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The front office bears considerable significance in the operation of hospitality services. It serves as guests' primary point of contact, and its primary role is to provide highest level of customer service by overseeing reservations, supervising check-ins/check-outs and tackling guest inquiries or issues with efficiency (Bardi, 2011). As an central component of a hotel's whole functioning framework, the front desk plays a pivotal part in transforming permanently fulfilling experiences for guests while also establishing their impression from the outset of their stay within the premises (Corgel, Sturman and Verma, 2011). The aim of the journal is to explore crucial skills needed at the front office via the Schon reflective structure and through my placement experience in Rossington Hall Doncaster.

In the dynamic climate of Rossington Hall's front office, my communication abilities have been vital. To better comprehend and address guests' questions and concerns, I practised reflective thinking by consistently engaging in active listening and clear articulation.  Moreover, empathy and nonverbal communication signals, which are vital in establishing connection and guaranteeing visitor happiness, influenced the way I worked (Kasavana, 2017).  In one case where a visitor was unhappy with their accommodation, I demonstrated my ability to communicate effectively by listening carefully, expressing empathy, and quickly arranging a room swap. After giving it a little consideration, I can see how my experience working in customer service has really improved my cross-cultural communication skills. At Rossington Hall, where visitors travel from all over the world, this ability proved invaluable. For example, to ensure the comfort of a non-English speaking visitor, this was exemplified through the use of fundamental language skills and nonverbal cues to communicate effectively.

The front desk often has to deal with issues that were never anticipated. During my time here, I had challenges that required me to think rapidly and find solutions quickly. Reflecting-in-action, I regularly utilised critical thinking and decision-making abilities. One time I had to deal with overbooking was on a busy weekend. I negotiated with surrounding hotels for accommodations using my ingenuity and reasoning, keeping guests pleased while protecting the hotel's reputation. As I think back on my actions, I see how valuable my analytical approach has proven to be in these kinds of situations. I devised a rapid reaction plan to deal with event cancellations at the last minute, reducing disruptions by using skills like creativity in problem-solving and strategic decision-making (Redmond, 2017).

Furthermore, cultural sensitivity is an important skill to have in the hotel front office (Fallon and Rutherford, 2011). During my time at Rossington Hall, I had the opportunity to interact with guests from various cultural backgrounds. This experience required me to adopt an understanding and respectful attitude towards different cultural norms and expectations. One interesting event was when I successfully addressed the dietary needs of a group from a particular cultural background by effectively collaborating with the kitchen personnel. The hotel's commitment to inclusivity was reflected in the enhancement of their guests' experience.

Additionally, organisational skills are highly significant in the front office. In my daily work at Rossington Hall, I needed to pay close attention to detail and manage my time effectively. This was particularly important when handling tasks such as checking in guests, completing administrative duties, and collaborating with other departments. One instance of this was effectively overseeing the registration of a sizable group by pre-organizing room assignments and better the process to prevent any delays. On reflection, I have come to realise that my natural inclination towards organisation, combined with my past work experiences, have been key to my ability to effectively handle these tasks without any difficulties (Redmond, 2017). Therefore, prioritisation and organised workflow played a crucial role in ensuring operational efficiency. This was visible when I implemented an efficient procedure for managing guest feedback, resulting in enhanced response times and service quality.

In conclusion, the placement at Rossington Hall in Doncaster has assisted in the development of my communication, problem-solving, and organisational skills, which are crucial for a successful professional life in hotel front office management. The utilisation of Schon's model allowed for the integration of practical experiences and theoretic principles, demonstrating the practicality of these skills in everyday situations. This reflection shows the importance of these skills in the hospitality industry and draws attention to my capacity and flexibility for potential challenges.
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	Trip Advisor Review Response 150 words +/-10%

	Dear Katie H,

We greatly appreciate your kind gesture in sharing your delightful experience at Rossington Hall. We are delighted to learn that your stay was exceptionally enjoyable. We sincerely appreciate your positive feedback regarding Gary's attentiveness and the exceptional culinary experience. We will make sure to share your feedback with our team. Receiving such feedback is a positive confirmation of our dedication to delivering an impressive and elegant experience for our guests.

