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	In this reflective essay, the Gibbs Model of Reflection will be used to critically analyse the competencies required for front desk personnel in the hospitality industry, evaluate personal proficiency in these areas, and explore potential applications of acquired insights in practical settings.
Description:
A diverse range of competencies is required for achieving success in the role of a hotel front desk. Effective communication, exceptional customer service, efficient organisation, proficient problem-solving, and adaptability are all essential factors. The possession of these qualities is of utmost importance in order to provide exceptional service to hotel patrons and successfully handle a diverse array of situations.
Feelings:
Upon commencing my employment at the hotel's front desk, I experienced a mixture of excitement and nervousness. Contemplating the prospect of navigating diverse individuals and attending to their respective requirements proved to be both challenging and intellectually stimulating. However, I also had a sense of urgency in acquiring the necessary abilities to excel in this position.

Evaluation:
1. Communication:
Effective communication is crucial at the front desk. The acquisition of this talent necessitates the use of both verbal and written communication skills (Stecker, 2017). Through personal experience, I have come to understand that the most effective approach to resolving challenges and ensuring customer contentment is by engaging in transparent and sincere conversation with both visitors and colleagues. The theoretical foundation for this ability is derived from Grice's Maxims of Communication, which emphasise the need of clarity, relevance, and sincerity in one's communication. In order to address inquiries from visitors about their invoices, it was incumbent upon me to provide clear and succinct responses, enabling them to comprehend the many constituents of their accounts.
2. Customer Service:
The primary focus of front desk operations is centred on delivering exceptional customer service. This skill is based on the theoretical framework of service quality measurement as proposed by the SERVQUAL model. This technique assesses the provision of services based on the dimensions of dependability, responsiveness, certainty, empathy, and tangibles (Shi and Shang, 2020). Based on my professional experience, there have been instances when dissatisfied guests have lodged complaints about issues with their accommodations. By using the SERVQUAL framework, prompt resolution of the problem was ensured, accompanied by effective communication to convey the customer's significance. The use of this method significantly improved customer feedback.

3. Organisational Ability:
The front desk staff is accountable for managing reservations, facilitating the check-in and check-out processes for guests, and maintaining effective communication with various departments within the hotel. The maintenance of a well-organised system has been shown to be of utmost importance in facilitating my ability to maintain high levels of productivity (Mintrom, 2015). This ability is based on theoretical concepts, such as Henri Fayol's principles of management. The 'Division of Work' strategy was used to effectively allocate duties among the team members and enhance workflow efficiency (Vrchota and Frantíková, 2020).

4. Problem-Solving:
Frequently, issues develop unexpectedly, sometimes catching hotel personnel unprepared. The Kepner-Tregoe approach is considered to be a theoretical foundation for problem-solving due to its provision of a structured framework for the identification, appraisal, and resolution of issues (Markopoulos et al., 2022). I recently saw an instance were a visitor's lodging had been overbooked. Utilising the Kepner-Tregoe framework, a systematic approach was used to identify the underlying issue, generate many alternative solutions, evaluate the benefits and drawbacks associated with each option, and ultimately choose the optimal course of action, all while ensuring customer satisfaction.
5. Adaptability:
The hotel industry is characterised by its dynamic nature, which necessitates the adoption of flexible practises. This ability is associated with the theoretical framework of VUCA (Volatility, Uncertainty, Complexity, Ambiguity). Due to an unforeseen cancellation, I was compelled to address unforeseen alterations in room assignments. The successful completion of the shift was attributed to my ability to demonstrate agility and resourcefulness when confronted with unanticipated obstacles.
Analysis:
Upon more reflection, it becomes evident that there exists a strong interconnection among all of these talents. Clear and frequent communication is advantageous for both problem-solving and customer service. The capacity to effectively handle several jobs is contingent upon an individual's organisational abilities. These talents are not independent entities, but rather function in conjunction to provide great front desk service.
Conclusion:
The practical experience I have acquired while working at the front desk of a hotel has reinforced the significance of these skills and shown their compatibility with established theoretical frameworks. Based on my professional experience, it has become evident that these competencies had significant use outside the confines of the hospitality industry. Front desk personnel play a pivotal role in ensuring the success of an organisation, since they are essential for fostering client satisfaction and facilitating seamless operational processes.
Action Plan:
I want to enhance my skills by engaging in a comprehensive study of contemporary customer service models and problem-solving methodologies. I am interested in engaging in cross-training activities to get a comprehensive understanding of the interconnections between different front-desk roles. Ultimately, I want to actively solicit feedback from both higher-ranking individuals and colleagues with the intention of identifying specific areas that need improvement. The Gibbs Model of Reflection was used to assess my performance at the hotel front desk. This experience has enhanced my understanding and appreciation of the importance of these skills, their theoretical underpinnings in academia, and their practical implementation within the dynamic and challenging realm of hotel front office management.
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	Trip Advisor Review Response 150 words +/-10%

	I value your willingness to share your thoughts with us on your experience staying at our DoubleTree by Hilton Stratford-upon-Avon.  We are ecstatic that you had a great weekend with us in October 2023 and value the recommendations you left on TripAdvisor. It pleases me much to hear that our sophisticated, yet welcoming environment contributed to your successful arrival. We are pleased that you found the beauty and convenience of your room to be appreciated during your time with us. We're glad to hear that your lunch at our restaurant was excellent, and we welcome your input on the value you got. It's wonderful to hear that your group's dinner reservation went off without a hitch. We truly hope that if you happen to stop by again, you'll order our delicious breakfast. We are grateful for your business and forward to see you again soon.



