
	
[image: UWTSD new Logo]


	
	Shereen Garraghan
2232494
	

	
	
	BMIH4004
Hotel administration 
	

	
	
	Natalie Brailsford
	

	
	
	
	

	
	
	
	

	


[bookmark: _Toc158664086]Gibbs Reflective Cycle
The Gibbs Reflective Cycle offers a structured approach to reflection, consisting of six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Plan of action (Yaacob et al. 2021). This model assists in the development of a more thorough comprehension, personal development, and constant improvement of professional practice through systematic exploration of experiences, emotions and results.
[bookmark: _Toc158664087]Description:
As a front office employee, I had to deal with a variety of jobs and duties that were essential to offer excellent guest services. These activities involved the supervision of guest enquiries, check-in and check-out procedures, providing the reservation services, besides taking good care of any guests’ questions or issues in a time sensitive manner (Adeani et al. 2020). The performance of these tasks was based on the specific idea of how to communicate effectively and to be a professional, as that aided the guest’s satisfaction and the overall hotel reputation. In this respect, these performed tasks were crucial.
[bookmark: _Toc158664088]Feelings:
The whole placement experience has been a rollercoaster of emotions (Oviawe, 2020). Even though I was confident in my skills, I was not exempt from the stress of the rush and the need to handle several tasks at once in the busy environment. The problems, including resolving complex issues with some guests and handling some unforeseen situations, that I had to confront were really labor intensive. However, the pleasure of overcoming them would prove that I am worth a while.
[bookmark: _Toc158664089]Evaluation:
After events, I surfaced my strong point and matters connected to this. The skills I learned in the ability to problem solve and multitask were valuable in helping me to deal with the problems and inquiries of a higher volume of guests and providing the solutions in a much quicker and efficient manner (Sundgren et al. 2021). Despite the fact that I realized the areas where I had room to grow, the areas of conflict resolution, and the procedures and the systems of a hotel were where I had the lack.
[bookmark: _Toc158664090]Analysis:
The lessons from my practicum were enlightening in a way that I could tell the main roles which direct the positive perception of guests by the front office. Connecting with the guests and my colleagues gave me this understanding of why we need to make the atmosphere warm and compassionate (Pieper et al. 2021). The opportunity to experience such an approach to the service industry has changed my perception of professional customer satisfaction and I saw that personal way and attention to details is something that defines high quality service and satisfies the guest’s requirements. During all the training period, I have a lot of experiences related to ethics and cultural aspects in a way that one needs consideration and respect for diversity. From coordinating with guests having specific requests, to recognizing communication gaps between different cultures, I learnt how invaluable empathy & cultural awareness can be in everyday interactions. 
[bookmark: _Toc158664091]Conclusion:
I have learnt a lot and I derive joy from working on this job in the front office department. The internship has not only given me an understanding of the hospitality industry but also taught me how to be good with people and tackle a problem. From this moment on, I am set on the path of perpetual growth and enrichment of myself in this field, hence I strive to develop my abilities, to learn new things and to tackle new challenges with bravery.
[bookmark: _Toc158664092]Action Plan:
Adhering to the proposed plan of action will greatly help me to grow and improve in the front office. I am seeking for extra training and additional courses on conflict resolution and customer service that will enable me to gain the relevant skills and ability to handle malicious situations hence improving guest satisfaction. Through mentorship programs available in the department, I will have the opportunity to learn from the best and get the right feedback and guidance to improve my skills. My staying updated with the industry trends and the latest practices by continuous education and networking will keep me competitive and flexible in the ever-changing hospitality market. Having specific goals of improvement and keeping track of it on a regular basis will give me an actual map for development and help me monitor my progress over time (Markkanen et al. 2020). These steps will ensure that I will continue to be successful at this position while always delivering the best service and assisting the hotel to attain the set targets.
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	


TripAdvisor Review:
Great stay! Hilton Hotel. The facilities were splendid, the rooms were neat and cosy, and the staff was very nice and polite. Located so family could take the regional transit to see nearby tourist destinations, it was ideally situated. It was a rounded of the game, and I totally recommend this hotel at their location for those traveling through the area.

