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Component 1
Introduction
The source of information controlling the hotel operations and the frontline communication is mainly done through the active participation of the front office in the hotel. It is noted that the flexibility of the front office can ensure the development of the hotel as per the requirements of the customers and the market needs. The reflective accounts resonate with the ideas related to the front office duties, responsibilities and skills which can ensure the development of the hotels. The reflective account aims to reflect through the adoption of Gibbs's reflective cycle for a clear and systematic approach. 
Description
I think that body language and non-verbal communication, written communication, visual communication and verbal communication are equally responsible for gaining efficiency in the hospitality industry. This is because a diverse customer is mainly seen in the hospitality industry which can be managed through effective communication strategies (Shukla, et al., 2023). Therefore, I concentrated on communicational diversity which assisted in developing a multidimensional skill within me. I further think that nonverbal communication is also used to gain, develop and manage the necessities of the companies (Darics, 2020). In the experience, I came across a situation where the application of my positive body language assisted me in expressing my ideas explicitly to the teacher when my verbal communication was not as affluent.
Feelings
Throughout my career, I have felt positive and engaged as it assisted me in spreading my length of learning and knowledge. The adoption of technology and stressing visual knowledge sharing are mainly done in my working time as a front office executive in a hotel. I came to know that visual representation of information can ensure learning and cognitive management effectively as well (Zhang, et al., 2020). As a result, I came to know that I have a significant number of drawbacks which can be abolished through following a specific set of disciplines. Therefore, the idea of effective management methods and efficiency was mainly taught to me in the training which assisted me in feeling motivated with the progression of lessons.
Evaluation
I came to understand the development of communication and other factors like multitasking and problem-solving in a short period are also required for the sake of development. The development of quick decision-making and management methods are considered to be the main factors that can confirm the development of front-office hotels (Karamaşa, 2021). As a result, I think that engaging myself in the process of gaining experience by the adoption of cultural methods and engaging myself in strategic processes can play a vital role in development. The development of quick decision-making is mainly related to the comprehension of situational outcomes and the analysis power. As a result, I think that the adoption of ideas and strategies which can be moderately acceptable is mainly practiced in the process.
Analysis
I would like to thank my colleagues and my seniors for guiding me as a responsible employee. I would like to state that they have been through my ups and downs when I was struggling with my communication and analytical practices. I was not accustomed to the technological and digital practices that can ensure my development as a coordinating employee. It is noted that active participation of strategic methods and processes can confirm technical skills and digital processes (Brunetti, et al., 2020). I think that the additional skills that are required for gaining the development have been the primary challenge to me. The additional skills including problem-solving, quick decision making and digital literacy are also used to gain efficiency. 
Conclusion
The developmental process has portrayed many differences where I had to switch my shifts in order to learn new things and get accustomed to the hotel. I came to understand that through effective dedication and positive attitude the front office representation can be mastered effectively. I have learnt that quick decision making is mainly engaged in effective analysis and cognitive development. I have set an action plan which can address the issue and further hone my skills as a front office executive in the hotel. 
Action plan
	Objectives
	Actions
	Resources
	Time

	Communication development
	Adoption of debates and understanding the logical reasoning behind the arguments. Following the styles of communication used by leaders
	Books and videos to select the topics

Friends and family members to initiate the debate methods
	5 months

	Digital literacy
	Practicing the digital processes every day for gaining expertise
	Computers and laptops
	3 months

	Personality development
	Scheduling life routines and analyzing the communication patterns in various cases
	Diary and checklists
	5 months

	Problems solving skills
	Developing the Pomodoro technique for time management and learning to new skills
	Internship log book
	4 months
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	Trip Advisor Review Response 150 words +/-10%

