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Component 1

There are a lot of important skills that you need to be good at managing the front desk of a hotel. Drawing on Morrison's (2011) seminal work, this answer will explain the most important skills needed to run a hotel front desk well. Then, using the Gibbs Reflective Cycle (Gibbs, 1988), I will look at my own skills and experiences in relation to the identified competencies. This will be accompanied by academic background and examples from my industry.

Communication Skills: Good communication in the hotel front desk is more than just passing on information; it's a complex process that includes being able to speak and write clearly (Smith, 2015). Talking to guests, coworkers, and other important people is an important part of doing business. Making sure that information is clearly stated makes sure that guests get complete and correct information about their stay, and actively listening helps build good relationships with guests.

Customer Service Skills: In the front desk of a hotel, customer service goes beyond simple transactions. It requires a deep knowledge of what customers want and a dedication to providing that service (Jones & Lockwood, 2018). Empathy is a key skill that helps staff understand and reply sensitively to guests' concerns. Problem-solving skills are necessary to deal with problems quickly and make sure guests are happy.

Technical Knowledge: In this age of constant technological progress, it is necessary to know how to use hotel management systems, scheduling software, and other tech-based tools (Peteraf, 2017). This level of technical skill makes sure that bookings, check-ins, and other operating tasks go smoothly. To serve guests quickly and correctly, staff members must know how to use these tools well. Along with that, having a good knowledge of technology makes the hotel more efficient and competitive in today's hospitality industry.

Organisational Skills: The fast-paced and changing environment of a hotel front desk requires the ability to do more than one thing at once, handle time well, and be well organised (Reid, 2019). Managing reservations, answering questions from guests, and working with other teams are just a few of the things that need to be done at the same time. Time management is important for getting things done quickly, and organisational skills are needed to keep things clear and in order when one have a lot of responsibilities.



Reflection on Personal Skills and Experiences

Description
I start a reflective trip using the Gibbs Reflective Cycle (Gibbs, 1988) to think about my own skills and experiences in the field of hotel front desk management. This organised method lets me fully look into my skills, how they're improving, and how they match up with the known key abilities in hotel front desk management.

Feelings
Taking a close look at my communication skills, I feel proud that I can always get my point across clearly to both guests and coworkers. This level of clarity in speaking and active listening has led to good interactions, which has helped make the hotel feel more welcoming. My experiences have also made me more sensitive to what customers want. It makes me feel good when I can handle their concerns and go above and beyond what they expect.

Evaluation
My technical knowledge of how to use hotel management systems shows that I'm dedicated to keeping up with technology changes. According to Morrison (2011), this fits with the theoretical principle that stresses how important it is to know how to use technology to improve operating efficiency. Also, being in crisis situations has made me more resilient and better at making quick decisions. This shows that theory frameworks like adaptability in crisis management can be used in real life (Mullins & White, 2016).

Analysis
Having had different jobs has given me a wide range of skills, such as the ability to do more than one thing at once and be very organised. According to research on organisational skills in hospitality (Reid, 2019), these skills are necessary to work in the front desk of a hotel, which is always changing and moving quickly. The fact that people in the hotel business can stay calm under pressure during crises shows how theoretical ideas about crisis management work in real life.

Conclusion
After thinking about what I've done, I can see that my skills are in line with the key competencies that have been recognised. In the real world of hotel front desk management, theoretical models have helped us understand and make sense of how these skills have grown over time. This process of reflection not only helps me learn more about myself, but it also pushes me to keep getting better at my job in the service industry.
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	Trip Advisor Review Response 150 words +/-10%

	


Dear Cean,

We appreciate your time in relating your positive experience at our establishment. We are delighted to learn that your sojourn was pleasurable, and we sincerely value your favourable remarks concerning multiple facets of our provisions.

James and Anne are esteemed members of our staff, and it gives us great pleasure to learn that their cordial reception and effective assistance contributed to your having a pleasant experience. We prioritise the provision of spotless and practical accommodations to guarantee our visitors a pleasant and comfortable sojourn.

Your complimentary remarks regarding the breakfast and cuisine quality are encouraging. Our objective is to provide an enjoyable gastronomic encounter; therefore, it is gratifying to learn that our endeavours have been well received.

