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Component - 1
Key Skills for Hotel Front Office
Professional Appearance: I think a neat and clean appearance with a professional look always attracts guests to any hotel services. I also think that the lobby should be the primary thing a guest of the hotel sees when they check-in, however, the agent of the front desk is the first person the guest meets (Corgel et al., 2011). Therefore, the professional buildup of the front desk person always increases the popularity of the hotel and it also enhances the demands of the specific hotel.  
Multiple Language Skills: My perception is that the front desk person should know multiple languages to cooperate with the diverse guests who come from different countries. I also think when a front desk agent continues the conversation in the native language of the guests, it is always reliable for the guests to understand all the facilities, rules and regulations of the hotels (Viato Success, 2022). I also think that bilingual front desk people provide hotel businesses with a wider professional image in front of diverse people.     
Capable to Work on a Flexible Schedule: The businesses related to the hotel and resorts are 24/7 business. The visitors or guests visit the hotels for all hours and everyone specifically needs the front desk person who ensures the guest provides better services at the initial phase. This is the reason, I think that the front desk representatives should be able to continue their work on the daily flexible schedule including early mornings, weekends, late nights or any holidays (Tesone, 2010). It always creates an effective situation to cultivate the loyalty of the guests.    
Problem-Solving Skill: I also think that the strongest problem-solving is very essential for front desk representatives. I think that the person who presents at the front desk of a hotel should understand the problem of the visitors or guests. I think they should have the quality to solve any problem related to front desk management (Tesone, 2010). Therefore, the good problem-solving skills of the front desk representatives are very necessary to increase the growth of the hotel businesses. 
Learning Cycle of Kolb  
The learning cycle of Kolb is a very effective and well-known theory of learning style. It is widely used by learners. This learning cycle was specifically originated by David Kolb in 1984 (Forbes, 2019). I think that the style of individual learning appears due to our genetics, several experiences of our life and the needs and demands of our current scenarios or environments. Additionally, to explain four unique learning styles, Kolb has developed a theory related to experiential learning and learning styles. The learning style of Kolb is described based on the two primary dimensions such as concrete or abstract and reflective or active. There are four stages of Kolb's learning style.
The Converger: I think the front desk representatives with this learning method should have the capability to dominate abilities in areas of active experimentation and concrete conceptualisation of professional appearance. My perception is that high skill is essential for implementing practical responsibilities including good behaviour with the guests, fetching effective solutions to the problems and more responsibilities (Forbes, 2019). It really led to the effective situation in the businesses to increase all the operational activities of the hotels. Therefore, implementing the practical responsibilities efficiently and executing these innovatively are the major activities of the front desk persons of a hotel.   
The Diverger: This is the second stage of this learning cycle. This stage shows that front desk persons should dominate the area of their concrete experiences and active observations on problem-solving skills. I think that they should have the capability to organise the smallest information or keyword from the guests into meaningful information that the guest specifically wants. My perception is that representatives of the front desk be innovative and emotional and increase the brainstorming activities to fetch and implement new ideas to provide better services to the guests.       
Assimilator: This is the third phase of Kolb's learning skills. It also shows that the professional should have multiple skills to increase the efficiency of abstract conceptualisation and active observation. I generally think that the person from the front desk of a hotel should increase their problem-solving skills in front of the diverse guests to provide numerous kinds of benefits (Cvent, 2020). It always leads to more interest in abstract concepts related to their tasks and duties.
The Accommodator: This is also the fourth phase of this learning cycle. I think the front desk person should have the capability to express their concrete and active experiences. I think multilingual skills should be the top and prior position for the front desk persons to continue their services with various types of people from different countries (Cvent, 2020). It always increases the experience and creates a joyful environment for the guests at the initial moment in the hotel. Therefore, these skills are very essential to continue the services as a front desk representative without creating any complexities.
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Hello, thank you for contacting Marriott Hotels London and taking your precious time to give us your feedback regarding our services at Marriott Hotels. We are glad that you had a wonderful time at Marriott Hotel. We are happy to hear that you loved our accommodations, food facility and behaviours of the staff. Marriott Hotels is determined to come with the best quality and unique services to the guests. We, the staff of Marriott Hotels are quite flexible and provide services according to the comfortability of the employees. We are happy that we were able to enhance your experience. 
It always feels good to be appreciated. Your feedback will boost our confidence level. Our entire staff will be happy to hear your praise. We would also like to invite you to our hotel and assure you that we will keep up our good services and even enhance them to meet your expectations in future.
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Letter of complaint response 500 words +/- 10-%

