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Reflective Practice is an essential aspect of learning and personal development. This journal is an exploration of my experiences during my placement at Crewe Hall Hotel & Spa and a reflection on the key skills required to work within the hotel front office. I will apply Schön’s model of reflective practice to assess my own skills, connect them to theoretical principles, and provide industry examples where relevant.
Entry 1: During my first week at Crewe Hall Hotel & Spa, I was introduced to the front office operations. The first key skill I observed was communication. Effective communication is vital for guest satisfaction and smooth hotel operations. I realized that I needed to improve my active listening skills to understand guests' needs better.
Bardi (2011) emphasizes the significance of communication in the front office, as it involves interaction with guests, colleagues, and other departments. I observed a colleague handling a challenging guest who was unhappy with their room. The colleague remained calm, and empathetic, and resolved the issue promptly. This experience reinforced the importance of good communication skills in handling guest complaints.
Effective communication also extends to written communication, as evident in tasks like email correspondence with guests and other departments. Clarity, professionalism, and promptness are essential to convey information accurately.
Entry 2: My second week involved learning about the hotel's reservation system. I encountered the skill of time management. It was crucial to prioritize tasks and ensure that reservations were accurately entered into the system, as any mistakes could lead to overbookings or missed revenue opportunities.
Tewan (2009) discusses the importance of effective time management in the front office. I realized that meticulous attention to detail was crucial in this area. For instance, a misplaced reservation could lead to guest dissatisfaction and financial loss. I observed a colleague successfully managing multiple reservations, ensuring that all guests' preferences were met.
In addition to time management, technology proficiency is essential. The hotel's reservation system required a deep understanding of its features, which impacted the efficiency of our work.
Entry 3: In the third week, I started working at the reception desk. The skill of adaptability became evident. The front office faces different challenges daily, from handling check-ins and check-outs to managing unexpected issues. Being flexible and adaptable is essential to deliver a high level of service.
Corgel et al. (2011) emphasize the need for adaptability in the hospitality industry. I encountered a situation where a large group of guests arrived earlier than expected. The front office staff quickly rearranged room assignments and check-in procedures to accommodate them, ensuring a smooth and positive experience for the guests.
This adaptability extends to cultural awareness as well, as the hotel serves an international clientele. Understanding and respecting various customs and preferences is essential for guest satisfaction.
Entry 4: The fourth week focused on revenue management, a key skill in the front office. Hammer (2016) provides insights into the principles of revenue management. I learned about the importance of pricing strategies, forecasting, and optimizing room revenue. I observed how the hotel adjusted room rates based on demand, special events, and seasons.
I also participated in a revenue management meeting where the team analysed data and made pricing decisions. This experience emphasized the significance of data-driven decision-making in maximizing revenue while maintaining guest satisfaction.
An important aspect of revenue management is data analysis. Understanding the key performance indicators and using data analytics tools to make informed decisions is vital in setting competitive rates and optimizing revenue.
Entry 5: The final week of my placement involved shadowing the front office manager. I realized the significance of leadership and decision-making skills in this role. Tesone (2010) discusses the principles of management in the hospitality industry. The front office manager had to make strategic decisions related to staff scheduling, guest service improvements, and budget management.
I observed how the manager provided clear guidance to the team and ensured that the front office operated efficiently. This experience highlighted the need for strong leadership and decision-making skills to lead a successful front-office team.
Leadership also encompasses team motivation and conflict resolution. Maintaining a motivated and harmonious team is vital for a smooth front office operation.
In summary, my placement at Crewe Hall Hotel & Spa allowed me to observe and participate in various front-office operations. I applied Schön’s model of reflective practice to assess my skills and connect them to theoretical principles. Communication, time management, adaptability, revenue management, and leadership were identified as key skills required to work in the hotel front office. These skills are essential for delivering exceptional guest experiences and ensuring the efficient operation of the front office.
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	Trip Advisor Review Response 150 words +/-10%

	


Dear TravelLover425,

Thank you for taking the time to share your wonderful experience at Crewe Hall on Trip Advisor. We are delighted to read your positive feedback and thrilled that you had an excellent 3-night stay with your family during half term.

It warms our hearts to know that the rooms were to your satisfaction in terms of cleanliness and size. We take great pride in ensuring our guests have a comfortable and enjoyable stay. It's also fantastic to hear that you appreciated the room upgrade, and we're pleased that you enjoyed the stunning feature room.

Our team strives to provide exceptional service, and your mention of Charlotte's attentiveness is greatly appreciated. We will make sure she receives the recognition she deserves for making your stay special.

Furthermore, your kind words about our breakfast and evening meals are truly encouraging. The Beef Pie is indeed a crowd favourite, and we are delighted that you found it incredible. We are committed to providing a variety of tasty and hot dishes to cater to all our guests' preferences.

We genuinely look forward to welcoming you and your family back for another great stay. Your feedback motivates us to maintain our high standards and continually improve.

Thank you for choosing Crewe Hall, and please do not hesitate to reach out if you have any special requests or if there is anything we can do to enhance your next visit.

Warm regards,
Velislava Hristova
Front Office Desk 
Crewe Hall
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	Letter of complaint response 500 words +/- 10%

	
Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR

September 15th, 2023

Subject: Response to Your Recent Complaint

Dear Mr. Federick,

I hope this letter finds you well, and I want to express our sincere gratitude for bringing your concerns to our attention regarding your stay at our hotel on August 26, 2023. We are deeply sorry for the disappointing experience you had during your visit.

