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Component One: Student Journal  (learning log) 750 words +/- 10% 
Contribution to Overall Module  
Assessment: 25%
	Student  
No: 2243324
Module 
Title: Hotel Administration and Front Office
Module 
Code: BMIH4004
Lecturer: Daniel Payne

	Gibbs Reflective Model
Description
I was placed in the front office department at Delta Hotels by Marriott Swindon which is located at Pipers Way, Swindon SN3 1SH. In the placement, I had numerous responsibilities and tasks within the department. These include handling reservations, addressing guests, offering guest services, processing guests, reception and so on (Bardi, 2011). The primary responsibility of the hotel was to ensure smooth and proper check-in and check-out of guests while offering exceptional customer service throughout their stay. Each responsibility highlighted is designed with the aim of developing better customer interaction with guests making reservations in the hotel. To accomplish these tasks efficiently, it was necessary for the workplace to promote effective communication (Tewan, 2009). It helped in building positive relationships with customers and exchanging information among team members to promote better teamwork. On the other hand, professionalism was also found to be essential for guest satisfaction. Professionalism promotes better judgement and polite behaviour while engaging with customers and guests in the hotel. As a result of this, it enhances customer satisfaction as well as retention in the company. 
Feelings
I encountered numerous feelings and emotions while undertaking different tasks and responsibilities in the hotel placement at Delta Hotels. Initially, I was nervous to take on new tasks and responsibilities. In the placement, there were numerous challenges that made it difficult for me to accomplish tasks efficiently. Cultural conflict is one of the challenges that arise with cultural differences and diversity in the workplace (Park and Min, 2020). Furthermore, managing guest inquiries, check-ins and check-outs required effective time management due to the fast-paced environment in the hotel. I felt that managing these core responsibilities in such environments improves time management ability, however, it also puts immense pressure on employees. Therefore, I consider developing effective employability skills and potential to be important for an individual to deliver better teamwork and productivity in the workplace including the hotel front office.
Evaluation
I put into immense effort and commitment while taking on different responsibilities and tasks in the placement at Delta Hotels. In this period, I have been able to identify different strengths that supported my performance during the placement. These include effective communication, problem-solving, multi-tasking, customer service and professionalism. Problem-solving and communication are crucial skills for employability to address custom queries and complaints (Fajaryati et al., 2020). Communication skills were important to address and interact with customers building a positive and stranger connection. Communication was also necessary to support teamwork among team members. Multi-tasking skills allowed me to complete different responsibilities simultaneously increasing my efficiency. Along with these strengths, I am also able to identify certain areas of improvement so that future performance is more promising and productive. 
Analysis
The placement in the front office of Delta Hotels by Marriott Swindon has an immense impact and contribution to my knowledge, experience and skills. I found that better and excellent performance within these roles at the front office contributed to the overall positive guest experience. Customer service is one of the core elements in the front office area of a hotel (Wood, 2013). After interacting with guests and colleagues at Delta Hotels, I developed a better perception towards customer service. I found that clear and transparent communication with professionalism is essential for better customer service in the front office. In this aspect, delivering a welcoming and efficient environment was effective in creating a positive impression among guests. It sets a foundation for a positive customer service interaction that enhances the ability of the hotel to retain customers. One major ethical consideration in the hotel was respective cultural diversity and promoting inclusivity. 
Conclusion
I learned that the roles and responsibilities at the front office department in the hotel play a vital role in its success and development. The placement provided a better experience in terms of understanding the hospitality industry. The placement also supported my personal and professional development through developing skills, knowledge and experience. Guests in the hotel belong to different cultures, races or backgrounds which are a sensitive context for people. I consider promoting cultural fluency and literacy while handling cultural diversity promoting respect and sensitivity.
Action Plan
There are certain areas of improvement that I have identified after gaining experience from the placement. These were conflict resolution, time management and organisation skills. Conflict resolution was extremely necessary to address conflict between team members caused by cultural diversity (Raub et al., 2021). Time management was another important skill required to complete different tasks and responsibilities on time. To improve these areas, I will make use of suitable resources and support from experts, online tutorials, orientations and development programs.
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Component Two  
Contribution to Overall Module Assessment: 25%

	Trip Advisor Review Response 150 words +/-10%

	Dear Customer,
The company greatly and sincerely acknowledges you sharing a positive review of our hotel services. The company is delighted to find that your stay in the hotel was exceptional, excellent and comfortable. The staff of Delta Hotels by Marriott Swindon strives to serve you again in the future offering the highest standards in our services. The team serving you is proud to hear words of acknowledgement and appreciation from you and is excited to serve you again. We would be greatly appreciative and thankful if you shared these positive experiences of the hotel on social media platforms for our greater recognition. It will be extremely beneficial for us to share your experience with your colleagues, families or friends.  It would greatly help to boost our awareness and recognition among potential customers preferring exceptional hotel services and experiences. Once again, the company likes to show gratitude and appreciation for taking your precious time to share with us.