In response:

Dear Reviewer,

We are glad that you have taken your time to leave a good TripAdvisor review for the Hilton Hotel. Thank you for letting us know that you had a great stay and that our service, employees, and accommodation were far better than you could ever imagine. Our primary objectives are to offer our guests exceptional service and memorable experiences which as per the report you interacted with the same during your stay with us.
We greatly appreciate your idea and the wonderful words. In a short while, I wish that you would avail yourself of the opportunity to come back and pay us another visit.

Warm regards,
The Manager













































	Screen shot of referenced Trip Advisor review used:

	

	

	

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

	


To Mrs. Blake,

Concerning the correspondence, you had not long ago on remaining at our accommodation, I wish to compose about it. Please be informed that I have come to be very dissatisfied with the experience as I sparked up a bit angry or discontent with you. We do appreciate the feedback that is given to us thus you should note that such issues have been quickly brought to the notice of the management. The level of hygiene of your room is not according to the standards we work hard to achieve So that such errors do not occur again, we have already launched an extensive review into this matter and will be providing our janitors with additional training.
On the contrary, I take note of the frustration resulting from the haphazard Wi-Fi connection. To provide a more reliable and better service our network infrastructure is being upgraded for the reason that we know very well that a steady internet connection is essential, especially for our clients and guests. 
I apologize for the inconvenience the disruption of noise entailed. In order to have a peaceful stay for all guests, we are trying to reduce noise level either by improving insulation in the guestrooms or by stricter enforcement of the noise regulations. My deepest apology for learning of our employees being really helpful and not properly attentive towards the service you had. We take much pride in offering superior service, and consequently, we consider holding training courses as a response to your feedback.


As a gesture of goodwill in order to help you get rid of the worries, I’m extending an invitation to stay over with me for free. I guarantee you that everything will be done to make sure you are 100% satisfied, meanwhile, your next experience will be a complete breakthrough. I am sorry for your second time see the errors and I thank for letting us know. We deeply value your feedback which gives us the chance to maintain our mission of consistent outstanding guest relations, and to define directions for improvement.
Reaching out to me is what I request you to do immediately. Would you like me to discuss this issue in more detail or if I can be of assistance in other ways, do inform me.
Sincerely,
Hotel Manager

















































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

	
Key Skill 1 – Customer Service Skills  


	

In the front office of the hotel, the customer service skills are essential for customer satisfaction and loyalty. Ranging from communication, empathy, problem-solving, and diligence are these abilities. Effective communication allows the front office staff to identify the guest needs and preferences accurately (Guzmán et al. 2020). This as well means the empathic listening to grasp entirely the guest queries or concerns and answering completely and professionally. Additionally, politeness and tact are of great essence while communicating even in difficult situations which helps to maintain good guest relationships. Empathy is yet another crucial customer service competence that makes frontline staff to address guests’ feelings and issues correctly. By demonstrating empathy, the staff can create rapport with guests, gain their trust and create unforgettable experiences that will greatly please their guests. Additionally, another vital skill is the need to take care of guest problems or complaints timely and efficiently (Lyu and Liu, 2021). The clerks should be trained to find solutions to guests’ concerns without getting agitated under pressure. It also involves cooperating with other departments or recommending other support services for the solutions to the problem. Also, details are the key players in creating a personal service guests will appreciate. The front office employees should have the responsibility for identifying the opportunities to make the guests’ stay more enjoyable prior to the arrival in the form of personalized greetings, knowing guests’ preferences or offering extra amenities or additional services.






