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An individual needs some specific skills if he or she does a job in a hotel front office. Front office at a hotel is the first department which welcomes the guests. In this case, the front office executives require some important skills to attend to the guests and fulfil their needs. It can be stated that communication skill is the most important quality that needs to be acquired by a hotel front office individual (Fallon & Rutherford, 2011). Strong communication skills can help the front office executive to contract with guests and understand their specific needs. So that they can be able to solve the requirements of guests such as room booking, offering services, discussing prices and so on. In addition, technical skill is another crucial skill that every front desk executive needs to learn. Nowadays, in the world, everything is going digital so that the operations of the front office are completed with the help of computers, printers and mobile phones. In that case, the officers of the front office should have technical skills for using some specific software’s in order to record customers' data, transaction of amount and other operations (Johnston et al., 2012) In addition, it has been identified that organisational skill is also required for becoming a front desk executive. This skill helps in carrying out multiple tasks in the role. With the help of proper organisational skills, the front office executive can interact with the guests as well as complete their other tasks. Another important skill is teamwork which needs to be developed in hotel executives. With the help of proper collaboration skills, the hotel executives can be able to create a positive and healthy workplace. This skill helps the front desk officers to coordinate with staff of a hotel in terms of discussing guests’ problems, planning and other operational tasks. So that it can be stated that proper teamwork or collaboration can help the guests to gain positive experience about the hotels. Patience is one of the most required skills in the case of becoming successful in the hotel industry. It can be noticed that dealing with guests and solving problems require patience (Vallen & Vallen, Jerome. 2014). 
In this context, I have analysed that I need to work on some skills that can help me to become a successful front office executive. Here, I have used the Gibbs model of reflection in order to explain my views and experience during my internship in Hilton Croydon. I am presently pursuing a three-year course in the field of hotel management at the University of Wales Trinity Saint David. In this place I am gaining practical knowledge on how to operate as an individual who can serve a lot of people in the hospitality sector. I have enrolled in the International Hotel Management Program. Which has allowed me to be able to have a cast experience with a variety of students who have provided me insight on how to deal with different people of varying ethnicities. While I do not have a specific position, with people management skills developing - I am able to have practical learning and hospitality and how I will be in a position where I can provide a positive experience to any customers that are coming into the hospitality enterprise. The first phase of the Gibbs cycle is “Description”. In the “Description” phase, I have experienced that one of my teammates has some arguments with the guest. The guest complained that he did not receive the lunch on time and room service was not so good. So in this situation, my teammate argued that the room service and lunch was provided on time. In the meantime, the guest raised his voice and threatened my teammate that he would complain to the manager about the situation. In the “feeling” phase, I realised that I got nervous and was not able to react. So in this case, I came to know that my communication skills and organisational skills needed to be improved. In “Evaluation” phase, it has been understood that my teammate’s patience and problem-solving skills are poor. He needs to improve his patience while dealing with the guests. In addition, I also evaluated that I had to manage the situation with proper manners in spite of standing like a stone. Next in the “Analysis: phase, I realised that a miscommunication was placed between my teammate and other staff members of the hotel. So in that case, we need to improve the collaboration skills and increase the attention to the customers. In the “Conclusion” phase, I concluded that in order to become an efficient front office executive, an individual should know the principles and knowledge about the hotel industry. So that the individual can be able to understand the market trends as well as current demands of the customers. With the help of proper knowledge and experience, the front desk officers are able to attend to the guests and perform other tasks in a proper manner (Wood, 2013). In the “Action” phase, I have decided that I need to enhance some necessary skills such as organisational skills, collaboration skills, leadership skills, communication skills as well as improve my patience and adaptability. So in future, if this kind of situation happens, I will manage things with a careful manner (Williams et al., 2020). I will speak to the customers and will understand his problems. In that case, I will try to compensate for the issues faced by the guests. So it can be stated that a front-office executives should have some theoretical knowledge and developed skills in order to make a growth in the profession field. While I have many weaknesses when it comes to communication and having an inadequate temperament, I am able to function effectively in multiple roles such as Housekeeping, Conference Management through leadership, Leisure Assistance, and operating as a Kitchen Porter. These have facilitated me to be able to take up supervisory role through which I have focused upon providing high value in the hospitality sector. All of these skills are owing to my experience at Devere Selsdon Estate. In this place I have worked for 5 years.
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	Trip Advisor Review Response 150 words +/-10%