	
Response to positive feedback
We appreciate your concern and pleasure while staying with us. We think that the environment and the behavior are the key factors which can welcome our guests and provide them with the best of their experience. Speaking of prestige, we think that down-to-earth behavior can bring us good memories and effectiveness in running the business (Trip Advisor, 2023). We train our workers and managers accordingly and we cannot but explain the pride we take regarding hospitality and behavior of the staff. We are supported enough by the workers who consider the client's issues and provide them with the utmost care. Your positive feedback will be a source of motivation to both our trainers and workers and we would like to retain the behavior as well.
Thank you for choosing the hotel we would prefer that you come and visit shortly again. We can provide you with the utmost assistance and experience in the best possible way we can. 
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	Letter of complaint response 500 words +/- 1-%

	
Response to negative feedback
We understand your concern and the issues you faced while staying with us. We cannot help to say that your feedback possesses an immense importance to plod our improvement plan. You have our gratitude for pointing out the exact issues which can serve as an improvement plan to us as well. We came to understand that your feedback was centered on the quality of food, the hospitality issues from neighbors and the hygiene related concerns. We take concerns seriously and your feedback is invaluable to us. We have learned a lot from our mistakes and issues related to dissatisfaction of our client. We are deeply grievous for the problems and we would like to state our improvement process that we may involve to regain the position and worth of price. 
We will be revising our training methods and employee behaviors as we used to take pride in our behavior and attitude with the clients. We are now aware that we could not retain our standards matching with the room cleanliness and hygiene. We think that employment training and workplace collaboration would be a major factor that can ensure the development (Stachová, et al., 2019). We have put effort into such a process because we consider hygiene as the most important factor that can lead to client retention and satisfaction. The employment training can provide the hygiene retention and practices of room cleanliness on direct supervision of senior room service officers (Salem, et al., 2021). The inspection can be a better development which can evaluate the efficiency and the management of the hotels. Secondly, your concern with the food and the taste is also a major concern as well. We will be involving fresh ingredients and technology and also hire staff that could meet the expectations. We believe that automation and technology can play a major factor in the process of retaining the development and managing the needs of the clients to retain food quality (Hrustek, 2020). We believe that technological inclusion can increase the POS system (Point of Sale) system of the hotels. Lastly, your concern with the neighbor trouble and noise issue will be tackled through sorting and providing clients with sorting the rooms and providing separate rooms to the family members. We would increase our mediation skills and would take stricter actions upon noncompliance with hotel policies (Nisar, et al., 2021). We would like to state that decibel count is a major factor that can reduce the noise issues which will be included in the client code of conduct expectations in our hotel as well.
We hope that the above mentioned processes would be sufficient to regain our trust and worth from our clients. We hope to reduce the issues and minimize the problems that are faced by our clients as much as we can. We are expecting from you soon and testing our improvements is up to the mark. Thank you for your feedback. We can assure that you would have a nice time from now onwards while staging with us. Hope this letter is enough to comply with our sincere apologies and redirect our efforts to gain position. Thank you.




Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 
Introduction 
The guest services are considered to play an important role in the process of managing the needs of the hotels and maintaining the competitive position through quality services. It is noted that the application of the effective strategies and the management of the companies are mainly related to the strategic choices which are done from the side of the companies. As a result, segregating into the four stages (Pre-Arrival, Arrival, occupancy and departure) are mainly done for gaining efficiency. The essay will try to emphasize on the description and the efficiency of the mentioned processes used for the development.
Description
	
Element 1 – Pre-Arrival 


	
Pre-Arrival is the first step where the application of preliminary information and enquiry of the clients are mainly addressed from the side of the companies. It is considered to be the first touch point with customers. It is noted that the pre arrival mainly consists of the enquiry, reservation and pickup services and other effective services that are provided by the hotels in bringing in the clients to its hospitality and care (Stringam & Gerdes, 2021). It is noted that the application of the pre arrival also puts an effort on the customer specification which can ensure their stay and retain as per the needs as well. It is noted that the alternation in the care and pricing breakdown is also furnished on demand from the side of the hotels towards the customers as well.