We anxiously await your return and eagerly anticipate the opportunity to host you once more in the near future.

Best Regards,
Maldron Hotel 
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	Letter of complaint response 500 words +/- 10-%

	
Subject: Addressing Concerns from Your Stay at Maldron Hotel

Dear Mr. Federick,

I trust this message finds you well. We appreciate you taking the time to share your recent experience at Maldron Hotel, and we extend our sincere apologies for the challenges you encountered during your stay in room 205 on Saturday, 26th August.

We regret that the breakfast did not meet your expectations, and we assure you that we are investigating and addressing the concerns regarding the temperature and taste of the food. Our culinary team is committed to ensuring a more enjoyable dining experience for our guests.

We also apologize for the disturbance caused by noise from a neighbouring room. Creating a peaceful environment is our responsibility, and we are taking steps to manage noise disruptions more effectively, ensuring a serene atmosphere for all guests.

Regarding the cleanliness issues in room 205, we are genuinely sorry for the oversight. Our housekeeping team is committed to maintaining the highest hygiene standards, and we will review our cleaning procedures to prevent any recurrence.

To express our apologies, we would like to offer you a complimentary one-night stay on your next visit. We hope this gesture demonstrates our dedication to making amends and exceeding your expectations.

We are implementing additional training for our staff to promptly address guest concerns during their stay. Your insights are valuable, and we are committed to making the necessary improvements.

Thank you for your constructive criticism. We look forward to the opportunity to welcome you back to Maldron Hotel, where we will ensure your next experience reflects the high standards we strive to uphold.

Yours sincerely,

MD Shiplu Uddin

Maldron Hotel
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Writing in essay format 

	
Element 1 – Pre-Arrival 


	
Hotels have a significant impact on the overall visitor experience during the pre-arrival phase, serving as architects of anticipation and organisers of a seamless stay. Singh (2002) emphasises the criticality of this stage, placing particular emphasis on visitor anticipation, establishing expectations, and proficient communication as fundamental elements. Implementing a variety of strategies—including personalised pre-arrival emails, user-friendly online booking interfaces, and the distribution of exhaustive information regarding available facilities and services—is essential for the effective management of this phase.

The practical implementation of pre-arrival engagement serves as a compelling example of its effects. As an illustration, luxury hotels demonstrate their dedication to guest contentment through the provision of concierge services. This customised service aids patrons in organising travel plans, reserving wellness appointments, and establishing connections at renowned local dining establishments. Implementing proactive measures not only enhances the overall visitor experience but also harmonises harmoniously with the findings of Wilson and Liu (2009), who emphasise the critical importance of tailored services prior to the guest's arrival. The pre-arrival phase presents hotels with a strategic opportunity to not only fulfil but exceed guests' expectations, thereby establishing a groundwork for a truly memorable sojourn.



	
Element 2 – Arrival 


	
The moment a visitor arrives at a hotel is a critical juncture that significantly impacts the impression they develop regarding their entire stay. Academics including Brotherton and Wood (2008) emphasise the crucial importance of initial impressions, placing particular emphasis on how the friendliness and effectiveness of the check-in procedure have a substantial influence on the overall gratification of guests.

In order to ensure efficient administration of the arrival phase, hotels must strategically allocate resources towards employing front-desk personnel who are enthusiastic and adequately trained. As an illustration, the "10/5 Rule" exemplifies the renowned "Gold Standards" established by the Ritz-Carlton chain, which mandates that employees make eye contact and offer smiles to guests within ten feet, and verbally acknowledge them within five feet. This dedication to providing outstanding service serves as an illustration of how a favourable initial perception can be intentionally constructed, thereby establishing a positive ambiance for the complete guest experience.

Furthermore, the incorporation of technology plays a critical role in augmenting the stage of arrival. The implementation of technological advancements, such as biometric entry systems and mobile check-in alternatives like Marriott's Mobile Key, aids in the optimisation of the check-in procedure. These technological developments enable patrons to circumvent the conventional front desk, facilitating a streamlined and effective process of accessing their rooms directly. The integration of these technologies is in complete accordance with the findings of Sigala (2017), who emphasises the increasing significance of technology in enhancing visitor experiences and guaranteeing a seamless and convenient check-in procedure.