	
Thank you Madam for your kind words. We, here at   Hilton London Croydon , always aim at providing the best facilities possible to our customers. We are glad that your stay here with us was a memorable one. Our staff is trained accordingly in order to provide the best possible services to our customers. Hope, in the coming days, we can even expand on our scale of rooms and provide the best possible amenities at an affordable price. We have always been appreciated for our location, and today adding on it to your kind words has really made our day. We aim at giving a cozy and a home-like feel to all our guests. Hope we have been able to meet your expectations and look forward to serving you in the future. 
Please do visit us soon Madam. Sending warm regards and wishes to Sir and your family members. Take care and have a nice year ahead. 


Team  Hilton London Croydon
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	Letter of complaint response 500 words +/- 1-%

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

Subject: Response Letter to  Complaint


Dear Sir, 

Greetings of the day!

I hope this letter finds you in good health. Firstly, we really apologise for the problem you have faced here in our hotel. As stated in the letter you have faced three main issues while you stayed in our hotel. Firstly, the breakfast was not served hot and even not cooked properly. Here, we really apologise for delivering low quality food. We understand as travellers the basic demand of every tourist is to receive good quality food, at least which is served hot. As a matter of urgency, we shall look into this matter and take strict disciplinary action against the staff. It would have been really great if this food issue was communicated directly to the operational in-charge on the very day. Never mind but this negligence happened because of some kind of internal operational lack which definitely needs to be looked upon on an urgent basis. We ensure that on your next visit you shall have no such complaint regarding the food. I would personally look into this matter. As of now I am issuing a few food vouchers which you can use here on your next visit within a span of 24 months. The discount on whatever food you order here shall be applicable during the mentioned time-frame. 
Secondly, you could not have a peaceful stay with us due to incessant crying during the night time. Here too, we apologise for the disturbed sleep you got overnight. As you mentioned in the mail, it is certainly our duty to ensure that each and every guest of ours receives a peaceful and comfortable stay. We are really sorry for not being able to meet your expectations. Room shift could have been an option here if the issue was communicated, but since, we cannot put a restriction on this matter as the other party is also our guest. Hence, we would sincerely request you to visit us the next time and we shall ensure you receive prompt service and a comfortable room at your next stay with us. I hope this will make you move forward from the unpleasant experience you had this time.  However, I would still say if you can communicate such issues during your stay it would be helpful for us to serve you better and provide an alternative solution on the spot.  Finally, as you have raised the hygiene centric issues you have faced, this is certainly an important area of focus. Yes, we do agree with you that hygiene is the basic requirement and no guests would like to stay in an environment where the washroom is unclean of a room, or there are strands of hair lying here and there. I sincerely apologise on behalf of our room service staff. We shall closely scrutinise this issue and the concerned department or the staff will be definitely penalised for the same. 
Kindly accept our apologies, and we promise that we will thoroughly scrutinise our shortcomings and take necessary measures. We hope that you will give us another opportunity to serve you better. Looking forward to your cooperation.

Thanking You, 


Yours Sincerely, 

Richard Anthony 

(Operations Head,   Hilton London Croydon )
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Element 1 – Pre-Arrival

	The interaction of a guest and the hotel can be subdivided into 4 elements, out of which, pre-arrival is the primary interaction phase.
At this phase, the guest is planning to book a room at the hotel. Hence, it starts with a thorough research about any information available regarding the list of hotels selected. The most useful platforms to access relevant information being websites, magazines, tourist portals, brochures, media, etc (Khalimova, 2020). There are a set of pre-defined parameters which are considered by the guests in order to derive a proper conclusion. With the help of the internet it becomes much easier for a guest to compare a wide set of information regarding different hotels and even scrutinise customer feedback on various portals now available, such as TripAdvisor, etc. The enquiries raised after this primary research passes on to the next phase, where the enquiries are verified either through an email or a phone call. A confirmation is then passed on by the hotel regarding the same. In most cases, the front office management is solely responsible for recording customer-centric information, and maintaining a complete database regarding the check-in and check-out of customers (Lukanova and Ilieva, 2019). There are many hotels in London, where the front office operations are completely automated, such as the Clermont, Victoria, Park Grand, etc. 
These are few of the brand names which have laid a mark on customer’s mind as its services are prompt from the pre-arrival stage. 



