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To guarantee that customers have a seamless and delightful experience, front desk staff members need a wide range of abilities. The ability to communicate, provide excellent customer service, be organised, solve problems, and use technology are all essential talents. I'll use the Gibbs Reflective Model to think back on the abilities and encounters I've had working at the front desk of hotels, relate them to theoretical ideas, and give instances from the business.
Description: For two years, I've been employed at a mid-sized hotel's front desk. I'm responsible for managing reservations, welcoming and escorting customers, responding to their questions and concerns, and making sure the front desk runs well overall (Ngoepe and Wakelin-Theron, 2023).
Feelings: At first, I was concerned about managing the wide variety of people and their needs. But as time has gone on, I've grown more at ease in my position and more knowledgeable about the abilities required.
Evaluation: Examining some essential abilities needed at the hotel front desk:
Communication: It is crucial to communicate effectively. By connecting with visitors from different cultural backgrounds, I have improved my communication abilities. I have improved my ability to communicate empathically, actively listen, and deliver information that is clear and succinct (Park, et al., 2022). This fits with the theoretical idea that effective communication is a key component of customer service. I utilised basic language, gestures, and even translation software to make sure a guest who didn't speak English could understand the check-in procedure, for example (Youssef, 2017).
Customer care: The hotel industry is built on providing exceptional customer care. I have put the ideas of delivering individualised experiences and going above and beyond to satisfy customers into practice. This supports the idea that happy visitors are more inclined to stay at the hotel again and refer others to it. For instance, I once surprised a customer with a free hotel upgrade on their anniversary, which resulted in a favourable online review and referrals from other customers.
Administrative Skills: In the front office, where a lot is going on, multitasking is crucial. I have mastered the simultaneous management of bookings, phone calls, and visitor demands (Lamb, Maire, and Doecke, 2017). This supports the idea that having good organisational abilities boosts operational effectiveness. As an illustration, I successfully handled a group check-out for a corporate event during a hectic check-out period, making sure each person received their invoice.
Problem-Solving: Some visitors' stays are not without incident. Numerous problems have come up for me, ranging from financial concerns to preferences for particular rooms. I've handled these issues quickly and peacefully by applying my problem-solving abilities. This is consistent with the theoretical idea that good problem-solving techniques may transform potentially bad circumstances into advantageous ones (Haqaf and Koyuncu, 2018). For instance, I quickly moved a visitor to a better room and made sure the problem was fixed when they complained that their room wasn't up to par due to a small maintenance issue.
Technical Expertise Technology plays a critical role in the modern hotel sector. I have mastered the use of reservation systems, key card systems, and hotel management software. This relates to the idea that technology improves precision and efficacy. For instance, the hotel's smartphone check-in feature, which enables customers to skip the front desk and go straight to their rooms, has been successfully used by me and has been well-received by tech-savvy travellers (Bray, Byrne, and O’Kelly, 2020).
Analysis: Working at the front desk of a hotel has been a rewarding experience that has allowed me to build and use crucial skills necessary for the position. My self-assurance has increased, and I have improved at using the appropriate technologies, resolving issues, and giving exceptional customer service. I've seen personally how important these abilities are to both the business of the hotel and the enjoyment of its guests (Bencheva, and Stoeva, 2018).
Conclusion: I have learned to recognise the crucial importance of core abilities including communication, customer service, organisation, problem-solving, and technological expertise when I reflect on my experiences working in hotel front offices. These skills are in line with accepted theoretical precepts and are crucial to providing a seamless and enjoyable client experience. Mastering these abilities is crucial to assuring the hotel's success and the delight of its visitors. I can significantly contribute to the establishment's overall greatness and the satisfaction of its patrons by regularly polishing and effectively putting these skills to use (Ferreirós-Vidal, et al., 2019).
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Component Two:
Contribution to Overall Module Assessment: 25%
Trip Advisor review:
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Figure 1: Customer review
(Source: https://shorturl.at/bgpu7)
We appreciate you taking the time to share your thoughtful feedback and praise for your recent stay at The Yorkshire Hotel in Harrogate. We are delighted to hear that you enjoyed a restful night's sleep in your king room with a balcony and found it to be quite comfortable and roomy. It's lovely to hear that you had a full breakfast with a variety of selections and appreciated the drinks at our bar.
Our staff takes great satisfaction in going above and beyond to help visitors, so we are thrilled that you appreciated our efforts in making parking arrangements.
It makes us extremely happy to learn that you have chosen to stay with us again and that you consider Harrogate to be the best place to visit. We appreciate your devotion and hope to see you at many more fun events in the future. We value your opinions greatly and use them to drive us to uphold the excellent standards you've come to expect from The Yorkshire Hotel (Rhou and Singal, 2020).