We are delighted to hear that our efforts to prioritise your comfort and satisfaction have been well received by you. We greatly appreciate your enthusiasm to visit us again, and we look forward to warmly welcoming you back to Rossington Hall. We are committed to practising the exceptional standards that contributed to the uniqueness of your stay.

Warm regards,

Constantin Alexandru Toma
Rossington Hall Team
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	Letter of complaint response 500 words +/- 10-%

	
Rossington Hall 
Great N Rd, 
Rossington, Doncaster 
DN11 0HR


Mr Ronald Federick, 
17 Trinity court, Swansea 
SA1 2AR

Subject: Response to Your Complaint Dated September 1st, 2023

Your letter of September 1, 2023, was duly received. In consideration of the concerns, you have expressed regarding your recent visit at Rossington Hall, I am writing to respond to your letter. We highly regard your feedback and diligently address your discontentment.

Firstly, please accept our sincerest apologies for the flaws you encountered. At Rossington Hall, we aim to provide exceptional service, and it is unmistakable that we did not meet this level during your visit.
In relation to your breakfast experience, it is disappointing to learn that it failed to provide warmth or a pleasurable experience.  This is certainly not the standard we aim for, and we have since taken actions to assess our food preparation and serving practices to make certain that all meals are supplied at the ideal temperature and superiority.

We lament the noise disturbance that you encountered. We desire for our clients to have a restful night's sleep, and we comprehend this. A new policy is being implemented to enhance the management of room allocations, with a specific focus on situations involving young families, in order to mitigate any potential disturbances that may affect other guests.

Your remarks regarding the room's hygiene are especially alarming. A degradation in the execution of our rigorous sanitation protocol has been exposed. In order to stop similar incidents in the future, we increased our room assessments and discussed this matter with our janitorial staff.

Your feedback is greatly appreciated as it enables us to enhance our services. In an effort to restore your trust in our establishment and demonstrate our dedication to resolving these concerns, we are pleased to present you with a voucher redeemable for a complimentary weekend stay for two. This accommodation offer will feature a delectable meal experience led by our executive chef, as well as a personalised tour of the vicinity that highlights the city's finest attractions.

To coordinate your subsequent visit, kindly reach out to our front desk. It would be my pleasure to personally supervise your visit and guarantee that it surpasses your highest expectations.

We greatly value your support, Mr. Federick, and humbly request that you grant us the chance to regain your confidence in Rossington Hall. We are fully dedicated to assuring a memorable experience for every traveller, and it would be our great pleasure to offer you the superior service that you justly await.

Thank you once again for bringing these matters to our attention. We look forward to welcoming you back.

Yours sincerely, 

Constantin Alexandru Toma
Guest relations manager
Rossington Hall
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Writing in essay format 

	
Element 1 – Pre-Arrival 


	
The pre-arrival stage of the hotel guest cycle is crucial as it shapes the initial perceptions of the hotel and establishes guest expectations. This stage includes all guest interactions from initial consideration of booking to arrival at the hotel. According to Bardi (2011), the pre-arrival phase plays a crucial role as it significantly affects a guest's decision-making process through the information and impressions they acquire.
Hotels in the current digital era must optimise their online presence, encompassing websites, social media, and review platforms, to effectively engage potential guests. According to Law and Jogaratnam (2005), a hotel's website serves as the initial point of contact for potential guests and should offer comprehensive information, user-friendly navigation, and a smooth booking process. Xie, So and Wang (2017) highlights the growing importance of customer reviews on platforms such as TripAdvisor. They demonstrate that potential guests often rely on these reviews to shape their perceptions. The Ritz-Carlton provides a practical example of successful pre-arrival management in luxury hotels. The Ritz-Carlton  employs a personalised communication strategy with guests, offering comprehensive information about amenities and services, and attending to specific preferences or requirements before their arrival (Zhao, n.d.).  This level of engagement not only improves guest satisfaction but also fosters anticipation and excitement for their upcoming stay. Moreover, the incorporation of technology in the pre-arrival phase has resulted in about a significant transformation. Marriott International (2021) has embraced the use of apps and online check-in services, which not only provide convenience but also cater to the preferences of contemporary guests.