	
Thank you for contacting Marriott Hotels. I am deeply sorry for your inconvenience. I can understand that you had a bad experience at our hotel during your stay on the 26th of August due to bad taste in breakfast and too much noise from nearby rooms. The staff of Marriott Hotel carries pride as we provide premium services to our guests. As you had a negative experience in our hotel, it has become quite a serious concern for us. I take full responsibility for the bad breakfast quality at our hotel. 

However, Mr. Frederick, you also need to understand that the noise you were hearing was beyond our control. Please understand that if a baby cries it is the parents’ responsibility to silence the child. We do not have any babysitting facility on our premises. All rooms in Marriott are soundproof. We try our best to provide a pleasing and peaceful environment for our guests. I admit that it is our duty to provide you with a comfortable and peaceful experience. That is the reason we ensure the soundproof facility every weekend. I am extremely sorry that you got so disturbed during your stay that you needed to write a complaint letter to me. Your effort surely shows that you were disturbed quite badly. 

However, Mr. Frederick, your effort will not go in vain. We will take the necessary initiatives to cover the gaps in our services. I will take special care of the food facility in our services. From now on, I will take care of the freshness of the raw food materials. I will make sure that freshly made food products are only given to the guests. Though I am quite sure about the food quality at Marriott Hotel, since you have sent a complaint letter, I will put a cross-check on our food. I will also find out the reason behind the tastelessness of your food. 

Though there are soundproofing systems present already in the rooms of the Marriott Hotel, your complaint will lead us to increase the soundproofing system in the rooms. We will be taking sincere and direct action to make rooms more comfortable and pleasing. 

I want to thank you for taking your precious time and giving us your feedback. It will help the Marriott Hotel to improve its facilities even more. I also would like to invite you again. Since you were not satisfied with the facilities available in our hotel, I would like to offer you a good discount if you choose this hotel and give us another opportunity to serve you well. I would also offer you a luxury facility in your next stay so that you can have a much more relaxed and soothing experience. Marriott Hotel is committed to making you feel comfortable in every possible way. 
Again, Mr. Frederick, we are humbly sorry for your discomfort during your stay in the Marriott Hotel, and thank you for giving us your precious feedback. We are looking forward to giving you the best experience in the future. 
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                                                         Component - 3

Introduction  
The life cycle of the guests demonstrates the entire process of how the guests receive a total impactful experience from the entire service of a hotel. It generally initiates with an inquiry and terminates the whole procedure with the satisfaction rate of the customers. The guest cycle is specifically divided into four categories including Pre-arrival, Arrival, total duration of stay and time of departure. The employees of the front office should have the strongest awareness to provide the best quality services to the guests. This essay will describe the value and process of the total guest life cycle including pre-arrival, arrival, duration of stay and departure.  


