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	The wide range of skills that are essential to thrive in this fast-paced, customer-focused environment amazes me as I step foot into the complex world of hotel front office operations. Because of the complexity of this field, developing skills demands a multidimensional approach, which is why I have adopted a reflective practise model that integrates academic concepts, real-world industrial examples, and personal experiences. In addition to shedding light on my current abilities, this self-discovery journey inspires me to keep improving and gaining new skills that are essential for handling the demands of the hotel front desk. 
As the foundation of guest interactions at the hotel front office, effective communication emerges as a critical competency. The ability to communicate effectively and concisely is crucial since you are the first point of contact. When I think back on my own communication abilities, I can identify times when I successfully communicated information and created a welcoming environment for the visitor. I do, however, acknowledge those times when it was difficult to express myself clearly. My interest in communication theories is sparked by this reflection, which highlights the significance of attentive listening and the complex function of non-verbal clues. In addition to broadening my understanding, interacting with these ideas gives me useful tools to improve my communication abilities and create an atmosphere where visitors feel appreciated and understood.
Another essential talent that is necessary for success in the dynamic hotel front office is adaptability. The hospitality sector is by its very nature unpredictable, necessitating the capacity to skillfully negotiate unanticipated obstacles. Thinking back to a particular instance, I remember a customer who made unusual and unexpected unique requirements. In this case, my ability to adjust showed as I stepped into uncharted terrain and changed my strategy to make sure the visitor was happy. Using Kolb's Experiential Learning Theory to analyse my own learning, I see that actively trying out various solutions and learning from real-world experiences are the main sources of my flexibility. This insight promotes a proactive approach to education, guaranteeing that every encounter serves as a chance for development and improvement of adaptive abilities.
Precision is the fundamental component of effective service at the hotel front office, where attention to detail becomes an essential talent. Accurate reservation processing and room assignment depend on careful task management to avoid service quality breaches. When I think back on my own attention to detail, I can recall times when I used a careful approach to ensure chores were completed accurately and efficiently. My investigation into the Gestalt Theory, which highlights the holistic way in which our brains receive and process information, is prompted by this introspection. Accepting this approach improves my capacity to pay attention to minute details while yet keeping an eye on the big picture. This all-encompassing viewpoint serves as a compass for my everyday work, guaranteeing a careful and thorough approach to every facet of front office operations.
In the unpredictable environment of the hotel front desk, where issues might pop up at any time, problem-solving abilities come in very handy. I can still clearly remember using a methodical approach to quickly identify and address a guest's room issue when I think back to a particular case. Dewey's Reflective Thinking paradigm, which emphasises a deliberate process of recognising and analysing challenges before adopting solutions, is in line with this experience. By promoting a proactive and analytical mentality, this paradigm serves to emphasise the value of reflective problem-solving. This introspective approach helps me solve problems by enabling me to approach problems methodically and strategically, which is something I will find useful as I face more obstacles in the future.
The ability to manage one's time effectively becomes crucial for the efficient operation of the hotel front desk. When I think back on my own time management experiences, I can recall times when I effectively prioritised work in order to meet deadlines and increase productivity all around. When I apply Maslow's Hierarchy of Needs to this perspective, I see that managing my time is a basic need that has to be met before moving on to more complex duties. This realisation acts as a continual reminder for me to keep improving my time management techniques in order to maintain smooth operations at the front desk and foster an atmosphere that is favourable for taking on increasingly challenging tasks.
This thoughtful examination of essential hotel front desk competencies demonstrates how integrating real-world experiences with academic ideas and real-world case studies may serve as a potent stimulus for ongoing development. A comprehensive skill set that not only meets the demands of the dynamic hotel front office environment, but also positions me as an agile and proficient professional ready to navigate the complexities of this demanding yet rewarding industry, is created by synthesising effective communication, adaptability, attention to detail, problem-solving, and time management.
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	Trip Advisor Review Response 150 words +/-10%

	Response:
Dear Alice,
We greatly appreciate you taking the time to narrate your amazing King Street Townhouse experience. That our location was the ideal choice for your family's baby shower makes us very happy, and we feel privileged to have contributed to making the day special for both you and your guests.
Amy is overjoyed to have been given this particular recognition! We will make sure she knows how much you appreciate it. It is wonderful to hear that the venue, staff, food, and beverages surpassed your expectations. When you are prepared for that night at King Street, we will be here to make sure it's every bit as extraordinary as your baby shower. We look forward to hosting your future events.
Again, I want to thank you for selecting King Street Townhouse. We are really excited to have you return!
Warm regards,
Andreea Jerlaianu
Brand Marketing Associate
King Street Townhouse