	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	
Mr. Ronald Federick, 
17 Trinity Court, 
Swansea, 
SA1 2AR 
September 1st, 2023

Subject: Response to Your Complaint
Dear Mr. Federick,
I trust that you are in good health and finding satisfaction in perusing my correspondence. I sincerely apologise for the inconveniences experienced during your stay on Saturday, August 26th, in room 205. Your opinion is highly valued, and we are committed to addressing any issues you may have by using the information you provide.
We apologise for the substandard quality of the breakfast provided during your stay. The level of service you have got does not align with the commitment to delivering exceptional quality. We are promptly investigating this matter and have already made modifications to our breakfast service to ensure that patrons consistently get food that is of high quality, served hot, and freshly prepared. The user's optimistic expectations are justified, and the hotel provide assurance that in subsequent instances, their dining experience at this establishment will be further enhanced.
We place great importance on ensuring that our guests are able to get a peaceful night's rest. We sincerely apologise for the disturbance caused by the noise generated by the newborn in the next room. Efforts will be made to enhance our operational procedures in order to effectively manage such occurrences, so fostering an environment conducive to tranquilly and satisfaction for all patrons. 
We express our profound dissatisfaction upon learning about the unhygienic state of room 205. We express our heartfelt apologies for the difficulty that has been caused. Hygiene is regarded with utmost seriousness, thereby prompting to proactively implement measures aimed at enhancing the cleaning and inspection protocols to prevent any recurrence of such incidents. We realise that our inability to fulfil your expectations led to a service that was below standard, and we guarantee you that we will make every effort to address and resolve the issue.
We sincerely appreciate your valuable contribution in providing us with your insights, which will aid us in addressing any issues you may have encountered and enhancing the quality of our services. We express our gratitude for your communication about these matters of concern.
We sincerely apologise for the inconvenience caused and extend an offer for a complimentary one-night stay, including breakfast, which you may use of at your earliest convenience. This opportunity allows to demonstrate the enhancements that have been implemented based on the feedback provided by the customer. 
For a more enhanced and satisfactory experience during future stays, we kindly request that you reach out to our reservations team using the provided email address. Our team is dedicated to addressing the issues you encountered and ensuring that your future experience surpasses your previous one.
Dear Mr. Federick, we acknowledge and value your continued correspondence in which you have conveyed your concerns. We kindly request that you provide us an opportunity to demonstrate our competence and regain your confidence by exceeding your service-related standards.

Yours sincerely,
Line Manager 
DoubleTree by Hilton Stratford-upon-Avon
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
Writing in Essay Format Introduction
Introduction      
These philosophical reflections are put into practice in the field of hospitality management. The concept of "Hotel Life," which reflects the fleeting nature of a visitor's stay, is deeply entwined with the core of the hospitality sector. This essay explores the four discrete stages of the hotel visitor cycle: Pre-Arrival, Arrival, Length of Stay, and Departure. Each stage offers a special chance to create experiences that guests will remember for a long time (Michailidou et al., 2016). We cordially welcome you to travel with us as we explore the artistry of creating unforgettable hotel experiences that capture the essence of hotel life of Double Tree Hotel by hiltons (Law, 2019).

	
Element 1 – Pre-Arrival 


	The pre-arrival stage is when a guest's hotel stay begins. It begins with the notion or wish to take a vacation, continues through the stages of preparation and research, and ends with the excited expectation of the upcoming visit. The visitor may or may not interact with the hotel directly during this time, but any contacts they do have—or don't have—have a big impact on how they perceive the establishment. Pre-arrival communications at DoubleTree hotels include sending welcome letters to the guests with all the informations and possibly their packages too. This is the hotel's first chance to make a good impression and establish the tone for the visitation experience. It may begin the pre-arrival procedure on the Hilton website or the Hilton Honours app as early as 6 am on the day before guests plan to arrive at DoubleTree Hotels. This is an opportunity to show the visitor that they made the right decision in lodging by being kind and attentive (Lukanova et al., 2019). Hotels may use this stage of the cycle to make sure everything is ready before the guests arrive. The Housekeepers are instructed to deep clean the entire rooms which includes removing furniture, cleaning tiles, changing bed sheets, etc. The front office also then makes sure everything is done on time before the arrival of guests. They check the cleansing of rooms, any specifications asked by the guests and their last-minute changes. The pre-arrival stage communication is used by hotels to identify the unique requirements and anticipations of various guest categories, including leisure travellers, business guests, and conference attendees (Wood, 2015). Comprehending the objective of a visitor enables the hotel to furnish appropriate details and facilities, thus enhancing the entire experience.