Discussion
The pre-arrival is the very essential thing for the guest's life cycle. There are several factors in this element of guest services. The factors involved with the reservations, pickup activities, reconfirmation status and the letters of the pre-arrival. This also concerns the choosing of the hotels. The guests also look at their total service quality in the initial phase (Restaurant Online, 2023). This is the reason; the employees of customer care should have the awareness to perform their role in an effective way that can increase the experiences of the guest at the beginning level of the guest life cycle. This always increases the attraction level of the guests. In this phase, the guest may be affected by the advertisement of the hotels, a big word of mouth related to the hotels, travel agents and the activities of the hotel. If all the criteria meet the needs and demands of the guests, then the guests go for the reservation activities. Then it goes for the reconfirmation and pickup status. After that, the pre-arrival letter is sent to the email ID of the guest. It always ensures the guests that they have the security to their bookings (Hotel Owner, 2023). Therefore, the sense of pre-arrival is the major element of the guest life cycle. 
The arrival is also an impactful element in terms of the life cycle of the guest. Communication with the front desk officer, room assignment, registration, handling the baggage, providing welcome letters and more things are the essential components of this element (Tewan, 2009). When the guest arrives at their destination hotel, the front desk officer should have the capability to provide them with effective services through a creative communication process. The guests should get refreshing drinks when they arrive at the hotels (IQ Wareinc, 2023). Afterwards, it is very necessary to determine and verify the status of the reservation of guests. Then the check-in or registration process should start. The guest without the reservation, generally known as walk-ins, should get the opportunity to communicate with the front desk officer to solve their problems. Once the registration card is issued, the guest should provide detailed information including personal details, bank details, the number of adults and children and other information. It is very mandatory to sign the registration card by overviewing all the rules and regulations of the particular hotels that are generally written on the registration card. Once the entire registration process is completed, the guests should get the keys to their rooms (Hotelier Life, 2021). They have to get the best services from the escorted teams or guest service managers until the guests go into their rooms.  
The guest life cycle specifically relies on getting the best experiences from the hotel managers, customer care, escorted teams, and more. The duration of stay is a vital thing for the guest's life cycle. It is very necessary for the service group of people of a hotel to implement reliable solutions if the guest faces any problems while staying in the rooms. The manager of the hotels should make a good relationship with the travel agents to conduct effective travel opportunities for the guests. The front office management has also the widest responsibilities to continue and maintain their coordination with the guests. The front office person or managers should accept the several requests of the guests (Alemar, 2022). It is very important to implement new and creative strategies to fetch effective solutions related to the requests of the guests. Security is also an essential concern during the occupancy of the visitors. Security on protecting their money and also valuable things is a very important thing for this element. The teams and groups of the hotels should be aware if any emergency is created during occupancy. In addition, the several charges including the charges of the restaurant, internet, telephone charges and more during the staying stage may bring numerous effectual elements on the guests. This is the reason; these charges should be posted to the visitors at the end of the overall procedure of the guests. It means the charges should be posted after a day of their departure time (Forbes, 2023). This is the reason; the occupancy stage is very important in terms of the guest life cycle.
Departure is also an effective and last element related to the guest's life cycle. At this time, the guest has the responsibility to vacant the rooms (Fallon & Rutherford, 2011). It is very much necessary to receive the right statement related to the settled accounts. Afterwards, it is very necessary to return the keys to the rooms and leave the hotels (Forbes, 2022). Once the guest has left or checked out, the front desk management should update the availability of the rooms and notify these all credentials to the housekeeping department (Bigfoot Hospitality, 2023). Therefore, the guest life cycle always provides impactful and innovative measures to the hotel management teams to continue their all-business activities effectively. 


Conclusion          
The guest life cycle has been specifically initiated with an inquiry and terminates the whole procedure with the satisfaction rate of the customers. The guest life cycle has comprised four categories including Pre-arrival, Arrival, total duration of stay and time of departure. The pre-arrival has been reflected as a very essential thing for the guest's life cycle. The factors related to this element have involved the reservations, pickup activities, reconfirmation status and the letters of the pre-arrival. The arrival has been demonstrated as an impactful element in terms of the life cycle of the guest. Communication with the front desk officer, room assignment, making a registration, handling the baggage, providing the welcome letters and more things are the essential components of this element. Departure has also indicated the effective and last element related to the guest life cycle. At this time, the guest has the responsibility to vacant the rooms.   


