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Introduction: Fortunately I got the chance to have maximum professional experience at Bournemouth Highcliff Marriott Hotel, which is a well-known hotel for its unique customer service. The aim of the reflection is based on exploring my skills and abilities, exposure along with the association to theoretical concepts by involving examples from appropriate domains.
Description: while I entered to this hotel, I promptly saturated myself with lively and energetic environment of the Bournemouth Highcliff Marriott Hotel. However, I also realised at the time of my hiring that effective communication and comprehension is the most essential skill that is required to work there. Undoubtedly the staff members had surprisingly optimal communication skills, which actually leads to an effective and optimal team dynamics (Williams, Woolliams and Spiro, 2020). Subsequently, thus has helped in creating an efficient workflow at the firm. Gibbs (1988) identified that such experience could help in confirming the theoretical value, which says that effective communication plays an important part in the accomplishment of mutual decisions and struggles. However, whole inquiring the diversified working environment at the hotel, I have identified various essential discoveries regarding the subtleties associated with the tourism industry. It can be identified that the team efficiently managed and sustained an optimal and smooth flow of work regardless of the usual turnover of customer support representatives. Marinakou (2012) examined that communication was undoubtedly the most important and significant aspect of this operational performance. While comprehensively observing the team, it was quite clear that the staff members, comprising of the front desk officers and janitorial crew, were capable of maintaining effective communication and knowledge-sharing. This not only enhanced the formation of a feeling of coherence but also promptly resulted in the establishment of a unified and efficient workflow. The shown communication fluency exemplified Gibbs' (1988) theoretical focus on communication as the crucial element for effective collaboration in dynamic sectors like hospitality.
Feelings: At first, when I managed the hotel's operations, I experienced a mix of enthusiasm and uncertainty. I anticipated the encounter eagerly. Nevertheless, my confidence increased as I engaged in various duties, including aiding with guest services and observing the front desk operations. My academic education allowed me to acquire theoretical knowledge, which I was able to use in real-life situations, leading to my personal and professional growth. I felt a mix of excitement and concern as I started exploring the hotel's operations. However, engaging in practical responsibilities like aiding visitors and overseeing front desk operations led to a shift from early worry to a continuous growth in self-confidence (Robson, 2022). I bridged the gap between theoretical knowledge from my academic studies and real-life situations by utilising practical experiences as a conduit. The profound transformation I experienced boosted both my personal and professional development, fostering a sense of capability and adaptability essential for navigating the intricate field of hospitality administration.
Evaluation: During my exam, I assessed my adaptability to various circumstances. Flexibility is crucial in the hospitality industry, and my time at the Bournemouth Highcliff Marriott underscored its significance. Throughout the high time of check-in demands, I evidently need to sustain an optimal level of customer service while at the same time managing extra workload as well. The theoretical paradigm emphasising the ability to adapt in the hospitality business, as proposed by Morrison (2017), aligns with this discovery. After doing a thorough self-assessment, I evaluated my abilities to navigate the constantly changing environments typical of the hospitality sector. During a period of heightened check-ins, the true test of adaptability was clearly shown. Meanwhile, considering this sudden increase in workload, I immediately amend my working strategy and validated my strong dedication towards preserving optimal and efficient customer service standards. Undoubtedly this important time has showed me the necessary functions of adaptability and acceptability within the hospitality and touring industry. My comprehension that adaptability is not only a skill, but the fundamental foundation for success in the dynamic field of hotel management was reinforced via practical experience, complementing the academic knowledge provided by Morrison (1996).
Analysis: The hotel used operational strategies that were in line with theoretical principles, as stated by Gibbs (1988) and Morrison (2022). The hotel achieved its aims with the support of these ideas. The staff demonstrated that communication and flexibility were crucial in actual situations. This was shown by their demonstration of these attributes. By performing a research on these linkages, I enhanced my comprehension of the theoretical principles that influence hospitality management.
Conclusion: Ultimately, my stay at the Bournemouth Highcliff Marriott Hotel was a valuable opportunity for me to apply academic ideas to real-world business scenarios. However, observations were made about the importance of effective communication, flexibility, and collaboration in the immersive learning setting. The reflective notebook has shown to be quite beneficial in identifying aspects that need more attention and emphasising the importance of applying theoretical knowledge into practice.
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	Trip Advisor Review Response 150 words +/-10%

