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The hotel industry is dedicated to providing hospitality to its customers. According to Nam et al. (2021), providing flawless services is the key role of hotel organisations to keep customers satisfied. Hence it can be said that providing the best services to customers ensures positive feedback from them. Simultaneously, in the case of duties and responsibilities of a front desk employee of a hotel business, it is highly important for the employee to have some special skills to provide the best services to customers. Being a front office executive of a hotel, I must have some skills that can ensure the best service provided to the guests of the hotel to ensure positive responses from them and make them satisfied with their stay.
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Figure 1: The Reflective Model by Gibbs
(Source: Murdock et al. 2019)
The figure shown above indicates the cycle of the reflective model by Gibbs. 
Description: According to Chen (2019), the description of the model indicates the main incident. Hence it can be said that I am a front-office executive of a hotel who is responsible for providing primary services to the guests of the hotel. From the pre-arrival of the guest to the departure of the guest from the hotel I have to stay in touch with the guests.
Feelings: While working as a front desk employee at a hotel, I feel happy to greet the guests of the hotel. However, I faced a little problem in managing the rush of guests at the time of holidays and occasions. Being a new employee I faced problems in responding to the queries of all guests. As stated by Cresserand Anders (2021), managing time is one of the major roles of front desk employees to respond to the queries of all guests. Hence, I think a front desk executive must have the quality to manage time effectively to respond to the queries of all guests.
Evaluation: Working as a front desk executive I tried to meet the requirements of guests to keep them happy with the services. However, in some difficult cases, such as handling angry guests it has created problems for me to manage the situation. As opined by Li et al. (2020), Maintaining patience is important for front desk employees to listen to the requirements of guests carefully to handle difficult situations. Hence, front desk employees must have the skill to listen to the guests to solve their queries.
Analysis: As a front desk executive I faced situations where guests had difficult queries that were tough to solve. However, I have always maintained a positive attitude and tried to solve the queries. As commented by Purba and Surya (2020), always maintaining a positive attitude in front of guests is an important skill of front desk employees to respond to difficult queries of guests. Therefore, I think a front desk executive always needs to maintain a positive attitude in front of guests to deal with them.
Conclusion: Being a front desk executive I always maintain a guest list which is very important to keep track of guest records to maintain the operation. It is important to avoid legal issues and track the guests in future if needed. As per the statement of Stassun et al. (2019), maintaining a guest list is important to keep track of employees to maintain the operation effectively and avoid legal issues in future. Therefore. I believe every front desk employee needs to maintain the guest list to keep track of guests to ensure smooth operation. It can also help to track the guests after their departure if needed.
Action Plan: Being a front desk employee of a hotel, I have gathered several experience that has helped me to make my action plan for further operations. Therefore, I will always maintain friendly behaviour with the guests to maintain a healthy relationship with them. On the other hand, I will focus on getting feedback from their end to improve the operation. As opined by Lee and Lee (2020), getting customer feedback is helpful in improving organisational performance and making future plans for the business. Hence, I think every front employee needs to focus on asking for feedback from the guests to understand their feelings for the hotel. It can also help in understanding the flaws and requirements for improvements. Front desk employees can ask for feedback from the guests at the time of their departure to understand their overall experience of the hotel.
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	Trip Advisor Review Response 150 words +/-10%

	

Thank you sir Edward C for your valuable feedback on our services. 
We hope you have enjoyed your stay at our hotel. We are glad to meet your expectations and provide you with the best services. We always look forward to providing extraordinary experiences to our guests during their stays. We feel happy to know that our staffs have served you their best to meet all your requirements. It is really overwhelming to know that you have liked the food in our restaurant. 
Our chefs are well-trained and look forward to serving the delicacy to our guests and we always focus on providing you with variety of foods. We also feel happy to know that GABOR has made you thee drink that you have loved a lot. 
However, we are really sorry to know that you have faced an issue regarding the absence of conditioner in the hotel shower. We appreciate your feedback and assure you that we will take it as a serious note and we make sure that you will not face the same on your next stay and will put conditioner in your shower on your next stay. Looking forward to hosting you again. Thank You.












































	Screen shot of referenced Trip Advisor review used:
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Figure 2: Customer review for Novotel
(Source: Trip Advisor, 2023)

	

	

	

	



Letter of complaint response500 words +/- 1-%

	

Mr Ronald Federick,
17 Trinity Court,
Swansea
SA1 2AR
18 October 2023
Subject: Apology for the bad experience

