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Outside the simple act of learning new information, reflective writing may have an important impact on how that information is processed and ultimately understood. Cress et al. (2005) state that when people write reflectively on an experience, they get more than just new information. Instead, individuals experience a profound transformation in their way of thinking about the event in question. This new way of thinking is not only academic; it usually leads to concrete resolutions. As a result, contemplation is incomplete until it results in action. This journal will explore key skills required for the employees working in the hotel front office through the Kolb’s Reflective Cycle.
During my time in placement in the front desk of a Novotel Hotel, I was given several opportunities to practise essential front desk skills. Among these were checking in and out guests, answering questions, taking bookings, and resolving concerns. Working in the hotel front desk gave me invaluable exposure to several vital operational responsibilities, each of which calls for a different set of talents. For example, I came across a circumstance where a group reservation had been accidentally overbooked, calling for immediate intervention and effective resolution. Bardi (2011),  highlights the necessity of both technological expertise and interpersonal abilities in front office management. This occurrence required  expert control of our hotel administration systems but also good communication and negotiating skills. Hayes and Nguyen (2019) point out the need of reaching a compromise between hotel policy and guest pleasure when dealing with an overbooking situation. They imply that front desk employees need to balance meeting operational needs with prioritising client satisfaction. This was implemented through reallocation of resources, compensation for affected visitors, and open lines of communication. Corgel et al.,  (2011) stress the significance of problem-solving and client relationship management in the hotel business, and this occurrence reflects those ideas.
After giving it some thought, I have concluded that impeccable interpersonal skills and sympathy are essential for any guest relations manager. My guests initial unhappiness was greatly reduced thanks to my attentive listening and sympathetic response. My method of problem solving, which involves rapidly assessing the circumstance and developing a workable answer, was also crucial in bringing forth a speedy and effective resolution. This reflection highlights the importance of customer service competence and clear communication in guaranteeing visitor pleasure (Solomon, 2018).
The academic principles of hospitality management are reflected in these real-world experiences. There is a lot of research showing that satisfied customers mean greater numbers of return customers (Carev, 2015). In addition, Tewan (2009) stress the need of good communication skills in resolving issues in the hospitality industry. My practical talents and the influence they had on guests could not have been achieved without the theoretical foundations I built during my time  at Novotel Hotel. This real-world exposure illustrates an important subject examined by Bardi (2011), namely the necessity of organisational skills in the efficient management of hotel operations. Bardi's dedication to organised methods of front desk management is reflected in my experience managing reservations and guest data in a thorough manner. Additionally, the incident highlighted the necessity for adaptability and rapid thinking in situations of great pressure. 
Sanyu et al.,  (2014) advocates for a strategy of continuous improvement in front desk operations. In addition, I desire to build on my understanding of customer service excellence by developing my communication and problem-solving abilities. Improving one's capacity for empathy and attentive listening is essential for providing excellent service to guests. Bardi (2018) stresses the importance of constant self-improvement in these areas to meet the continually evolving standards set by guests. In addition, as indicated by Wood (2013), I would like to participate in ongoing training sessions and seminars to keep informed of developments in the hospitality industry. Such training would  improve my ability to do my job, but it will also help me provide my guests with service that is always of the highest possible quality.
In conclusion, this inner trip through Kolb's Cycle at Novotel Hotel contributed significantly to my grasp and application of critical front office abilities. It has turned theoretical principles into concrete approaches, confirming my dedication to continuous growth and change in hospitality management. This reflective practise is critical for future progress, ensuring quality and adaptation in my professional journey in the continually evolving hotel industry.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Kate,

We are overjoyed to receive your review, and your kind remarks regarding our hotel and personnel are greatly appreciated. It is gratifying to learn that your stays were made more pleasurable by Osama's hospitality and that our check-in procedure fulfilled your standards for efficiency.
Your compliment regarding our advantageous proximity to the terminal is greatly valued, and we are delighted to assist in making your journeys more convenient. We are extremely committed to ensuring that our business guests' requirements are met, and your feedback serves as confirmation of our devotion to supplying exceptional service.
Kindly be assured that your review has been shared among the entire team. Your appreciation for it will undoubtedly inspire us to maintain the exceptional level of service that our customer base has become accustomed to. We enthusiastically await your return to our hotel and the opportunity to give you a warm welcome.

Warmest regards,

Roxana Panainte
Novotel Hotel  Birmingham Airport
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	Letter of complaint response 500 words +/- 10-%

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


Dear Mr Frederick, 

Subject: Your Stay in Our Hotel on August 26th - Room 205


First and foremost, please accept our sincere apologises for the difficulties you encountered during your recent stay with us. I want to tell you that we have taken your feedback seriously and that I am personally addressing the issues you have identified.