	Screenshot of referenced Trip Advisor review used:
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Figure 1: Customer review on Delta Hotels service
(Source: Tripadvisor, 2020)

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

	                                                                            Delta Hotels by Marriott Swindon
                                                                            Pipers Way, Swindon
                                                                            SN3 1SH
                                                                            M21 7QS
Mrs Joanna Blake, 
558 Longford Road, 
Swansea 
SA1 2AR 

Dear Sir/Madam,
We would like to thank you and show appreciation for taking your precious time to share your valuable feedback on services offered by the hotel. We would like to apologise for the inconvenience you faced during your stay in the hotel. The department would like to assure you that your feedback will be valued and considered to make necessary recommendations and improvements in our valuable services offered to customers. The hotel will primarily consider your extreme disappointment towards room cleanliness and hygiene which is important for customer satisfaction (Sudarmayasa et al., 2022). In this case, the hotel will consider auditing the performance and activities of the housekeeping department. The housekeeping department is responsible for room cleanliness and hygiene and the department will be strictly directed to improve services (Fallon and Rutherford, 2011). In this case, a checklist with strict directions on cleaning bathrooms, bedroom sheets and floors will be provided to the department to make your future stay much more comfortable. The hotel will also consider the inconvenience faced due to unreliable Wi-Fi service during your stay. To address this complaint of yours, the IT department will be directed to improve Wi-Fi services in all hotel rooms. To ensure such inconveniences do not occur in future, the department will be directed to continuously maintain the service and bring improvements when necessary. Customer satisfaction is a core element for the company which will be ensured by improving services offered (Solomon, 2018). In addition to this, the issue of noise from neighbouring rooms will also be prioritised in improving services. For this strict policies will be developed for customers to limit the noise created in their respective rooms ensuring neighbouring guests are not disturbed. Furthermore, your complaint about customer service will be highly prioritised and direction will be strictly provided to staff members. Customer service is a vital component for the hotel to maintain customer satisfaction and retention (Nguyen et al., 2020). Your issues regarding unhelpful and unresponsive support from the staff members will be taken into consideration. Staff members will be strictly warned to avoid such behaviour towards customers. The hotel has planned various strategies and activities to meet and address the areas which you have mentioned in your complaint letter. These include training programs, orientations and workshops to improve their skills, abilities and potential to serve customers with a better approach. Along with this, strict regulations and guidelines will be created and dispersed among staff members. These initiatives have been planned considering different organisational areas like customer service, room hygiene and cleanliness and other hotel services. The hotel plans to remove and address inconveniences that can reduce customer satisfaction during their stay. Through this letter, we would like to assure you that feedback highlighted in the letter will be sincerely addressed. Therefore, we would like to request that inconveniences faced during your experience will not hamper your future decisions towards our services. We will take your future stay as our opportunity to show compassion and respect on feedback provided.
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Component Three: 
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%) 
	Key Skill 1 – Customer Service Skills 

	Introduction
In the essay, the focus will be on exploring the significant value of customer service skills in a hotel’s front desk department. It will mention the impact an effective customer service skill makes in the service offered by the front office staff members.
Main Body
The customer service skill highlights the potential of an employee to interact with customers and understand their needs and preferences. The skill refers to the ability of an individual to understand the issues of a customer and assure them of your attention and support (‌Corgel et al., 2011). Customer service skills involve the potential to create a positive interaction with customers while valuing their perceptions. Customer service skills are crucial for an individual to work in the hotel’s front office area as it directly connects and interacts with customers. Effective customer service is important to establish a positive impression and relationship with customers. Customer service offered by the hotel plays a vital role in enhancing customer retention and loyalty (Al-Gasawneh et al., 2021). Organisations within the hotel industry like Premier Inn focus on improving customer service by addressing feedback and complaints effectively (Premierinn.com, 2024). Customer service skills also increase the ability of an individual at the front office to understand customer needs and fulfil them to improve customer satisfaction in the hotel.
Conclusion
The above essay stated the significance of customer service skills in the hotel front office department. It was found that the skill helped an individual to understand and fulfil the needs and issues of customers to support increased customer satisfaction and retention of customers.

