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[bookmark: _5n2khdqybfi8][bookmark: _Toc150774212]COMPONENT 1: Learning log 
I am going with Gibb’s reflective model in terms of reflecting on the skills, experiences, and theoretical principles along with exemplifying industry examples of the identified key skills.
Gibb’s Reflective Model 
[image: ]
Figure 1: Gibb's reflective model
(Source: Mindtools.com, 2023)
Description
Firstly, I would like to say that I have learned so many things from this course. Then we have informed the importance of identification of the primary skills. I learned and got to know the most required skills which include communication skills, multitasking, technological skills, problem-solving skills, adaptability skills, conflict resolution skills, and many more.  During the entire course, I have experienced that there was a need to have all the mentioned skills in terms of dealing with the guests in a better way. We were taught each and every important factor that the employees of the hotel front office need to have for better consequences. The course stressed the development of all above mention skills so that they can be beneficial for the hotels. Hence, I think that good communication skills would definitely help both my professional as well as personal life along with my academic career.  
Feelings 
I have some positive feelings about what I experienced from this course. Identifying all the required skills for the hotel front office makes me confident as communication is one of my biggest strengths. It has been noticed that Hilton Worldwide and Marriott International focused on effective communication in terms of delivering excellent hospitality-related services. Jawabreh et al. (2022) argue that better communication with customers leads to significant satisfaction. I got to know that communication theories like cognitive dissonance theory, the Lasswell communication model, and so on predominantly emphasize the importance of active listening, empathy as well and clarity with the guests.
 Evaluation 
I have got to know about various important things in terms of the hotel front office. As per the opinion of Kijpoonphol and Linh (2021),  the front office staff needs to have communication skills for better coordination and collaboration.  I learned that communication skills are one of my biggest strengths. I also learned that I have the potential in terms of multitasking.  During this course, I also addressed my weaknesses in some skills, like problem-solving skills, technological skills, and conflict-resolution skills. The lack of all these skills creates hindrances in providing quality services to the guests. According to Ekhsan et al. (2020), good communication will help in resolving any misunderstanding with the guest. However, the experiences that I have acquired helped broaden my learning process effectively. 
Analysis
I always aim to take on all advantages of the course on needs skills for the hotel front office and I believe that this will open up many new ways of opportunities for me.  However, I have learned that both the skills of customer service and communication were deeply rooted in the hotel front office and there was the need to focus on developing such skills. According to Mendoza (2023), customer service has been considered the foundation of hospitality. I applied all gathered knowledge both for my real life as well as towards continuous learning so that it will be beneficial for my personal as well as professional life. I have experienced some challenges regarding issues related to customer services, guest-staff interaction, handling operational challenges, and so on due to the lack of problem-solving skills, conflict resolution skills as well and technological skills. This makes me determined to focus on the enhancement of these skills so that they will be helpful in providing the guests with better experiences. 
Conclusion
I have experienced a wide range of knowledge and I am sure that this will be advantageous for me. On the other hand, I also think that acquiring knowledge would add value in terms of dealing with the especially the real world. I learned that there was a need to focus on developing all required skills to deliver an exceptional guest experience as well thereby ensuring the efficiency of hotel operations. This is a well-known fact that all these required skills with aligning the theoretical principles of hotels severely emphasizing operational efficiency, guest satisfaction, and a collaborative and good work environment. 
Action plan
	Objectives 	
	Action plan 
	Resources 
	Time -duration 

	Problem-solving skills
	Problem-solving tools, as well as techniques, and continuous learning, can be helpful 
	Join online workshops, online courses, and industry conferences can provide better results 
	2-3 weeks 

	Conflict-resolution skills 
	Development of empathy, the development of emotional intelligence, development of negotiation skills
	By going to empathy exercises and assessments, attending negotiation workshops could be helpful in this context 
	2-4 weeks 

	Technological competencies 
	Continuous learning, adaptation, and following of the industry trends, the development of advanced skills
	Attending online learning-related platforms, following tech blogs and podcasts, and attending tech webinars can be advantageous in this context 
	5-6 weeks 


Table 1: Action plan
[bookmark: _my17penoih89](Source: Self-developed)
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Figure 1: Positive review of Premier Inn London
(Source: Tripadvisor, 2023)
Dear Guest,
First, we are grateful to you for such delightful feedback, and at the same time, we were very much overjoyed by hearing about such a positive experience at Premier Inn, London. Moreover, your kind words about the wellness of our hotel rooms, very well-trained staff, their behaviour, as well as services and meals and so on have hugely and truly enlightened our day. Moreover, your appreciation has been working as the motivation factor in order to maintain excellence and commitment. 
This makes us look forward mainly to welcoming you back for the next tour and at the same time ensuring such a beautiful memorable stay. Hence, please do not make any hesitation mainly in terms of reaching out if you want any specific arrangement for a return. This is because your satisfaction is the biggest priority to us. 
Warm regards, from Premier Inn, London 
[bookmark: _ggi5du58y977][bookmark: _Toc150774215]Letter of complaint
Premier Inn, London, UK
Date: 13.11.2023

