different cultural backgrounds can be provided with a comfortable environment. I got to identify the areas I needed improvement through practical experiences and observation of others' work. The team working environment kept me engaged with the work with constant improvements.
Conclusion
I have learnt various key lessons regarding the hospitality industry during my placement experience. I observed some situations where I understood the possibilities of cultural conflicts and dissatisfaction among guests and employees. The hotel included people from a diverse background including the employees as well as guests. I realised the ways work ethics are maintained and cultural conflicts are avoided in a multinational hospitality industry. The strict professional training shaped my personality with professional qualities and developed my skills. I learned to observe and measure my skills by comparing them with other professionals and identifying the strengths as well as areas of improvement (ASET, 2013).
Action Plan
I am determined to develop my skills by constantly measuring them regularly. I will progress further with a detailed action plan with scheduled tasks. I will observe my team members and seniors to learn the ways they handle conflicting situations in the work environment. This will take me almost 6 to 12 months to be able to actively handle conflicting work environments. Although I have got to know my problem-solving skills, I would seek advice from my colleagues and seniors to develop it further. I would pay attention to identifying the different tasks in the front office area for the coming few weeks  to develop my multitasking and time management skills.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Derek S,
Many thanks to you for giving positive feedback about your experience at our hotel. I am happy to know that you enjoyed our service which you mentioned in your feedback. We always focus on serving the best experience to our customers and enhancing their experience with us. To follow our goal, we always work hard on our services to improve it further. It helps us to work with more encouragement to enhance our services further. It also permits us to provide a better experience to you in future through our improving services. We are always committed to serving you better than previous times and try to enhance your experience further. I am going to reveal to you a secret about our hotel we are introducing a new gym section which will be freely accessible. We are excited to see you again and serve you better in future and improve your experience from this time. Wishing you a better experience with us soon.
Best Regards
Delta hotels by Marriot Swindon









	Screen shot of referenced Trip Advisor review used:
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Figure: Customer Review
Source: (tripadvisor, 2023)









	

	

	

	Letter of complaint response 500 words +/- 1-%

	
Address: Mrs Joanna Blake, 558 Longford Road, Swansea SA1 2AR
Date: January 21st, 2024
Subject: Reply to the complaint
Dear Madam,
We hope you are doing well and we would like to tell you that your valuable feedback has helped us identify some crucial aspects of our service and we have implemented necessary changes in our services. We apologise for the inconvenience during your stay at the hotel and deeply regret our inability to match your expectations. We are constantly determined to develop the qualities of our services to provide ultimate satisfaction to the guests. We address the issues faced by customers to resolve them and ensure future experiences with comfort and ease (Wood, 2013). We acknowledge your issues regarding cleanliness and we are keeping checks on maintaining high standards of hygiene in the hotel rooms. We have appointed an adequate number of staff to maintain the cleanliness of the floors regularly. The bed sheets are changed regularly and other furniture in the rooms is also cleaned frequently. We ensure that the washrooms and toilets are maintained with strict hygiene parameters to satisfy the guests. Moreover, we encourage our guests to notify us about their problems during their stay so that we can take appropriate actions to resolve the issues.
We are happy to inform you about the development of the wifi network designs in our branch. We have applied the best installation strategies for our latest design with the identification of ideal network configuration and consideration of signal overlap. The real-time network speed is monitored constantly and our staff ensure to identify network errors and resolve them within time. We ensure to adapt to newly integrated technologies to develop our internet connectivity services (blueprintrf, 2024).
We have installed soundproof doors that are ideally designed with automatic door sweeps to fill the gaps. Other technologies such as soundproofing membranes have been installed in some of our new rooms where sound waves from outside are blocked and absorbed. These rooms have a quieter ambience than the other parts of the hotels and guests have a more relaxed experience. The walls of the corridors are designed with acoustic panels that stop noise from transferring. We welcome you to come and experience these newly launched rooms and we hope it will satisfy you. We provide 24-hour customer care support to our guests and guests can notify us about their issues, requirements and orders anytime. Our customer service staff respond quickly to the guests' calls and they take regular feedback from the customers. The customer service staff are trained with high professionalism and we have a rigorous policy of customer service. Moreover, we offer personalised customer support to make the guests feel more relaxed and comfortable during their stay. We conduct regular surveys to collect customer feedback on important aspects of our service. The survey results help us analyse our service quality and identify areas of future development (Kendra, 2024). 
We acknowledge the inconvenience of your previous stay at our hotel and we would like to offer you some benefits as compensation for the inconvenience. You will be provided with free food facilities on your next visit to our hotel. Free breakfast, lunch and dinner will be provided to you during your next stay. We hope that you understand our approach to providing you with the best quality services at our hotel (Tesone, 2010).
Thank you and regards,
Delta hotels by Marriot International
Pipers Way, SWINDON












Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

Introduction
Front office operations play a crucial role in the development of a hotel as the hotel administration and also allows them to continue their growth. It is the primary face of the hotel or organisation which is engaged with welcoming and attending to the guests to satisfy them. Along with this, it also keeps attached to serving the customers best and enhancing their experience (Bardi, 2011). This portfolio will discuss different skills which have an important role in front office operations to manage their work efficiently. Further, it will shed light on customer service and communication skills and their importance and role in hotel administration to fulfil front office operation job roles. Along with this, it will also describe the organisational skills and problem-solving skills as well as their significance and impact on front office operations to achieve their desired job role. Finally, it will provide a conclusion by mentioning the importance of skills in hotel administration as front office operation.
	