	Key Skill 2 – Communication Skills 

	Introduction
In the essay, the focus will be on highlighting the importance of communication skills in the hotel’s front office. It will explore its impact on the ability of the employee to enhance services offered through the front office area.
Main Body
In terms of employability, communication skills remain one of the most important skills for an individual. Communication skills refer to the ability of an individual to interact with customers and exchange information. Effective communication is extremely necessary to establish and promote a positive relationship with others (Wu et al., 2021). Communication is also effective in overcoming issues related to diversity within the workplace. In the front office of a hotel, operations include interacting with customers, overseeing check-ins and check-outs of guests, handling customer queries and complaints and so on (Vallen and Vallen, 2014). In these operations, it is necessary for an individual working at the hotel front office to promote effective and transparent communication. Communication will help the front office members to promote smooth check-ins and check-outs of guests which have an immense impact on their loyalty towards the hotel services (Yusof and Rahmat, 2020). It will also help the department to promote effective teamwork with proper and smooth exchange of information and direction.
Conclusion
It can be concluded that the front office members at the hotels need to consider establishing effective communication to provide better customer service to guests. It was found that the skill was also necessary to improve cooperation and teamwork in the hotel.

	Key Skill 3 – Organisational Skills 

	Introduction
The essay will offer a view on vital contributions offered by organisation skills while managing hotel front office operations. It will discuss the importance of having organisation skills while operating in the front office department of a hotel.
Main Body
Organisation skills mark the ability of an individual to manage time, develop systems, set goals and prioritise tasks while completing certain tasks and responsibilities (Beenen, 2021). The skill offers various advantages in the front office department to ensure smooth functioning and execution of operations. In this case, effective management of time is important for an individual to work in a fast-paced work environment. Furthermore, the skill is essential for the delegation of tasks and decision-making to support better productivity and performance. In the hotel front office, staff members are expected to undertake different operations and responsibilities that require better time management and organisation skills. The skill is also effective for the department to create a structured system which efficiently uses time, energy and effort (Billett, 2020). Therefore, it is extremely necessary for individuals to have promising organisation skills to execute operations in the hotel’s front office. Other significance of the skill are improved flexibility and effective scheduling which helps in undertaking different operations.
Conclusion
From the above essay, it can be stated that effective organising skills contribute to better performance and delivery of desired productivity. Organisation skills were found to be essential in order to promote structured operations in the workplace. These were necessary for the hotel to execute better customer service activities initiated by the front office.

	Key Skill 4 – Problem-Solving Skills 

	Introduction
The section will discuss problem-solving skills and their relevance within the front office operations in a hotel. The essay will explore and evaluate the skills in the area of improving services and the performance of staff in the front office.
Main Body
In terms of employability skills, problem-solving skills are important to solve problems with the use of an intelligent solution. Problem-solving skills in an individual are the ability to analyse a situation or issue and deliver the most promising and appropriate solutions (Tesone, 2010). The front office operations face several issues and challenges which reduce their productivity and performance. These are various complaints and issues raised at hotels like Hilton regarding their services. In order to address them, Hilton offers customer support in the front office which is responsible for developing and delivering suitable solutions (Hilton.com, 2024). Considering these instances, it is necessary for the front office staff members to have problem-solving skills to address complaints and queries of customers. In addition to this, the department also witnesses departmental problems like team conflicts, technical issues, diminished performance and so on. These are other areas that require the application of effective problem-solving skills. As a result of this, the hotel is able to deliver better performance and productivity while serving customers.
Conclusion
It was found that the smooth functioning and operations of the hotel’s front office are supported by effective problem-solving skills. It can also be concluded that problem-solving skills are also necessary for individuals employed in the department to avoid and address departmental issues.
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Tara D wrote a review Sept 2023 .
OfFallon, Missouri +1469 contrbution « 21 helpfulvotos.

Nice 3 night stay.

We were upgraded because of our Marriott status, which was nice, and given a
free drink voucher and breakfast included. Room was nice, overlooking the back
outdoor seating, and we had no issue with noise. Room was clean and fairly
updated, but it was odd as it was like they had forgotten the bathroom door
when updating! The door was old and didn't shut properly unless you really
pushed on it. Breakfast was very good and the porridge was some of the best
I've ever had! Service was good. Parkingis free, but you have to remember to
register your car at the front desk so that you don't get a parking fine.