[Subject: Seeking apology for the inconveniences]

Dear Mr. Ronald Federick, 

We trust that this letter encounters you very well and at the same time appreciate you for taking your valuable time to give us feedback with us. Your positive experience is the utmost priority to us and at the same time, we regret that we are not able to meet all your expectations. 
Please accept our apologies for such inconvenience that you have encountered mainly with the quality of morning breakfast, noise, and hygiene. We took all these facts very seriously. 
Therefore, we become more concerned and thereby conduct a thorough review in an effective manner mainly about breakfast services and addressing the improvement areas. We know the significance of providing a higher state of dining experience. Your comments will guide us in terms of enhancing our service offerings in the future. On the other hand, for noise disturbances, we strictly review all the room-assigned protocols mainly to minimize such kinds of disturbances that you encounter and thereby ensure a more healthy and peaceful environment. Moreover, in terms of hygiene matters, we are also reinforcing the housekeeping procedures, and based on that we conduct additional training to ensure standards level of cleanliness have been consistently upheld. 
However, we are committed to mitigating all such issues and we would also like to provide you with special discounts of nearly 25% the coupon code has also been attached to the mail and that can be availed during booking by our app or official website as a gesture of goodwill. We expect that you will definitely give us that opportunity to serve and thereby rectify all such mistakes. Besides this, we also understand that regaining trust twice is not easy but we hope you accept our apologies and stay with us again to encounter better experiences first-hand. We assure you that we will be taking care of our team's engagement, their proper training, making a transparent conversation, focusing on continuous improvement, implementation of immediate solutions, and so on. We ensure that focusing on our employment, problem-solving skills, and ownership helps in changing negative feedback into the biggest opportunity for robust growth and improvement and enhancing reputation as well as overall experiences of the guests regarding the establishments. We all know that employee satisfaction is one of the biggest factors in increasing your likelihood and giving positive feedback to us.  One thing if you are willing to give us your additional staying details it will be very helpful for us to conduct a thorough investigation. Moreover, please feel free and contact us while you want directly through our email address or phone number from our official website. Your feedback is very important and invaluable to us and therefore we take the needed steps and focus on all these matters seriously. 
Once again, we really feel sorry for such inconvenience, and thank you for bringing all these matters to light. We look forward to possibly welcoming you to Premier Inn and thereby providing the best experiences that you deserve. 