	
Element 2 – Arrival 


	This element is where there is a direct interaction between the guest and the hotel staff. 
Here, the guests arriving at the hotel are received by the front desk staff. The baggage is carried by the bell boy to the reception area, where the receptionist then checks with the database regarding the reservation. Once the reservation date is checked, then some forms are signed along with an identity card check 
(Kasavana, 2017). Other information which was given by the guests previously, is now filled in or shared by the guests. The above mentioned process mainly occurs when the registration is done online by the guests previously. However, if a guest arrives without any such pre-booking then the role of front desk staff is to first present the tariff card, explain all the facilities being offered and then proceed with the reservation formalities (Jawabreh et al., 2022). In the current scenario, hotels are usually booked online by guests in order to avoid any delay during check-in. After the check-in formalities are completed, the room keys and welcome kit is given to the guests, and the bellboy then accompanies them with the luggage to the allocated room. At this phase the guest record is created at the hotel database where further charges or payments are constantly updated (Kalra et al., 2020). The use of software makes it easier for the front desk staff to efficiently manage such records. For example, at the Hilton London Croydon, the software sends constant updates to the guests about outstanding payments. This in turn leads to smooth check-out without any delay. 


	
Element 3 – Duration of stay


	The duration of stay forms the third element, which is also known as the occupancy phase. At this phase, the main emphasis is laid on room bills, payments being done, services used by guests, etc. From different outlets, information regarding these factors are collected and updated in the hotel system (Olimovich et al., 2020). The duties or responsibilities of hotel staff extends to receiving messages or mail  for a guest when he or she is not available and then conveying the same, maintaining a high level of confidentiality. It is also important to keep a check that the right key card is assigned to the concerned guest (Hayes et al., 2017) The “duration of stay” element also consists of all kinds of in-house facilities being offered to the guests, such as ibis London, Novotel London, etc have their in-house can facilities at an affordable rate. Similar facilities are also being offered by even other medium-sized hotels. Ticket booking is also another common facility which is covered under this element. For instance, if a guest wishes to visit some place, or travel tickets are also booked by many hotels. The idea of accommodation or hotel business has completely changed in recent years (González-González and García-Almeida, 2021). Today, booking an accommodation comes along with various add-ons, such as booking tickets, local sightseeing, babysitting etc (Rutherford, 2021). A positive or negative image of the hotel is developed during this phase, hence, this element is an important one. Customer retention rate completely depends on the service quality of Hilton London Croydon.

	Element 4- Departure


	This element is described as the final activity in which final settlement with the guests are ready to check-out from the hotel. 
In this phase, the front desk executives do the final preparation of the hotel bills, present the bills and clear all the dues from the guests. In this case, the front desk officers check all the bills and send room service staff to check the rooms. After getting the approval from the room service members, the receptionist makes the final receipt for the guests and thank them for visiting their hotel. After that the receptionist also helps the guest to load their luggage in the car with the help of bill desk porters. This phase helps the staff members of the hotel to gain a good customer’s experience (hmhub.in. 2023). Moreover, some hotels give some traditional things or famous things to their guests that help the guest to get a positive and good image about the hotel. In addition, it has been identified that some hotels also provide car facilities to drop the guests to nearby stations or airports.  
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Just 8 miles from the sights and shops of London,
the contemporary Hilton London Croydon hotelis
just 16 minutes by train to Victoria Station. Host
your social event in one of 15 event rooms for 3-
300, or work out ot the gym. Round off your day
with dinner at The Larder Restaurant or
nightcap at the newly refurbished bar. Situated
just16 minutes on the train from London’s Victoria
Station, the Hilton London Croydon hotel
conveniently based for visitors and families
wishing to travel into the city center. Visit London's
most prominent attractions including Trafalgar
Square, Buckingham Palace, and the Tate
Modern. Hilton London Croydon is also an ideal
base when attending popular events for those.
wishing for a cheaper alternative to staying in
London. Plus, newly refurbished guest rooms that
are perfect for the whole family!