	
Element 2 – Arrival 


	
 
The guests will be able to select from a range of requests upon their arrival at DoubleTree Hotels. These options include freebies, food and beverages and any type of items customers ask for, that may be bought, and service improvements that are unique to a particular area. Extras like foam or down pillows, additional towels, and the choice of rollaway beds are included in the complimentary options. In addition, guests may choose from a variety of on-site or pre-ordered food and drink options, such as gourmet cheese plates to enhance your stay, enticing platters of chocolate-covered strawberries, and a selection of red, white, and sparkling wines. The tone for the entire stay is often set at the airport when the hotel provides shuttle services (Neuhofer et al., 2015). A crucial point in the guest experience is when they first see the hotel outside and are greeted with warmth by the front desk employees. An important touchpoint occurs during the checking-in procedure upon arrival. It offers a chance to make a good first impression and make sure the visitor feels comfortable, safe, and confident in the hotel's capacity to satisfy their demands. A quick and easy check-in process and a friendly staff attitude may greatly influence how a guest feels about the hotel. The DoubleTree Hotel offers a memorable arrival experience for its guests. Their services include room upgrading, warm welcoming etc, services upon arrival at its grant elegant lobby etc.

	
Element 3 – Duration of stay 


	 A seamless arrival experience is essential to creating an instant sense of belonging, which is the core of hospitality. This is a chance to highlight the hotel's dedication to providing high-quality service, which includes tangibles (the actual space), responsiveness (keeping word), assurance (gaining guests' trust), and empathy (realising what the requirements of the guests are). The length of a guest’s stay is the central component of their hotel stay and the longest portion of their trip. In this stage, guests interact with the hotel's features, which include conference spaces for business travellers and concierge services, in addition to dining options, fitness centres, and swimming pools. At this stage in Double Tree hotels, the rooms are cleaned every day during the guests stay. Bed sheets are changed and new toiletries are bought every day. Room services are open all the time with many different itinerary menus that are cooked by professional chefs. The specific visitor mostly determines the touchpoints during this phase, their particular needs, and the reason for their visit, sometimes upon the request of guests, the beds are also changed. While business travellers may prioritise meetings and productivity, leisure travellers may spend their time exploring and relaxing. Whatever the guest's profile; the hotel has many chances to create memorable experiences during this period. The customers relish a range of amenities and experiences that transform their time into an exceptionally memorable occasion. Even in small spaces, a guest's overall perception of their stay may be greatly influenced by exceptional service and attentive attention to detail. Maintaining a high standard of service during the whole visit is crucial. It guarantees that the assurances given before arrival and the favourable impressions established upon arrival are maintained, strengthening the guest's faith in the hotel (Lam et al., 2019).

	
Element 4 – Departure 


	Arguably, the most important touchpoint in the guest's trip occurs during the leaving phase. It's the last chance to improve the visitor's experience in general. When customers depart, the hotel can resolve any unresolved issues, confirm its reliability, and support them on their next vacation (Lukanova et al., 2019). The experience a guest has as they go has a big impact on the impression they carry with them. A seamless and enjoyable check-out procedure allows the hotel to make a lasting impression on guests. The front desk as well as housekeeping staff all work together to ensure their luggage is safely put in their cars and their checkout procedure is smoothly gone through (Lugosi and Jameson, 2017) The moment of departure is a great opportunity to ask for feedback and show you are dedicated to ongoing development. In the end, people—the hotel employees—make a difference in providing outstanding service and memorable experiences for the guests. Even the most opulent and cutting-edge hotel, with all of its extravagance, cannot offer true hospitality without the real kindness and commitment of its personnel. These people can turn an unhappy visitor into a happy one, and their testimonials of superb service serve as the cornerstone of the hotel's stellar reputation (Hu et al., 2020).


Conclusion                   
 In the dynamic field of hospitality management, "Hotel Life" symbolises the fleeting character of a guest's visit, as each guest sets off on a unique and personalised adventure. Four distinct stages comprise this journey: Pre-Arrival, Arrival, Duration of Stay, and Departure. There are unique chances to create memorable, personalised experiences at each stage. Pre-arrival sets the tone, Arrival shapes the first impression, Duration of Stay encourages deep connections, and Departure creates a permanent and unforgettable memory. In the end, the people are the core of the hotel's operation; they are crucial in turning guests into satisfied customers and highlighting the critical role that first-rate hospitality plays in making lasting impressions. The doubletree Hotel is a well-known hotel brand with a strong focus on providing guests with a seamless and enjoyable Hotel life experience.
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Brilliant weekend

As soon as we arrived we were impressed. The friendly welcome, the elegant
decor, beautiful. We got to our room which was gorgeous. Well equipped and
comfy beds and chairs in the room. The food In the restaurant was tasty and
good value. We were there with a group booking with a private room for
Saturday evening. We were served delicious dinner. All the staff were fantastic
but one stood out, going above and beyond more than once. His name s Atif.
Nothing was too much for him. He was an 11 out of 10. Would definitely stay here
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Date of stay: October 2023

raveled with friends
at plenty of breakfast. Itis too good to miss

See more room tips
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