	
Element 2 – Arrival 

	The arrival stage is a crucial moment that determines the initial impressions formed by guests and the alignment of their expectations with the actual experience. This phase encompasses the initial physical interaction between the guest and the hotel property, which includes the check-in process and the introduction to the hotel's services and amenities. The pace and warmth of the check-in process are crucial during the arrival stage. Okumus et al., (2019) found that the check-in process greatly influences the guest's overall perception of the hotel, with factors such as speed, accuracy, and friendliness playing a crucial role. The implementation of technology, such as interactive touchscreens and check-in via mobile applications, has been shown to improve the check-in process in hotels, as demonstrated by Hilton and Hyatt chains. This improves guest convenience and reduces wait times. Personalization is important upon arrival. Personalising the welcome experience based on individual guest preferences, as observed in boutique hotels, has the potential to establish a lasting and favourable initial impression (Tesone, 2010).  One example of this is the personalised greeting employed by staff at boutique hotels. This greeting is often based on pre-arrival communications and aims to acknowledge guest preferences and special occasions. The lobby and public areas play a significant role in shaping the guest's arrival experience through visual and sensory impressions. The aesthetic, cleanliness, and ambience of these areas are essential as they establish the atmosphere for the duration of the stay (Johnston, Clark and Shulver, 2012).  The Waldorf Astoria and similar hotels are known for their focus on creating a welcoming and opulent ambiance for guests upon their arrival.

	
Element 3 – Duration of stay 

	During the hotel guest cycle, the period of stay is a vital phase that includes all aspects of a visitor's experience on the premises. This segment presents an opportunity for guests to encounter first-hand excellent service and amenities while scrutinizing if their expectations were met or surpassed by assessing how capable the hotel is. Providing exceptional service on a consistent basis is of crucial in this phase. Wu and Ko (2013) stress the significance of delivering personalized experiences to guests throughout their stay as it has a major impact on their satisfaction levels and likelihood to revisit. This involves being responsive with room service, ensuring timely housekeeping, and providing attentive concierge services. During this phase, the amenities and facilities provided by hotels also play a significant role. According to Cetin and Walls, (2015) research findings, access to exceptional quality features like spas, fitness centres and restaurants can significantly improve guests' experience. The Four Seasons Resort is an excellent example of such hotel brands that provide diverse high-quality services catering for various guest preferences. In addition, the hotel-organized local tours and cultural events for guest engagement are capable of enhancing their overall experience. Sharma and Singh (2021) suggest that these activities foster both guest satisfaction as well as enable personalized experiences to be imprinted on guests' memories.

	
Element 4 – Departure 

	
The departure phase marks the conclusive and equally crucial juncture in the hotel guest cycle. It plays a vital role in leaving a positive impact that fosters potential future visits. Ensuring a smooth and accurate check-out process is crucial since it represents the final point of contact between guests and the hotel. Wood (2013) assert that delivering an effortless check-out encounter with precise invoicing management, as well as timely fulfilment of any outstanding requests, stands at utmost importance. Hotels like Hilton have implemented self-service kiosks for checking out along with online billing systems to augment guest convenience further (Hilton Worldwide, 2021). At this stage, the front office takes charge of facilitating check-out procedures and collecting any dues owed while also ensuring the guest's complete contentment. This is an occasion to convey appreciation, obtain input, and create a lasting affirmative impact on guests as they depart. After this phase, engaging with guests after their departure is crucial. This involves implementing follow-up measures like sending thank-you emails and satisfaction surveys to obtain feedback while staying connected to them. According to  Sharma and Singh (2021), these strategies are detrimental in fostering loyalty among guests thereby encouraging future visits.




References 

Bardi, J. (2011) Hotel Front Office Management, Wiley, London
Cetin, G. and Walls, A. (2015). Understanding the Customer Experiences from the Perspective of Guests and Hotel Managers: Empirical Findings from Luxury Hotels in Istanbul, Turkey. Journal of Hospitality Marketing & Management, 25(4), pp.395–424. doi:https://doi.org/10.1080/19368623.2015.1034395.