	
We are quite pleased to get such exceptional feedback. We appreciate the good feedback you shared about your experience at our hotel. We appreciate that you have recognised the advantageous geographical location we possess, which not only guarantees comfort but also offers stunning surroundings. We are dedicated to offering a cohesive experience, and as part of that dedication, we provide complimentary on-site parking, which can be obtained at our reception desk. However, this approach helps in cost saving of the operations.
We are honoured and glad that your entire accommodation has been excellent considering being roomy, updated, clean and having all the necessary stuff in the room as well as throughout your holiday as well. Our organisation is committed to ensuring a serene atmosphere to provide a stay free of disruptions and full of tranquilly. 
We appreciate for choosing us and making your trip memorable for you. Apart from your room services, you can enjoy meals at different times as well, and we assure that you won’t be disappointed. 
Moreover, we also appreciate your identification of the convenience that we are providing by being located both at the city centre and the coastline. We are more than glad to have you back and accommodate you with more better and effective services.




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

	
Mrs. Joanna Blake
558 Longford Road
Swansea
SA1 2AR
Subject: Addressing Your Recent Stay Concerns
Dear Mrs. Blake,
I hope this email finds you well. I apologise for the inconvenience that you have faced during your stay at our hotel. We prioritise your patience and are trying our level best to rectify these issues so that you and other clients don’t face the same issue. Unfortunately, your experience did not meet the exceptional and outstanding standards that we intend to provide you through our efforts. 
On attaining you complaint, we have immediately executed an internal inquiry meeting for the issues you have raised. It is undoubtedly our lacking that you were not satisfied with the cleanliness of Room 330.
We are fully dedicated to rectifying this problem as we understand that cleanliness is an essential aspect of our service. We are well aware that the considerable role of Wi-Fi service that are playing its role in the contemporary landscape, especially when it is about work. 
Our company's information technology department is now focused on improving the performance and dependability of our wireless network to guarantee a seamless and enjoyable experience for our visitors. Your understanding and tolerance about this matter are much appreciated. We completely understand the importance of internet for your work and other purposes, yet I behalf on my management apologies for the whole issue. 
I apologise for the disruptions that made you feel uncomfortable throughout your stay. We are currently implementing several efforts to tackle the issues created by noise. These strategies include educating visitors about specified quiet hours and investing in soundproofing measures.
The comments provided on the customer service experience are really troubling. This does not meet the strict criteria that our workers must adhere to. We are emphasising on assessing our entire training process to ensure that our workers embody hospitality standards by being responsive and cooperative while providing you the services. I behalf on my management offering you a complimentary three night stay at our hotel as the token of goodwill to apologise on the issues that you have faced. I  assure you that your future experience will rectify our mistakes and will add value to your experience. Hopefully this will enable us to rectify our mistake and we will ensure that this will not happen again. 
We prioritise your opinion since it offers improving prospects to improve our services. While we appreciate the effort you have made to bring these issues into our consideration. I will personally look into this matter and will be updating you about it.
Your understanding means a lot to us Mrs. Blake. However, we appreciate your support and interest and we wait you to get back to us and experience evident improvements as compare to your last visit.

Warm Regards





Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
	
Key Skill 1 – Customer Service Skills  


	
It can be aniseed by Legrand et al. (2019) that strong repute for effective customer service is important particularly for front office operations within the hospitality sector. He further discussed that effective communication, empathy, and problem-solving skill are the essential aspects for reinforcing customer’s satisfaction and loyalty. However, it includes appropriately assuming and fulfilling the customer’s needs accordingly. For instance, staff members sat Ritz-Carlton are associated with comprehensive training to customise customers’ experiences, outlined for its effective customer service. Undoubtedly, it is important for the front desk officers to have the capability to manage client’s concerns or need with empathy to create a positive repute of the hotel. In this regard, Özdemir, Çolak and Shmilli (2019) demonstrate the significance of technology in improvising customer service. However, hotels shows their flexibility in customer service through utilising digital domains for streamlining check-in procedures and improving their personalised associations with the clients or visitors. Nonetheless, offering outstanding customer services at the front desk of a hotel needs more than just being courteous. However, they involve having a comprehensive understanding of customer’s needs, comprising optimal communication skills and maximum utilisation of technology to enhance experiences.