We sincerely apologize for the dissatisfaction you experienced with your meal. It is our goal to consistently provide a delightful dining experience conducive to beginning one's day, and we regret that in this particular occasion, we failed in achieving such standards. Your valuable feedback has been duly communicated to our culinary team, who are presently evaluating their food preparation techniques and holding procedures so as to ensure optimal quality assurance measures guaranteeing perfect cuisine temperature control at all times.

With regard to the issue of noise disturbance, we acknowledge that a restful night's sleep is paramount for our esteemed guests and offer our sincere apologies for any inconvenience caused by this unfortunate experience. We are currently undertaking a thorough review of our room distribution procedures with the aim of improving management strategies in similar circumstances going forward. Furthermore, as part of proactive measures towards guest satisfaction, we are exploring options to provide noise-cancellation equipment upon request specifically aimed at meeting particular needs from those who may be sensitive to ambient sound disruptions.

The cleanliness of your room is a crucial aspect that we prioritize with highest seriousness. We have duly considered the feedback regarding inadequacies in this regard and deem it as unacceptable, since it contradicts our impeccable hygiene and cleaning norms. To remediate this matter expeditiously, prompt actions have been initiated by instructing the housekeeping crew to reinspect each affected area rigorously while reinforcing our quality assurance measures concerning cleaning standards. Moreover, additional room inspections shall be undertaken alongside fostered training sessions for employees aimed at curbing any such future anomalies from arising again.

We sincerely apologize for any inconvenience that may have been caused. To compensate for this, we offer you a complimentary two-night stay to experience the high level of service that is synonymous with our establishment. Furthermore, we extend an invitation to enjoy a complimentary breakfast during your stay under the personal supervision of our Head Chef.

We highly value your opinion as it serves as a critical tool in highlighting and addressing areas of improvement. Our primary objective is to utilize this valuable feedback for enhancing our training module, thereby raising the bar of service standards we offer. Please be informed that the incidents witnessed by you are an abnormality from our usual guest experience. Nonetheless, we remain committed to restoring your faith in us with renewed vigor and sincerity towards ensuring unequalled hospitality at all times.

We kindly request that you accept our offer and bestow upon us the privilege to demonstrate our unwavering commitment towards delivering exemplary hospitality services. Our Guest Relations Manager will be in touch with you shortly to furnish further information pertaining to this promotion, as well as guaranteeing any future visits are characterized by pleasant experiences.

We sincerely apologize for any inconvenience this may have caused you and we appreciate your prompt notification of the matter. We eagerly anticipate the opportunity to welcome you back under improved circumstances.


Yours sincerely, 

Roxana Panainte
Customer Relations Team
Novotel Birmingham Hotel




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

	
Element 1 – Pre-Arrival 


	
The pre-arrival stage establishes the atmosphere for the complete guest experience, making it a critical phase of the hotel guest cycle. Efficient administration of this phase necessitates the incorporation of various critical components that enhance both operational effectiveness and guest satisfaction. Ensuring a smooth registration process is vital. This entails offering various reservation channels, including travel agents, online platforms, and telephone appointments, in order to accommodate the diverse preferences of guests (Busser et al., 2022). Guests should be able to effortlessly select their desired dates, room varieties, and any additional services they may require through the booking system. Pricing information should be explicit and transparent in order to prevent unpleasant surprises upon arrival. Furthermore, communicating effectively is also crucial in the pre-arrival phase. Guests’ ought to receive timely and customised confirmation emails or messages that validate their reservations and supply pertinent information, including but not limited to check-in and check-out schedules, hotel policies, and any unusual requests they might have submitted (Tewan, 2009). This practise promotes interest and guarantees that attendees are adequately informed before their visit. Additionally crucial components comprise guest profiles and preferences. It is recommended that hotels implement a comprehensive guest preference management system to document and store dietary restrictions, room location, and bedding preferences, among other things, in order to augment the degree of customization experienced by clients throughout their staying. This data may be gathered via pre-arrival questionnaires or by examining the past transactions of previous guests (Kattara and El-Said, 2013). Hotels have the ability to surpass guest expectations and provide a more customised experience by anticipating and comprehending their requirements. Lastly, during the pre-arrival phase, it is advantageous to provide visitors with supplementary services or upgrades in order to improve their stay. Through the identification of guest preferences and requirements, hotels are able to customise their upselling strategies and provide pertinent supplementary items, including dining experiences, spa treatments, or room upgrades (Bardi, 2011).