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.
Fallon, M. & Rutherford, D. (2011) Hotel Management and Operations, Wiley, London
Hilton Worldwide (2021). Quarterly results [online] Available at: https://ir.hilton.com/financial-reporting/quarterly-results/2021.

Johnston, R Clark, G. Shulver, M. (2012) Service Operations Management, Pearson, London
Kasavana, M.L. (2017). Managing front office operations. [online] thuvienso.hoasen.edu.vn. American Hotel & Lodging Educational Institute. Available at: https://thuvienso.hoasen.edu.vn/handle/123456789/10283 [Accessed 1 Nov. 2023].
‌Law, R. and Jogaratnam, G., 2005. A study of hotel information technology applications. International Journal of Contemporary Hospitality Management, 17(2), pp.170-180.
Marriott (2021). Marriott Annual Report 2021. [online] Available at: https://marriott.gcs-web.com/static-files/33ba0a19-8a68-4f3f-9f73-fef2c458c22e
Okumus, F., Altinay, L., Chathoth, P. and Koseoglu, M.A. (2019). Strategic Management for Hospitality and Tourism. [online] Google Books. Routledge. Available at: https://www.google.co.uk/books/edition/Strategic_Management_for_Hospitality_and/nHm6DwAAQBAJ?hl=en&gbpv=1&dq=Management+of+Hotel+Operations.+2nd+ed.+Cengage+Learning.&pg=PT17&printsec=frontcover [Accessed  1 Nov. 2023].

Redmond, B. (2017). Reflection in Action: Developing Reflective Practice in Health and Social Services. [online] Google Books. Routledge. Available at: https://www.google.co.uk/books/edition/Reflection_in_Action/h-pADgAAQBAJ?hl=en&gbpv=1&pg=PT8&printsec=frontcover [Accessed 1 Nov. 2023].

Sharma, D.R. and Singh, B. (2021). Understanding the Relationship Between Customer Satisfaction, Customer Engagement and Repeat Purchase Behaviour. Vision: The Journal of Business Perspective, p.097226292199259. doi:https://doi.org/10.1177/0972262921992593.

Tesone, D. (2010) Principles of management for the hospitality industry. London: Routledge

Tripadvisor. (n.d.). ROSSINGTON HALL - Updated 2023 Reviews, Price Comparison. [online] Available at: https://www.tripadvisor.co.uk/Hotel_Review-g4597293-d4593802-Reviews-Rossington_Hall-Rossington_Doncaster_South_Yorkshire_England.html [Accessed 30 Oct. 2023].

‌Xie, K.L., So, K.K.F. and Wang, W. (2017). Joint effects of management responses and online reviews on hotel financial performance: A data-analytics approach. International Journal of Hospitality Management, [online] 62, pp.101–110. doi:https://doi.org/10.1016/j.ijhm.2016.12.004.

Zhao, Y. (n.d.). Delivering Service Excellence: 5 Lessons from Ritz-Carlton. [online] hospitalityinsights.ehl.edu. Available at: https://hospitalityinsights.ehl.edu/delivering-service-excellence.

Wood, R. (2013) Key Concepts in Hospitality Management, Sage, London

‌Wu, H.-C. and Ko, Y.J. (2013). Assessment of Service Quality in the Hotel Industry. Journal of Quality Assurance in Hospitality & Tourism, 14(3), pp.218–244. doi:https://doi.org/10.1080/1528008x.2013.802557.
‌


‌


image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
Katie H wrote a review Oct 2023
1contribution

0000
Cannot wait to return. What a place

Incredible!! There i not enough positive words to describe this beautiful hotel.
We stayed here on Tuesday night and we had such a fabulous stay. Gary, the owner, was attentive and

the nicest man you will ever meet! The food was out of this world!! Cannot wait to return.
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This review s the subjective opinion of a Tripadvisor member and not of Tripadisor LLC. Tripadvisor performs checks on reviews as part of
our industry-leading trust & safety standards. Read our transparency report to learn more.
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