	
Element 2 – Arrival 


	
The arrival accounts for the reaching of guests and reaching to the hotel boundaries as well (Buhalis & Moldavska, 2021). A lot of operations are mainly executed in this stage where the luggage handling, registering the name, Guest acts and warm welcome is mainly done from the side of the companies. It is also noted that room allocation is also put into account which is reliant on the purpose of stay and customer specification and pricing as well. The use of automation and robotic technology as well as POS software are also used to engage the development of the arrival step and record the actions and retain the quality of touch points (Lukanova & Ilieva, 2019). It is also noted that the application of the welcome kit is also provided from the side of the companies as well. The process of development is mainly done which can pose a significant change for the companies as well.


	
Element 3 – Duration of stay 


	
The occupancy stage starts with the check in process and involves the series of the actions that are used to retain the customer in the hotel. The currency exchange, telephone calls, attending to every minute detail and complementary services provided by the hotels and management of transport is done as well (Edirisinghe, et al., 2021). The client complaints like noise, and other issues are promptly addressed in the occupancy stages as well. The OCC rate (Occupancy rate) is also dependent on the cultural differences where in various areas the involvement of activities that can enrich the culture is also maintained by the companies (Polemis, et al., 2023). Politeness and showing sustainable behaviours are also maintained by hotels to prolong the stay and manage the needs of the companies.


	
Element 4 – Departure 


	
The departure stage is considered to be the last stage where check out is managed from the side of the hotels as well. It is noted that check out procedure, payment clearance, drop services and goodbye kit is also provided from the side of the hotels (Cefis, et al., 2022). It is noted that the process of departure is crucial where the experience and feedback is mainly provided from the side of the client which can explain the weakness and strength of the services as well. The farewell and exit systems are mainly taken into consideration which can ensure the development of the companies.



Evaluation 
Some of the key advantages are mainly seen through the application of the guest life cycle as it provides a significant step of actions that can ensure the development. The process of employing the development which can ensure the management as per the needs are mainly done through the guest life cycle steps as well. The establishment of the brand services and maintaining a perfect pitch of coherent ideas are mainly represented through the process of guest cycle (Hemmonsbey & Tichaawa, 2021). The advantages related to the effective management efficiency and the fostering the series of actions are also considered to be effective through the administration of the guest cycle. On the other hand, the brand loyalty and OCC increase is also enjoyed through providing a competitive scale as well. It is noted that customer retention has increased effectively through the execution of steps followed in guest cycles (Alkhodary, et al., 2022). Therefore, the mentioned process is considered to provide a series of advantages related to the competition and customer retention through their concrete ideas.
The issues like the cultural barriers and the execution of steps is not feasible for all of the hotels based on budgets and the customer intake (van der Ham & Opdenakker, 2023). It is noted that cultural difference provides innovation and the management of the ideas which can pose a significant problem in retaining the chronology. As a result, the adherence to specific steps can be a major issue that can be faced from the end of the hotels as well. On the other hand, the forward planning is mainly done through the guest cycle where the monotony and loss of innovation is mainly seen (Persaud, et al., 2020). Some of the vacationers enjoy the suitable changes and activities which can be new to them and in order to make them surprised the forecast can be a major issue which can diminish the excitement. Therefore, the lack of self-control and freedom is mainly seen from the side of the companies which can pose a significant issue for the customers.
Conclusion 
The guest lifecycle is considered to provide a significant amount of development with some of the setbacks as well. It is noted that coherent activities and the management of specific set of activities can benchmark can ensure the enhancement as per the necessities of the companies. The essay aimed to emphasize on the description and the efficiency of the mentioned processes used for the development. It is found that the process is mainly divided into four stages and the importance of each of them is explained. The issues related to the planning forwards and loss of excitement and self-control of the clients are many highlights in the essay as well.
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Me and my family were sent to breadsall priory as our house was flooded and
unlivable. At first we were apprehensive about staying in such @ prestigious
hotel as staff were not always friendly or willing to help.

How wrong were we. The manager Georgia was the first friendly face we
encountered. Aways willng to help, give a friendly hello or asking if there was
anything she could help us with. This was also areflection on her staff, always
smiling happy to be there and would go above and beyond to make sure we felt
at home.

This isn't just a 5 star hotel it's a 5 star experiance due to the staff.

We couldn't thank you all enough.

Readless