Key Skill 1 – Customer Service Skills  


	Customer service skills refer to an individual or an entire team's ability to solve the issues facing the customers. Customer service departments in hotel administration as front office operations allow the organisation to make connections with their customers and allow them to know their feedback about their service. In hotel administration, customer service skills play an important role in the development of the organisation by helping with front office administration. It allows the organisation to work with efficient employees to resolve the issues and improve their service according to the customer’s needs. High customer service skills permit the organisation to know the requirements of their consumers and also allow them to enhance their service which helps to receive good feedback from the customers. Along with this, through better customer service and skilled employees in their front office operation, any organisation can attract more customers by improving their service by getting recommendations. It also allows them to increase their revenue by serving more customers. Subsequently, efficient skilled employees in front office operations help the hotel to enhance their marketing strategy which also allows them to attract extra customers towards them (Sturman et al., 2011).

	
Key Skill 2 – Communication Skills 


	As a front office operation employee in hotel administration, it becomes very important to have good communication skills. Communication skills refer to the ability of an individual who easily convey their ideas and thoughts towards their friends or colleagues. In hotel administration, front office operation employees are engaged to attend to the customers as well as guide them to the hotel’s rules and regulations. Along with this, they have to communicate with more customers with different cultures and languages at the same time. As a result, they should have good communication skills which allow them to easily communicate with the customers and allow them to understand their issues. It also permits them to convey those thoughts and their ideas towards the organisation's administration. With good communication skills, employees in front office operations can warmly welcome the guests which can enhance their experience about their time. It allows the organisation to receive positive feedback from the customers which helps them attract more customers further. Due to this, they can generate more revenue and increase their profit which helps them to achieve their goal shortly (Hammer, 2016). 

	
Key Skill 3 – Organisational Skills 


	Organisational skills refer to the ability of an individual to manage their work according to the time and as well as develop their skills as per requirement. It also allows the individual to set a goal and follow that to achieve their desired job role. In hotel administration, as an employee in front office operations, it became very important to have high organisational skills. It allows them to easily organise their job role as their priority. Along with this, it also permits them to complete their allocated job role and responsibilities on time. These activities help the organisation to achieve their goal and maintain their development. It also helps the employees enhance their skills to manage multiple works at a particular time. As a result, they can manage a few works with good organisational skills and complete all job roles in the allocated time which helps them to enhance their result. Good organisational skills also help the employees to manage all their work with the help of their colleagues and also allow them to fulfil those job responsibilities. Subsequently, it also permits the employees to enhance their skills which helps the organisation to continue its development (Johnston and Clark, 2005). 

	
Key Skill 4 – Problem Solving Skills 


	Problem-solving skills refer to the potentiality of an individual which allows them to make decisions in difficult times as well as innovate new ideas. As an employee of front office operations in hotel administration, they have good problem-solving skills which allow them to find new solutions in difficult times. It also allows them to innovate new ideas which allow them to introduce new services or products (Fanthorne, 2004). In hotel administration, with good problem-solving skills employees can invent new services which allow the organisation to enhance their service. As a result, they can continue their development and also maintain their growth. By enhancing their service, they can easily fascinate more customers which permits them to increase their profit and make better strategies to achieve their goal. It also helps the employees to better serve the customers according to their requirements. It helps the organisation to enhance its services and attract more customers them furtherly (Fallon & Rutherford, 2011).



Conclusion
The portfolio has discussed a few skills which play a vital role in front office operations to fulfil their work expertly. Supplementary, it has shed light on customer service skills and communication skills and its importance and role in hotel administration to complete front office operation job responsibilities. Besides this, it has also mentioned the importance of organisational skills and problem-solving skills and their impact on front-office operations to achieve their desired goal.
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Derek S .ee
wrote a review Feb 7

Swindon, United Kingdom « 5 contributions

O
Overview
An excellent hotel, of which the staff are its
star attraction. Great bunch of people. Not
so good for a long stay unless you eat out as
the food can become rather monotonous
after a few weeks. Rooms are clean and the
vast majority of the house maids do a great
job. Parking is not a problem. Good pool,
though a little to cool for me. Good gym also.
Read less a

Date of stay: December 2023
Trip type: Traveled solo
from

$57 Check availability
Sun, 03/03 - Mon, 03/04

Hotel website