	
Element 2 – Arrival 


	The initial physical interaction between the hotel and the visitor, which occurs during the arrival phase, is a critical moment in the hotel guest cycle. A satisfactory guest experience is established, and a simple check-in procedure is ensured through the effective administration of this phase, which is comprised of a number of crucial components. Initially, it is vital to have a welcoming and efficient reception. Ensuring that the front desk personnel possess complete instruction in delivering outstanding customer service and establishing cordial and professional connections with guests is imperative (Vallen and Vallen, 2014).  A comprehensive understanding of the hotel's amenities, provisions, and nearby areas that are important is essential in order to expeditiously attend to any inquiries or worries that users may have. Provision of visible signage and explicit directions is essential for directing visitors to the reception area and guaranteeing a smooth and trouble-free arrival. Additionally, check-in procedures must be automated. Hotels should aim for the reduction of waiting periods and improve the efficiency of the process (Kumar, 2021). The implementation of technologies such as self-service kiosks, keyless entry systems, and mobile check-in can accomplish this. These developments empower customers to skip conventional check-in processes and proceed directly to their accommodations, consequently mitigating anxiety and augmenting convenience. An additional critical component is current and precise visitor information. It is the responsibility of hotels to ensure that all pre-arrival reservations, preferences, and special requests are recorded accurately and are easily accessible to staff. By utilising this data, it is possible to customise the guest experience and extend a cordial, individualised reception. Additionally, it is critical to have solid interaction during the arrival phase. Important information such as breakfast times, Wi-Fi access, hotel policies, and current deals or events should be communicated to guests. By delivering this information during the check-in process, establishments create an environment that promotes visitor satisfaction and awareness (Hammer, 2016).


	
Element 3 – Duration of stay 


	
When overseeing the four phases of the hotel visitor cycle, the length of stay is a critical factor to take into account.  Hotels can efficiently allocate their resources by having knowledge of the length of stay. To ensure an easy transition for guests with shorter stays, hotels must guarantee simplified check-in and check-out procedures. Conversely, in order to augment the comfort and contentment of visitors who are paying for extended stays, hotels might wish to contemplate offering supplementary services or amenities (Hammer, 2016). The length of the guest's stay also has an impact on revenue management strategies. Hotel promotions and pricing may be modified in accordance with the duration of a guest's stay. For instance, by providing reduced-rate accommodations for prolonged periods of time, one can appeal to consumers seeking extended-stay accommodations. Managing the length of stay is also a crucial aspect to consider in capacity planning. Hotels must accurately predict demand in order to distribute rooms accordingly (Tesone, 2010). Hotels can maximise revenue potential by optimising their room inventory and gaining knowledge about the duration of visitors' stays during peak periods. Lastly, the length of time guests remain has an effect on level of satisfaction. Hotels are obligated to guarantee the comfort of their visitors for the duration of their visit. This encompasses the provision of suitable maintenance services, the upkeep of facilities in a pristine state, and the timely resolution of any concerns that may arise.


	
Element 4 – Departure 


	As the final phase of the hotel guest cycle, the departure stage is critical for hotels to ensure that guests have a positive and trouble-free check-out experience. Successful administration of this phase necessitates the incorporation of various critical components .Firstly, fast, and uncomplicated check-out processes are critical. It is the responsibility of hotels to simplify the check-out procedure in order to reduce guest wait periods and guarantee a smooth departure. The implementation of express check-out alternatives, such as mobile check-out or drop-off key boxes, has the potential to optimise operations and augment visitor convenience (Busser et al., 2022). Secondly, it is vital that invoicing and payment procedures are precise. It is the responsibility of hotels to verify that the final bill is precise and accurately depicts any supplementary charges or modifications that are applied throughout the guest's stay. (Vallen and Vallen, 2014). Communication pertaining to payment methods, including cash and credit cards, should  be unambiguous and direct in order to prevent any ambiguity or postponement in the resolution of the invoice. Thirdly, it is essential to collect feedback from departing visitors. This may be accomplished via firsthand interactions with the front desk staff or post-stay surveys. Guests' feedback offers significant insights regarding their overall experience and draws attention to potential areas for enhancement. It is imperative for hotels to engage in active listening to visitor feedback and quickly react to any issues or concerns that are raised  (Prasad, Wirtz and Yu, 2014).
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Great staff

| come here a lot with my job and the best thing about this place is the staff. Excellent customer service
from Osama in the bar, he gives you a great welcome and nothing is too much trouble.

Checkin is always really efficient and of course the hotel is just across the road from the terminal which is
really convenient.

Read less a

Date of stay: November 2023

Trip type: Travelled on business

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