Letter of complaint

 Subject: Demonstrating Skills for Employment, Ownership, and Problem-Solving at The Yorkshire Hotel

Dear Mr Ronald Federick,
I am devoted to ensuring the success and advancement of The Yorkshire Hotel as its manager, and I will use my experience in employment, business ownership, and problem-solving to accomplish these objectives. With a strong sense of accountability and a love for hospitality, I work hard to set the bar high and create a culture that values quality and the delight of the customer.
1. Employability Skills: 
One of my responsibilities as manager is to develop a vibrant and engaged staff. To do this, I concentrate on the following crucial job skills:
Recruitment and Training: I take part in the rigorous selection of our team, making sure that we only choose people who have the necessary abilities and attitudes. Our training initiatives are intended to provide our team members with the skills and information they need to flourish in their specific responsibilities.
Communication and Teamwork: Our successful teamwork is based on effective communication. I promote candid communication among team members to build a cooperative working atmosphere.
Employee Well-Being: The welfare of the workforce comes first. We offer programmes and support systems to protect the physical and mental well-being of our employees since happy employees produce exceptional customer service.
2. Ownership Aspirations:
I want to own the business rather than merely run the motel. It includes a picture of The Yorkshire Hotel as a vibrant and successful business. This comprises:
Long-Term Planning: I actively participate in strategic long-term planning, which includes upkeep and improvement of our property, keeping abreast of market developments, and enlarging our service offerings to meet the changing demands of our visitors.
Guest-Centric Approach: I picture a hotel where putting the needs of the guests first drives all business decisions. We shall be motivated by understanding and anticipating their requirements.
Community Engagement: I am committed to fostering close links with my neighbourhood, assisting small businesses, and taking part in community activities. This improves not just the neighbourhood but also the standing of our hotel.
3. Problem-Solving Skills:
Effective problem-solving is crucial in an industry that moves quickly and undergoes constant change. I tackle potential problems proactively:
Guest Feedback: We actively gather and examine visitor comments, making adjustments in response to their ideas and issues.
Planning for Unexpected Challenges: We have well-defined strategies in place to address unanticipated difficulties, providing a prompt and well-coordinated reaction that minimises interruptions.
Quality Control: Upholding strict standards is a need. To find development opportunities, our staff continually evaluates the quality of our services and facilities.
To sum up, I have a lot riding on The Yorkshire Hotel's expansion and success. My employment skills, ownership aspirations, and problem-solving abilities are pivotal in guiding our team towards achieving our goals and maintaining the highest level of guest satisfaction. I look forward to the continued success and growth of our hotel, and I am dedicated to making The Yorkshire Hotel the first choice for our valued guests.
Thank you for your support and collaboration as we work together to fulfil this vision.

Sincerely,
XYZ
Manager
The Yorkshire Hotel

In this scenario – It is your first day as a front desk associate and your manager has phoned in sick. Create an action plan and answer the following questions.


	What are you going to do to ensure that the hotel is represented well to guests?
	How will operations run smoothly throughout your shift?

	Why would you consider your plan to be the most effective?

	What contingency plan will you put in place to ensure a quick resolution of this scenario in the future?


	
Ensure that all staff members are familiar with the hotel's values, standards, and customer service expectations by implementing thorough training programmes.
	Preparation: Examine the schedules, to-do lists, and significant revisions from the prior shift before beginning your shift.

	Clarity of Objectives: Everybody is sure to understand their function and purpose since the plan specifies all of the precise goals and objectives in explicit detail.