References 
Alemar, S., (2022). The Hotel Guest Cycle & Why It Matters. [Online] Available at: https://www.canarytechnologies.com/post/the-hotel-guest-cycle-why-it-matters [Accessed 17 Oct 2023].
Bigfoot Hospitality, (2023). Front Office Department In Hotels: Functions And Guest Cycle. [Online] Available at: https://www.bigfoothospitality.com/post/hotel-front-office-department [Accessed 17 Oct 2023].
Corgel, JB, Sturman, MC & Verma, R. (2011) ‘The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice’, John Wiley & Sons, Incorporated, Hoboken.
Cvent, (2020). Hotel Front Desk Training: 8 Need-to-Know Tips. [Online] Available at: https://www.cvent.com/en/blog/hospitality/hotel-front-desk-training [Accessed 15 Oct 2023].
Fallon, M. & Rutherford, D. (2011) ‘Hotel Management and Operations’, Wiley, London.
Forbes, (2019). How To Incorporate Experiential Learning In The Workplace. [Online] Available at: https://www.forbes.com/sites/forbescoachescouncil/2019/10/31/how-to-incorporate-experiential-learning-in-the-workplace/?sh=a97e86410f01 [Accessed 15 Oct 2023].
Forbes, (2022). Lessons Learned: Are Hoteliers Adapting From Past Operational Approaches When It Comes To Today’s Workforce Management? [Online] Available at: https://www.forbes.com/sites/forbestechcouncil/2022/11/03/lessons-learned-are-hoteliers-adapting-from-past-operational-approaches-when-it-comes-to-todays-workforce-management/?sh=689b199556fd [Accessed 17 Oct 2023].
Forbes, (2023). Mastering Guest Engagement: Four Essential Strategies For Meaningful Interactions. [Online] Available at: https://www.forbes.com/sites/forbesbusinesscouncil/2023/05/23/mastering-guest-engagement-four-essential-strategies-for-meaningful-interactions/?sh=3209fbb03f2b [Accessed 17 Oct 2023].
Hotel Owner, (2023). The strategic power of full-service hotel management. [Online] Available at: https://www.hotelowner.co.uk/170529-the-strategic-power-of-full-service-hotel-management/ [Accessed 16 Oct 2023].
Hotelier Life, (2021). THE GUEST CYCLE IN THE HOTEL. [Online] Available at: https://www.hotelierlife.com/the-guest-cycle-in-the-hotel/ [Accessed 16 Oct 2023].
IQ Wareinc, (2023). What Is The Guest Life Cycle? [Online] Available at: https://iqwareinc.com/blog/guest-life-cycle/ [Accessed 16 Oct 2023].
Restaurant Online, (2023). Free Report: State of Hospitality Operations 2023. [Online] Available at: https://www.restaurantonline.co.uk/All-products/Free-Report-State-of-Hospitality-Operations-2023 [Accessed 16 Oct 2023].
Tesone, D. (2010) ‘Principles of management for the hospitality industry’, London: Routledge.
Tewan, J. (2009) ‘Hotel Front Office: Operations and Management’, Oxford Higher Education Press.
Viato Success, (2022). 5 Benefits of Bilingual Front Desk Staff. [Online] Available at: https://viatosuccess.com/blog/benefits-of-bilingual-front-desk-staff/ [Accessed 15 Oct 2023].





Page 14 of 14

image4.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




image1.png
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David




image2.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image3.png
Matt W wrote a review 18 Oct oo
9Santa Clarita, Calfornia 7 contributions - 4 helpful votes

0000
10/10 for the Marriott County Hall!

From the moment we arrived, and were offered sparkling wine at check-in, to the end of our 4 nights, we
could not have wished for a better place to stay! The service is absolutely wonderful. Every single
employee was extremely helpful and could not do enough for us to ensure we had everything we could
need. Special mention to the front desk staff and the breakfast servers in Gilrays. Our server Sanda(?)
was especially welcoming and friendly. The rooms are well-appointed and spacious which can be hard
tofind in London. Check out the bar for an outstanding selection of Gin. We are already looking forward
to returning.

Read less

Date of stay: October 2023
Trip type: Travelled with family

Location

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

1Helpful vote:

(3 Helptul (1) Share.