	
Key Skill 2 – Communication Skills 


	It can be identified by Baum (2002) that strong and effective communication skills are important for the front desk personnel as they are directly impacting customer satisfaction along with operational efficiency. He further added that optimal communication within the hospitality sector needs appropriate insight of the culture, proper listening and clear thinking. 
Undoubtedly, clear communication is a general aspect in the associations of hotel front desk personal with their customers, other employees and departments. It is quite evident that effective and clear communication minimises the possibility of misunderstandings during the reservation process and avoids any kind of complaints and concerns. However, identifying the importance of active and clear listening, it is undoubtedly important to understand client’s needs and wants. Not only front desk officer are responsible for attentively listening and providing appropriate responses but also improvising the customer’s satisfaction. 
Furthermore, it is important to value and understand about the cultural sensitivity especially when communicating in a diversified hotel environment. In this regard , the staff members should be well trained to understand cultural subtleties, assuring that communication is polite and inclusive. However, real-world example include communication training courses such as organised by Marriott International, which demonstrate the commitment of the industry to improvise the communication skills of its workforce.

	
Key Skill 3 – Organisational Skills 


	
It can be identified by Foster et al. (2010) that strong and effective organisational skills are required for the staff at front desk at hotel to effectively manage daily activities and ensuring customer satisfaction. However, Foster et al. (2010) further demonstrate that organisational skills are regarded as the capacity to value tasks effectively, managing time and focusing on small details. Moreover, personnel at front desk should proficiently manage their time and other activities as they have some obligations to do certain things at the same time.
The major example of this can be observed in the performance of a front desk officer who expertly solve customer’s concerns, bookings and registrations especially in peak hours or seasons. In order to minimise issues and dissatisfaction and reducing waiting times of the customers, it is essential to assure that tasks are appropriately executed. In this regard, Nickson et al. (2019) focuses on the significance of perfectionism associated with organisational skills and abilities. Moreover, the officer should precisely manage bookings in order to ensure appropriate information of the customers along with allocations of the rooms. Nonetheless, “Property Management Systems (PMS)” can be identified as the real-world example, which demonstrate the industry’s commitment to improvise operational efficiency. 

	
Key Skill 4 – Problem Solving Skills 
In order to stay aware about the issues at the front desk of the hotel, it is important to immediately and effectively rectify the problems along with the solutions for assuring customer satisfaction considering the varied circumstances of the hospitality industry. 
Accoridng to Alhelalat (2015), adaptability, analytical thinking and creativity are recognised as the important skills within the tourism industry. However, personnel at the front desk could face various challenges, for instance, complaints of the customers and concerns associated with the room. While, in this aspect, critical thinking is significance for identifying solutions and opting for the most appropriate responses. For example, if the reservation of the guest is ignored by mistake, a front desk officer with his/her strong and effective problem-solving skills could on the spot reassign other room or initiate a practical alternative for reducing number of complaints (Nadda, 2022). 
In this regard, real-world examples play there important role, especially demonstrating the industry’s devotion for training front desk officers in managing conflicts and solving them. “Service Recovery” is regarded as one instance which is executed by hotels like Hilton. By implying such activities, the major emphasis in based on reinforcing people to appropriately managing issues and concerns of the customers. 

	Conclusion: Conclusively it can be identified that front desk role and responsibility within the hotel require a diversified set of skills and abilities because of the nature of the job. However, the assignment has demonstrated the significance of customer service, communication, problem-solving and organisational skills in improvising customer experience and satisfaction and optimising operational proficiency. It is quite evident that successful hotels value and focus on some specific characteristics, as shown by both real-life examples and current academic studies. Subsequently, they develop such scenarios where optimal services become associated and important for the brand permanently. Though the tourism and hospitality industry is dynamic and it is evolving; thus, it is important to constantly improvise on these basic skills and abilities in order to meet and surpass the changing expectations of current’s discerning customers. 
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Amazing! Can't wait to stay again

Great location with amazing views . Convenient parking on site. If you pay
through the hotel reception, it's slightly cheaper. Bar looked good, will use it
next time. Didn’t have breakfast. Bedroom was fabulous! Spacious, clean,
modern and had everything you needed, even quiet! Hotel was a 10 minute walk
to the centre and 5 minutes to the beach. Can't wait to stay again!

Readless a

Date of stay: February 2024

Trip type: Traveled as a couple
Room Tip:Payfor parking atreception. cheaper

See more room tips

Value 00000 Location
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