	
Key Skill 2 – Communication Skills 


	


The communication skills in the hotel front office services underpin the delivery as they build rapport with the guests, staff and other departments too. Communication refers to verbal, nonverbal and written kinds of strategies. They are fundamental parts in the practice of the Interpersonal work-related stuff. Communication skills enable front office personnel to relay data to the guests, not only in a better way but also a more understandable manner, at check-in, check-out, and throughout the stay (Back et al. 2020). This also consists of giving our guests a warm welcome, and to provide direction or recommendations, to answer questions and concerns completely. Clear and to the point speech smooths the way for making guests feel important and understood, which is built into the better overall impression of the service.
Other than verbal conversation, human gestures such as body language and facial expressions are also considerable when being with our guests. The body language of the front office staff, such as smiling and eye contact, need to convey an open and friendly attitude. This is done so as to present themselves as friendly and approachable (Fadli, 2020). In addition to that, the observation of the body language of guests by providing feedback such as nodding, showing understanding and making a suitable pose indicates the degree of involvement in the conversation and empathy towards the guest.
Written communication skills can be applied in recording guests’ preferences, filing reservation information, and communicating noteworthy matters to colleagues or other departments (Tavakoly Sany et al. 2020). Hotel employees manning the front desk must be able to edit professional emails, update changes on reservation systems and ensure that records such as keeping a clean filing system to facilitate the free flow of information in the hotel.




	
Key Skill 3 – Organisational Skills 


	

The organization skills of staff within hotel front offices are significant as they get many tasks at the same time making the work efficient and correct. These skills consist of managing time, being detail-oriented, multitasking and prioritizing. Management skills are a must-have for receptionists to handle the check-ins, check-outs, reservations and guests’ enquiries in an efficient way. Prioritizing tasks according to importance and being time conscious help, us give speedy and alert service to guests without no delays (El-Tabal, 2020). The focus on details is what makes the job successful in terms of keeping records, processing payments, and meeting guests needs. Front-office staff members need to pay attention to the reservation details, payment information, and rooms’ assignments so, to avoid the errors that can upset the guests.
Multitasking is a vital organizing skill in the modern front office hotel industry. The staff perform various tasks simultaneously. Thus, they can assist clients at the reception while they handle phone calls or reply to emails. Successful multitasking requires not just ultra focus and composure when the pressure is on but also the ability to manage different tasks simultaneously (Purwanto, 2020). In a nutshell, organizational skills are the cornerstone for everything front office staff needs in order to maintain efficiency, accuracy and guest satisfaction within operations in the hotel. Because they are good at exercising time management, attention to details, multitasking, and prioritization, front office workers are definitely able to run a seamless operation and deliver high-value service to the customers.







	
Key Skill 4 – Problem Solving Skills 


	
	


Solving cases is an essential matter to do with for a hotel front office employee as this position is usually hammered by guest complaints, operational problems, and unpredicted incidents. These competencies help employees to deal with problems in an efficient way, provide them with good solutions and to fill the requirements of the clients. Front line staff must be enabled with analytical skills to dig in problems for their genesis or cause as well as assessing the situation. This can be a guest complaint, a technical problem with the booking system or transport related challenge, Whatever the problem is, the need to analyze the problem systematically should be the 1st step if looking for a sample of adequate solution (Sari et al. 2021). Creation and innovations are also needed at solving front office problems at the hotel. Staff should be innovative enough to create complicated ideas that are at the center of guests’ needs and rectify annoying issues. This can be in accommodating guests with new places in case of over bookings, giving gifts as compensation to complaints, and adopting new methods to enhance the operations user-friendly and quick. Likewise, communication skills are important in creating resolutions at the front office (Fitriani et al. 2020). Team members must make communication with guests, colleagues, and other departments keeping it clear and diplomatic in order to resolve the issues quickly and effectively with understanding the others in a short period. 
Especially, critical problem-solving skills to come up with solutions to solve problems, go round the obstacles, and trace the route of the hotel front office is a necessary tool for that employee. Through creative thinking, creativity, communication, and adaptability staff can be problem solvers and enhance their guest service.
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