	Identify Potential Scenarios: Consider both internal and external elements when you first evaluate and identify prospective situations that might interfere with operations (Legrand, Chen, and Laeis, 2022).


	Service Excellence: Define clear expectations for service and provide personnel with the freedom and resources they need to go above and beyond for customers (Dzhandzhugazova, et al., 2016).



	Communication: Keep lines of communication open and transparent with coworkers, making sure that everyone is aware of their roles and any modifications to the plan.

	Goals Alignment: It perfectly reflects the organization's main objectives, fostering cooperation and a common vision.

	Risk assessment: Perform a thorough risk assessment to rank possibilities according to their likelihood and impact.


	Feedback Mechanism: To continuously gauge customer satisfaction, establish a thorough guest feedback system that includes online surveys, comment cards, and in-person interactions.
	Prioritisation: To solve urgent problems as soon as possible, determine which tasks should be given top priority and distribute resources appropriately (Walker, 2021).

	Accountability: Responsibility and ownership are encouraged by the plan's assignment of tasks and due dates to specific people.

	Dedicated Response Team: Establish a dedicated response team with tasks and responsibilities that are specific to each situation.


	
Quality Control: Ensure the property's cleanliness and operation by routinely inspecting and maintaining all areas, including the rooms, common areas, and facilities.
	Time management: Setting clear objectives and deadlines for assignments can help you effectively manage your time and keep you on track during your shift.

	Measurable Metrics:  Key performance indicators (KPIs) and metrics for gauging success are included in the measurable metrics section.

	Communication Plan: Create a communication plan to make sure that, in the event of an issue, all parties involved are notified immediately and properly.


	Communication: Encourage staff members and management to communicate honestly and openly to address and resolve any guest-related concerns as soon as possible.


	Resource Allocation: Ensure that tools, supplies, and personnel are dispersed properly to satisfy operating requirements.
	Feedback Loop: Continual feedback and review sessions are included to accommodate alterations in the environment and new difficulties.
	Training and exercises: Work with the response team to regularly train and do drills to make sure everyone is aware of their responsibilities and prepared to respond quickly.



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format - Describe the key elements that are required when considering these four elements of hotel operations:

	
Element 1 – Pre-arrival

	
As it establishes the tone for the whole stay, the pre-arrival phase of hotel operations is a crucial part of guest services. Consider these important factors when making pre-arrival preparations:
Management of Reservations: Effective reservation management is essential. This entails prompt confirmation of reservations, thorough record-keeping, and adaptability in meeting guest preferences.
Guest Information: Guests' details to provide individualised service and anticipate demands, thorough guest data collection is necessary, including specific requests, dietary restrictions, and room preferences (Tandogan, 2017).
Communication: Communication is key to a seamless check-in experience. Promptly connect with visitors through a variety of channels, offering the pertinent information, instructions, and contact information.
Assurance and Reminders: Send confirmations of reservations and reminders for when guests should arrive, along with details on the hotel's facilities, check-in and check-out timings, and any upcoming special events.
Room Allocation: Ensure effective room distribution while taking into account visitor preferences and any special requests, such as those for linked rooms or accessibility needs (Tiong, et al, 2021).
Coordinating housekeeping: To make sure that rooms are fully cleaned and ready for guests to arrive, work with the housekeeping service.
Technology Integration: Introduce tools that enable visitors to check in ahead of time online, expediting the process and cutting down on wait times.
Special Preparations: Attend to any particular requests made by visitors, such as booking travel to and from the airport, spa services, or romantic surprises.
Security precautions: Put security first by confirming visitors' identities, safeguarding the privacy of personal information, and doing background checks for further security (Wynn and Jones, 2022).