Firstly, I would like to extend our apologies for the quality of the breakfast you received. Serving cold and tasteless food is entirely unacceptable and does not meet our standards. We have reviewed our kitchen procedures, and immediate corrective actions are being taken to ensure this does not happen again.

We understand that a peaceful night's sleep is crucial for our guests. The noise disturbance caused by a crying baby in a neighbouring room is regrettable, and we acknowledge that we fell short in providing you with a comfortable and restful environment. We will be revising our room allocation procedures to prevent such disturbances in the future.

The cleanliness issues you raised regarding room 205 are both disappointing and unacceptable. Hygiene is of paramount importance to us, and the conditions you described are not reflective of our usual high standards. Our housekeeping team will be retrained and closely monitored to ensure that our rooms are thoroughly cleaned and well-maintained.

We genuinely appreciate your feedback as it provides us with the opportunity to improve our services. Rest assured, your concerns have been shared with our management team, and we are taking immediate action to prevent similar occurrences in the future.

To express our regret for your experience, we would like to offer you a complimentary two-night stay at our hotel. We genuinely hope that you will consider giving us another chance to showcase the true quality of our service.

Once again, we apologize for the inconvenience you faced during your stay. Your satisfaction is our priority, and we will do everything possible to regain your trust.

Please do not hesitate to reach out to us if you have any further questions or if there is anything else we can assist you with.

Yours sincerely,

Velislava Hristova
Front Office Desk
Crewe Hall
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
The Pre-Arrival stage is the initial phase of the guest cycle, starting from the moment a potential guest considers staying at a hotel until they make a reservation. Effective management of this stage is vital for creating a positive first impression.
One key element in this stage is online presence and marketing. Hotels must maintain an appealing online presence, including an informative website and active social media profiles (Sigala, 2017). For instance, Marriott International, a global hotel chain, excels in this area with an engaging website, user-friendly booking process, and visually appealing content that showcases its various brands and locations (Marriott International, 2022).
Personalization is another essential element. By collecting and analyzing guest data, hotels can tailor their offerings and communication to meet individual preferences (Inversini & Masiero, 2014). The Ritz-Carlton Hotel Company is renowned for its personalized approach, using data to offer guests their preferred room temperature, music, and even their choice of bath amenities (Ritz-Carlton, 2022).







	
Element 2 – Arrival 


	
The Arrival stage marks the physical presence of the guest at the hotel. Effective management of this stage is crucial in ensuring a smooth transition from pre-arrival expectations to the real guest experience.
Check-in procedures play a central role in this stage. Efficient and welcoming check-in processes leave a positive first impression (Brotherton & Wood, 2008). The Four Seasons Hotel, for instance, offers a seamless check-in experience, often involving a personal escort to the guest's room, emphasizing the importance of a warm welcome (Four Seasons, 2022).
Additionally, room quality and cleanliness are essential elements at this stage. Guests have high expectations regarding room condition, and hotels must meet or exceed these expectations (Kim, Kim, & Kim, 2015). The Hyatt brand, known for its commitment to cleanliness and room quality, has consistently high guest satisfaction scores (Hyatt Hotels Corporation, 2022).








	
Element 3 – Duration of stay 


	
The Duration of Stay stage covers the entirety of a guest's visit, and effective management of this stage ensures a comfortable and enjoyable experience.
One key element is service quality. Hotels must provide exceptional service, addressing guest needs promptly and efficiently (Parasuraman, Zeithaml, & Berry, 1985). The Peninsula Hotels group is renowned for its impeccable service, offering personalized attention and anticipating guest needs throughout the stay (The Peninsula Hotels, 2022).
Food and beverage services are also crucial during the guest's stay. Many hotels have invested in diverse dining options to cater to various tastes, from fine dining to casual cafes (Xiao & Smith, 2006). The Wynn Las Vegas is a prime example of a hotel excelling in this area, with numerous world-class restaurants and bars available on-site (Wynn Las Vegas, 2022).








	
Element 4 – Departure 


	
	The Departure stage marks the end of the guest's stay, and its effective management is essential for creating a lasting positive impression and ensuring repeat business.
Smooth check-out procedures are vital at this stage. Guests should be able to settle their bills efficiently and leave with a sense of satisfaction (Brotherton & Wood, 2008). The Hilton chain offers express check-out options and simplified billing processes for loyalty program members, enhancing the departure experience (Hilton, 2022).
Collecting feedback from guests is another key element. Hotels must actively seek guest feedback to evaluate their services and make necessary improvements (Kandampully & Hu, 2007). Hilton, for example, uses post-stay surveys to gather guest opinions and address any issues promptly, demonstrating a commitment to continuous improvement (Hilton, 2022).
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Wonderful

Had an excellent 3 night stay at Crewe Hall recently with family over half term.
The rooms were spotless and ample size. We had two rooms, a family room to
sleep 2 adults 2 children and a normal double room. The room for just two adults
was upgraded to a feature room which are stunning! As these rooms only sleep
two, the family room was in the modern newly built west wing. Breakfast each
morning was fantastic. Ample selection, tasty, hot and the staff were also great.
Special mention to Charlotte who was so attentive each day. Food on an evening
was also delicious, the Beef Pie was incredible! Overall great stay. Look forward
to going again soon.

Read less a

Date of stay: October 2023

Trip type: Travelled with family

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