Warm regards 
Customer Service Manager, Premier Inn 



[bookmark: _Toc150774216]COMPONENT 3: Portfolio
[bookmark: _Toc150774217]Introduction
This study has shed light on the primary elements that were required for managing the hotel guests' cycle’s four stages in an effective manner. This study has therefore focused on providing an overview of the elements including pre-arrival, arrival, duration of stay, and departure in a hotel that may provide positive experiences to the guest and thereby the organization reach the summit of succession. 
[bookmark: _e3dmo4x7bar9][bookmark: _Toc150774218]Element 1 – Pre-arrival 
The key elements that this stage includes are better communication with the guests, reservation management, personalization, and so on. As per the opinion of Özdemir et al. (2019), the reservation procedures in the pre-arrival stage played a significant role in ensuring the suitability of the rooms. Therefore, it can be worth mentioning that this stage is considered the most instrumental, especially in creating a positive experience by setting expectations, offering personalized services, streamlining operations, and thereby improving guest convenience. As argued by Volchek (2020), a personalised service leads towards tourists’ satisfaction. This is a vital phase, especially in terms of managing effectively that significantly contributes to the entire loyalty as well as the satisfaction of the guests. Hence, for example, the Hilton Honors name is well-going as Hilton has invested in a mobile app that helps enhance guests’ pre-arrival experiences (Hilton.com, 2022). Moreover, the guests will be able to use such apps for booking, check-in, selecting rooms, and so on. Therefore, in the opinion of Shvaikovskaia (2022), innovative design and technology-driven approach helps to streamline the process of pre-arrival and at the same time provides guest convenience.  On the other hand, the mobile check-in of Marriott International also allows the visitors to check in mainly before their arrival thereby enhancing their pre-arrival experience (Marriott.com, 2023). A well-managed state of the pre-arrival stage has the potential to fix the foundation for better experiences in aligning with services offered and guests' expectations. 
[bookmark: _wt7eovypfzqx][bookmark: _Toc150774219]Element 2 – Arrival
This stage include some key elements like personalization opportunities, effective communication, proper guidance and manual, smooth transitions, cultural sensitivity, room readiness, safety protocols as well as security assurance, and many more (Ihmshimla.org, 2023). As argued by Lukanova and Ilieva (2019), the second stage of the guest cycle includes and should focus on the welcoming procedures of the guests. Therefore, for instance, here it is worth mentioning the name of The Ritz-Carlton which is known for its unique and exceptional services mainly during the time of arrival stage (Ritzcarlton.com, 2023). This has been noticed that the staff is also well-trained and well-educated in terms of offering assistance, providing personalized greetings and thereby creating a good and warm atmosphere in the hotel. On the other hand, as per opined by Hsiao et al. (2023), culture have the potential that can facilitate positive exchanges that severely contributes to the pleasant service experiences. Additionally, a welcoming and smooth arrival experience significantly contributes to the whole impression of the guests and that makes them interested to stay.  
[bookmark: _10s1h764f7z][bookmark: _Toc150774220]Element 3 – Duration of stay 
The primary elements of this stage include service quality, guest engagement, facility maintenance, and so on. The consistency of high-quality service including dining, housekeeping, and many amenities indeed needed in terms of guest retention. As per the opinion of Xie and Sun (2021), the perceived quality services of the different stages of hotel services influence customer satisfaction. The commitment of The Four Seasons has been noticed towards providing attentive and personalized services (Fourseasons.com, 2023). There was the need for regular maintenance as it helps in ensuring all kinds of facilities at the optimal conditions of guests’ staying. This is because it contributes to creating positive experiences for the guests. Apart from this, the offers an ample amount of opportunities to the guests in terms of participating in the activities as well as enjoying the best ever experiences throughout their staying in hotels. On the contrary, Abdel‐Hamid et al. (2022) argued that regular maintenance and following up the trends help enhance the staying experience of the guests. Kimpton Hotels’ name is worth mentioning here for their unique initiatives and social hours for guest engagement to enhance guests' experience (Ihg.com, 2023). Hence, it is worth mentioning that sustaining a higher quality of service as well as an effective engagement of visitors positively contributes in terms of providing the best experiences.  This leads to greater satisfaction as well as loyalty of the guests. 
[bookmark: _twigds1c8ain][bookmark: _Toc150774221]Element 4 – Departure
There is also a need to focus on ensuring the positive and smooth departure of the guest is significant in terms of guest satisfaction. The primary elements that this stage includes are express check-out, farewell experience, feedback collection, after departure customer service, and so on. This is because offering the scope of express check-out helps streamline the departure process which leads to guest satisfaction. As per the views of Youssofi et al. (2023), designing and incorporating digitalized experiences for guests helps to remain competitive in the business market. Nowadays, many hotels offer express check-out options through mobile apps that give more comfort and a positive experience to the guests. On the other hand, the feedback of the guests is also helpful in identifying and thereby continuous improvement areas and robust development. On the contrary, Narayan et al. (2022), stated that the incorporation of the feedback system in hospitality can be helpful in terms of understanding the improving areas. It has been noticed that Marriott doing post-stay surveys in terms of gathering up the guests' opinions (Marriott.com, 2023). Apart from this, providing a memorable and at the same time positive farewell has the potential and play a critical role regarding guests' satisfaction and appreciation. Therefore, it is well argued that a positive and good departure experience leads towards lasting influences and impressions of likelihood in terms of repeating the business as well as positive reviews. Mandarin Oriental is well going in this context, as the staff members were focusing on ensuring this fact mainly by identifying any kind of needs of guests, offering their assistance and at the same time expressing their ample gratitude for stay (Mandarinoriental.com, 2023).   
[bookmark: _wle569d061gm][bookmark: _Toc150774222]Conclusion 
It can be concluded from the above discussion that it is needed for hotel managers to have a better understanding of the hotel guest cycle in order to create a memorable and seamless guest experience. Moreover, by leveraging technology and best practices, the hotels can focus on optimizing each and every individual stage of this guest cycle and thereby foster loyalty, satisfaction as well and positive reviews of guests. 
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The only place to stay when in London

“What can | say about this hotel? The location is perfect, close to Earl's Court Road and the Earl's Court
tube station. We stayed in a premier plus room which is all located on the 3rd floor. The room was huge
and well-appointed. The staff always greeted us with a smile and helped open doors to the lifts when our
hands were full. If we needed assistance with bookings, they were happy to help as well. The full English
breakfast each morning had many items to choose from and you had a choice of different coffees and
teas to choose from as well. You can pre-pay or book a reservation the night before to ensure you have a
table if you go at a busy time. | suggest paying at each meal so you don't forgo the money you paid
ahead of time if you oversleep like we did one day. Loved having the complimentary upgraded wifi, and
staying in a premier plus room gives, too! We had a corner room (I think it was 311) and | couldn't get over
how large the room was! There was a winged back leather chair and ottoman to sit on as well as a backlit
mirror to put your make-up on. The bathroom was large with a big walk-in shower. A hair dryer, and full-
size ironing board and iron is available in the closet. The bed was so comfortable, too! Premier Inn will be
my go-to hotel when visiting the UK from here on out. We also stayed at a Premier Inn in Torquay when
visiting friends and it was fabulous, too!”

Read less a

Date of stay: October 2023

Trip type: Travelled with family
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