	Screen shot of referenced Trip Advisor review used: 
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Source: (tripadvisor, 2023)

	

	

	

	Letter of complaint response 500 words +/- 10-%

	
Mr. Ronald Federick,
17 Trinity Court,
Swansea,
SA1 2AR

Andreea Jerlaianu 
Brand Marketing Associate
King Street Townhouse 
10 Booth Street, 
Manchester M2 4AW England 
Date: September 10th 2023

Subject: Response to Your Complaint - Improvement Initiatives

Dear Mr. Federick,

I hope this outreach finds you in good health. I would like to start by offering my sincere apologies for any issues you encountered during your most recent stay at our hotel. We value your feedback so much because it allows us to address and address the issues you have raised.
I apologise deeply to hear that your Saturday, August 26, experience—especially in room 205—did not live up to the standards we strive to serve our visitors. We take seriously your complaints about the cleanliness of the room, the breakfast's quality, and the noise level. You can be sure that we are taking quick action to resolve these issues.
I apologise for the unsatisfactory dining experience you had with the cold and bland breakfast. Our culinary staff is currently assessing and improving our breakfast offerings to guarantee that the food is not only hot but also up to our high standards.
It is sad that a crying infant in a nearby room has disturbed things.  We understand how crucial it is that our guests experience a peaceful and welcoming environment. In order to reduce these disruptions and guarantee a relaxing stay for each and every one of our guests, we are now reviewing our room distribution processes.
Regarding the sanitary problems you had in room 205, I am really worried. You may be confident that we are looking at our housekeeping procedures in detail to address the shortcomings you pointed out.  To make sure that the highest standards of cleanliness and hygiene are upheld, we are acting right away to retrain our cleaning staff and add more quality control techniques.
We are reviewing our operating procedures in-depth in response to your insightful criticism in order to stop similar incidents from happening in the future. Furthermore, thank you for your idea for improvement.  We are committed to making the necessary changes in order to improve our offerings.
As a token of our commitment to your pleasure, I would like to invite you to a complimentary one-night stay at our hotel. We believe that this move demonstrates our dedication to providing you with the exceptional experience you have a right to expect from us.
Please do not hesitate to contact me directly if you have any queries or if you would want to discuss something in particular. Our top goal is keeping you happy, and we eagerly await the chance to serve you again and beyond your expectations in the future.
We appreciate you bringing these issues to our notice. We are grateful for your understanding and patience.
Yours sincerely,

Andreea Jerlaianu 
Brand Marketing Associate
King Street Townhouse 





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

	
Element 1 – Pre-Arrival 


	Pre-arrival is a critical stage that has a significant impact on the entire visitor experience. According to Brotherton and Wood (2008), one of the most important factors in determining how guests will be treated is clear pre-arrival communication. Openness about reservation specifics, facilities that are accessible, and any unique requests you may have been essential to creating a good first impression. It is impossible to overestimate the impact of social media and internet reviews on visitor expectations in the modern digital era (Xiang et al., 2017). As a result, hotels are forced to take an active role in managing their web presence and interacting with prospective customers in order to provide a more enjoyable pre-arrival experience. Marriott International is a prime example of how these concepts may be put into practise by using proactive pre-arrival communication techniques. Marriott makes sure that customers receive relevant information about local attractions and personalised services by implementing personalised pre-arrival emails (marriott, 2023). This customised communication greatly increases visitor pleasure and loyalty in addition to creating a sense of anticipation. Marriott effectively sets the foundation for a great guest experience from the beginning by utilising technology and tailored communications, highlighting the crucial role that strategic pre-arrival interaction plays in modern hotel management.

	
Element 2 – Arrival 


	An important turning point in a guest's experience occurs during arrival, as this is when memories are made fast. Academics like Sigala (2017) emphasise how crucial a smooth check-in procedure is, stressing how it influences customers' initial impressions of the hotel. Technology integration, particularly with regard to keyless access systems and mobile check-in, has become a dominant trend in the hospitality sector, offering visitors more efficiency and convenience (Xiang et al., 2017). When it comes to guaranteeing a friendly and customised welcome that is consistent with the hotel's brand image, staff training takes centre stage during the arrival phase (Brotherton & Wood, 2008). In addition to helping to create a favourable first impression, effective staff training lays the groundwork for the whole visitor experience. The Ritz-Carlton is the pinnacle of excellence in arrival stage service. The Ritz-Carlton, which is well-known for its renowned dedication to serving guests, follows the "Three Steps of Service" concept (Rehkopf, 2023). With this approach, employees show their commitment to delivering an exceptional arrival experience by anticipating and meeting guests' requirements before they are even articulated. By living up to this idea, The Ritz-Carlton not only meets but beyond guest expectations, demonstrating how careful attention to detail at the point of arrival can create a memorable experience from start to finish.