	
Element 2 – Arrival


	
It is crucial to offer a seamless and warm experience for guests during the arrival stage of hotel operations because this is a crucial point in their trip. When thinking about the arrival phase, the following factors are essential:
Pleasant Arrival: A warm welcome sets the tone for the whole stay. The staff should be skilled at making guests feel welcome and helping with luggage if necessary.
A quick check-in: It is more convenient for customers when the check-in procedure is streamlined using technology or a specialised employee (Anichiti, et al, 2021).
Identification and Verification: To authenticate guests' identities, ensure security, and comply with legislation, proper identification and verification methods are required.
Room orientation: Giving visitors information on hotel services, amenities, and amenities in their rooms makes them feel at ease and educated.
Key Issuance: To avoid any confusion or annoyance, prompt key card issuance and room direction are essential (Brondoni, 2016).
Payment and billing: It's critical to have a smooth and effective payment procedure so that visitors are aware of the costs and available payment options.
Special Requests: Meeting any special requests from guests, such as extra bedding or preferred room types, as soon as they arrive demonstrates a dedication to their happiness.
Safety and Security: Educating visitors about safety and security protocols as well as emergency exits helps them feel more secure while they are there.
Information Desk: Providing guests with recommendations for nearby restaurants and attractions as well as answers to their questions about the area adds value to their visit (Hayes, Ninemeier, and Miller, 2017).





	
Element 3 - Duration of stay


	
The length of the day has a significant impact on how various jobs and services are scheduled and coordinated in a hotel. When thinking about the length of the day in the context of hotel operations, a few crucial factors are crucial:
Times for Check-In and Check-Out: It's essential to establish consistent check-in and check-out hours to schedule guest arrivals and departures and guarantee that rooms are prepared.
Cleaning Schedule: To prepare rooms for new arrivals, clean rooms for leaving guests, and attend to any special requests during the day, housekeeping workers must follow a planned routine.
Dining Services: To meet customer demand for breakfast, lunch, supper, and late-night services, restaurants, bars, and room service must schedule their hours of operation accordingly (Sufi and Shojaie, 2018).
Maintenance and Repairs: To reduce interruption and preserve a positive visitor experience, maintenance and repairs must be scheduled at off-peak times.
Front desk and concierge: Guest services, like as the front desk and concierge, must remain open for a substantial percentage of the day to offer support, information, and help (Binns and Kempf, 2021).
Security and surveillance: To guarantee guest safety and safeguard hotel property, security staff and surveillance systems must be on duty round-the-clock.
Shift Scheduling: By taking into consideration different shifts and rotations, staff schedules should be created to maintain continuity and coverage both during peak and off-peak hours.
Events and Meetings: Coordinating the planning and execution of events, conferences, and meetings may be necessary during specified times of the day, necessitating the availability of event employees.




	
Element 4 - Departure


	In hotel operations, the departure phase is the last opportunity for engagement with visitors and is essential for making a good first impression. When thinking about the departure phase in the context of hotel operations, the following factors are crucial:
Check-out Procedure: Simplifying the check-out procedure is essential to making it quick, easy, and efficient for visitors. This involves paying off debts, giving back keys, and gathering comments.
Transparency in billing: Giving visitors an itemised bill that is clear and transparent and contains all fees they were charged during their stay fosters confidence and happiness.
Luggage help: By providing luggage help to leaving visitors, you may greatly improve their experience, especially if they have large or bulky bags (Andoni, et al, 2019).
Feedback Collection: As customers check out, the hotel may use their comments to determine how satisfied they were with their stay, pinpoint areas for improvement, and gather insightful testimonials.
Options for Express Check-Out: Giving visitors who are tech savvy the opportunity to pay their bills online or through mobile applications satisfies their preferences.
Inspection of the Room: Immediately following check-out, housekeeping personnel should inspect the room to ensure cleanliness and readiness for the incoming visitor.
Baggage Storage: It's a considerate touch to offer safe luggage storage for those who have checked out but still want to tour the neighbourhood before leaving (Buell, Mariadassou, and Zheng, 2019).
Late Check-Out: When possible, providing late check-out alternatives helps guests with different departure hours and improves their experience overall.	
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We stayed in a king room with balcony and it was exceptional, extremely spacious and the bed
was very comfortable we slept great. We visited the bar downstairs which offers 2-12 cocktails
which were very tasty! Breakfast in the morning was great with a wide selection of hot and cold
options and drinks! Parking at the hotel is limited however the staff will do their best to
accommodate and help you find alternatives. It was our second time staying here & there's
nowhere better in Harrogate!
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