	
Element 3 – Duration of stay 


	
The entire time a visitor spends at a particular establishment is a complex experience comprised of various touchpoints that require careful consideration in order to guarantee complete contentment. In this phase, Lashley and Morrison (2003) highlight the importance of personalization, noting that visitors are seeking increasingly distinctive and memorable experiences.

Proactive administration throughout the entirety of a guest's sojourn necessitates the ability to foresee and satisfy specific requirements. A common practise in the domain of upscale resorts is the utilisation of dedicated butlers or concierge services to accommodate particular inclinations. Whether it entails coordinating customised experiences or attending to dietary restrictions, these individualised services make a substantial contribution to the overall contentment and convenience of patrons.

In addition, the incorporation of guest feedback systems is crucial for effective management of the length of time that guests spend at a hotel. Prominent hospitality conglomerates, including Hilton and Accor, have adopted advanced feedback mechanisms in order to consistently assess levels of satisfaction throughout the sojourn. Establishing a real-time feedback loop enables timely problem resolution, demonstrating a dedication to providing exceptional service and being adaptable to the changing requirements of visitors.

The commitment to providing exceptional service and personalised experiences for every aspect of a guest's stay is in perfect harmony with the ever-changing demands of consumers. There is an increased demand from guests for not only lodging but also customised and unforgettable experiences. Hotels can establish a unique position in a highly competitive industry by proactively catering to individual preferences, providing customised services, and embracing feedback mechanisms. This will result in increased visitor loyalty and favourable word-of-mouth. Fundamentally, proficient administration throughout the entirety of the guest's sojourn surpasses mere customary hospitality; it signifies a dedication to crafting enduring memories and tailored encounters that deeply resonate with patrons even after their departure.







	
Element 4 – Departure 


	The stage of departure represents the ultimate phase in a guest's journey, offering hotels a distinct opportunity to create a favourable enduring impact. As stated by Kandampully et al. (2011), ensuring visitor satisfaction requires a check-out procedure that is both streamlined and effective. The provision of personalised farewells, transparent invoicing, and express check-out options collectively enhance the departure experience.

Implementing innovative practises is not merely a theoretical concept; actual industry instances serve as concrete illustrations. As gestures of appreciation, luxury hotels, for example, provide departure amenities or small gifts that surpass the customary. This considerate action not only improves the guest's farewell experience but also makes a substantial contribution to the establishment's overall standing, cultivating sentiments of gratitude and benevolence.

Furthermore, the importance of post-stay communication in efficient departure administration has increased. Presently, a considerable number of hotels extend personalised thank-you emails to departing patrons, requesting feedback and motivating them to divulge their experiences on review platforms. This practise is consistent with the tenets of relationship marketing, which aim to foster a lasting connection. In addition to functioning as a token of gratitude, it strategically establishes the hotel as a provider of attentive services, which may encourage visitor loyalty and generate favourable word-of-mouth.

Fundamentally, the stage of departure represents not only a practical culmination but also a calculated opportunity to create a favourable and enduring impact. Hotels can effectively shape the concluding moments of their guests' stays through the implementation of strategic post-stay communication, the integration of considerate gestures, and the facilitation of a seamless check-out process. The aforementioned dedication to ensuring a favourable departure experience serves to augment guest contentment, allegiance, and a favourable standing within the fiercely competitive realm of hospitality.
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A night on the Toon - where the people make the City!

Immaculate room (538) very quiet, clean and functional. Teas Coffees and milk in
room

Excellent welcome from James on front desk, happy to welcome you to his great
city and hotel. Had a lovely breakfast hosted by Anne, who is amazing as she
whizzes around clearing up after people and efficiency hosting and supporting
guests. The food was delightful, fresh, healthy, warm and tasty produce. Looking
forward to coming back!

Readless a

Date of stay: November 2023

Trip type: Traveled solo

he room has Iron and Board plenty of hanging space, good lighting and so many
plug sockets! ...

See more room tips

Value Location

Service

This review is the subjective opinion of a Tripadivisor 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.
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