	
Element 3 – Duration of stay 


	Managing a guest's stay for the maximum amount of time is a complex task that calls for ongoing efforts to increase satisfaction. The research highlights the critical significance that memorable experiences and individualised services have in accomplishing this aim, as noted by Kandampully and Hu (2007). The hotel sector is transforming technologically in response to these findings in order to improve visitor engagement throughout their visit. The use of technology by hotels is one prominent illustration of this trend. According to Sigala (2017), in-room tablets are becoming standard equipment for visitors looking for easy-to-use service requests and tailored suggestions. This technological connection improves the client experience by personalising it while also streamlining operational procedures. The Hilton Honors app is a perfect example of this trend towards technology-driven customisation. With the help of this cutting-edge programme, visitors may personalise every aspect of their stay. Using the Hilton Honors app to book a room, check in quickly, and even use their smartphone as a room key is just one example of how technology can enhance the visitor experience and make it more delightful (Byers & Adams, 2023). These kinds of developments meet the changing needs of contemporary travellers by giving visitors more control and personalization, which makes them feel satisfied and independent for the whole duration of their visit. The visitor experience during their stay is expected to become more customised and technologically enhanced as hotels investigate and use these technology innovations.

	
Element 4 – Departure 


	An important turning point in the guest cycle occurs at the departure stage, which symbolises the end of the guest's stay and the point at which a lasting imprint is made. The research identifies two crucial elements: expressing thanks for the guest's stay and managing check-out procedures effectively (Brotherton & Wood, 2008). This phase serves as more than just the end of a guest's stay; it's also a calculated chance to reinforce goodwill and promote loyalty. Literature emphasises the need of getting input during the departure stage, as Kandampully and Hu (2007) point out. This insightful feedback allows for ongoing service delivery improvement by offering insights into the experiences of visitors. Hotels can demonstrate that they are committed to changing and adapting in response to guest requirements and expectations by proactively seeking out input. The InterContinental Hotels Group is a prominent example of an industry player who adheres to these values (IHG). Through the use of its "IHG Rewards" programme, IHG guarantees a customised departure process. Optional express check-out and customised departure facilities are essential elements of this programme that help create a happy departure (ihgplc, 2021). IHG skillfully improves the last impression by offering guests easy ways to check out and considerate farewell gifts, making sure they have a positive and unforgettable experience. Exquisite attention to detail at the departure stage is crucial in modern hotel management, as these customised departure experiences play a pivotal role in building enduring relationships with guests and fostering loyalty.





References 

Brotherton, B. and Wood, R.C., (2008). The Sage handbook of hospitality management. The SAGE Handbook of Hospitality Management, pp.1-576.
Byers, A. & Adams, D., (2023). Hilton Honors: The Ultimate Guide. [Online] Available at: https://www.forbes.com/advisor/credit-cards/travel-rewards/hilton-honors/
ihgplc, (2021). True Hospitality. [Online] Available at: https://www.ihgplc.com/en/-/media/FBC3B4884AB449A4975A4302F38F1F7D.ashx
Kandampully, J. and Hu, H.H., (2007). Do hoteliers need to manage image to retain loyal customers?. International journal of contemporary hospitality management, 19(6), pp.435-443.
marriott, (2023). We Are Marriott International. [Online] Available at: https://www.marriott.com/marriott/aboutmarriott.mi
Rehkopf, E., (2023). Ritz-Carlton’s Legendary Service. [Online] Available at: https://www.linkedin.com/pulse/ritz-carltons-legendary-service-ed-rehkopf
Sigala, M., (2017). Collaborative commerce in tourism: implications for research and industry. Current issues in Tourism, 20(4), pp.346-355.
tripadvisor, (2023). King Street Townhouse Reviews. [Online] Available at: https://www.tripadvisor.in/Tourism-g187069 Manchester_Greater_Manchester_England-Vacations.html
Xiang, Z., Du, Q., Ma, Y. and Fan, W., (2017). A comparative analysis of major online review platforms: Implications for social media analytics in hospitality and tourism. Tourism Management, 58, pp.51-65.



image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
“= Alice
S 13 contributions
00000

October 2023 « Family
The perfect space for an event!

| organised a family baby shower in one of the private dining
areas at King Street Townhouse last month and it was
perfect! The space, service, food and drinks we're amazing
and the staff we're very attentive. | would like to say a
massive thank you to Amy who helped organise this event
and helped make this such a memorable day for us all. | will
definitely be booking future events with Amy and will be
looking to book a night at King Street sometime soon as we
can't wait to come back! Thanks so much to all at King
Street!

Read less

Written 12 November 2023

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