Dear Sir/Madam
We apologise for the bad experience you had during your stay at our hotel. We are really sorry to hear from you that you have experienced these issues during your stay. We at The Caledonian, always try to provide our best services to our guests as providing the best service to our guests and ensuring their satisfaction is our main priority. However, during the extreme rush of guests in the hotel we might fail to deliver our best once in a way. We beg your apology for that. 
Coming to the issues you have faced, you mentioned that are dissatisfied with the warmness and taste of the food. We beg apology for this. During your stay, there was a huge rush of customers in the hotel that created obstacles for our chefs to deliver the best to our guests. However, we would like to tell you that such an issue doesn’t happen in our services quite often. Therefore we make sure that we will investigate food-related issues and resolve them as soon as possible.
The next issue you raised was that you faced noise-related issues throughout the night as your neighbourly guest’s child was crying throughout the night. We beg your apology once again that you have faced the issue. As we mentioned earlier there was a huge rush in the hotel when you visited us. Due to this reason, many families were there in the hotel which might created noise issues for you. We are really sorry about that. In this context, we assure you that we will keep this in mind and focus on installing a noise-cancellation system in our rooms. It will ensure that you will not face the same issues and have a comfortable experience in your next stay with us
Meanwhile, you have also mentioned that you faced issues regarding the cleanliness of room no. 205 and the bath and toilet. We apologise for this bad experience you had. We assure you that our management team will strictly investigate the root of the issue and take the necessary steps. On the other hand, we will be focused on ensuring the cleanliness of our rooms to maintain hygiene so that you do not face the same issue on your next stay with us. However, we would like to recommend you kindly raise the issues at the time you face on your next stay which will help us to solve the issues in real-time and provide you flawless experience. 
Once again we are extremely sorry for your dissatisfaction with our services and we apologise for your bad experience in our hotel. We assure you that we will focus on solving the issues as soon as possible and look forward to hosting you again by meeting your expectations.


















































Component Three:
Contribution to Overall Module Assessment: 50%(1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	The role of a front desk executive in managing the guests is important to ensure a flawless stay for the guests and maintain a great satisfactory experience for them. In order to maintain the services, a front desk employee goes through four stages of the cycle of guests’ stay at the hotel.
Element 1 – Pre-Arrival
Pre-arrival stage of a guest is the time before the guests come to the hotel for check-in. In this stage, front desk employees have to maintain a few responsibilities to welcome the guests to the hotel. According to Lei and Jasin (2020), the front-desk employees need to maintain the reservation of guests to ensure a hassle-free experience for the guests during their arrival. Hence I think, front desk employees of hotels need to track the bookings of guests and allocate them rooms accordingly to provide them th keys st arrival without delays. Meanwhile, checking the availability of rooms before confirming the order is also a very important job to avoid room allocation-related issues. On the other hand, as stated by Ismatullayevich and Ilxomovna (2022), the collection of guest information to important to providing customer preferred services to guests. Therefore, I believe, front desk employees need to collect customer-related data, such as customer ID proof, preferred rooms and services of customers' special requests and more carefully to avoid disruptions in welcoming the guests. On another note, as commented by Fiori and Foroni,(2019), maintaining communication with guests before their arrival is important to confirm their arrival and allocate rooms for them. Hence I think, front desk employees need to communicate with guests over call or emails to confirm their arrival in the hotel. It can be helpful to ensure their time of arrival and manage the rooms as per their requirements.







	
Element 2 – Arrival 


	
The arrival stage is the time when the guests enter the hotel and follow the formalities for check-in. In this stage, front desk employees are dedicated to welcoming the guests and completing the procedures for their check-in to the hotel. As opined by Badaruddin and Masunah (2019), welcoming guests with a warm greeting is the primary responsibility of a front desk employee during the arrival of guests. Hence, I think the front desk employees need to greet the guests at the time of their arrival and welcome them to the hotel. It helps to create a positive impact on the guests of the hotel. Meanwhile, as stated by Shields-Lysiak et al. (2020), completing the documentation of guests is important before allowing the rooms to the guests. Therefore, I believe that the front desk employees need to complete all the necessary documentation, such as ID checking and more to ensure a flawless stay of the guests in the hotel. On another note, as mentioned by Zhu et al. (2019), allocating the rooms to the guests is one of the major duties of front desk employees. Hence I think front desk employees of hotels need to allocate the rooms to the guest after completing the documentation based on their preference in booking. Meanwhile, as opined by Sutjarittham et al. (2019), making guests aware of the available services of the hotel is the responsibility of the front desk employees to help the guests avail all those services. Hence I can say that front desk employees of a hotel need to tell them about the available hotel services to the guests after allocating the rooms to ensure they can avail all those services







	
Element 3 –Duration of stay 


	Duration of stay is the time period between the check-in and check-out of the guest. In this time frame, front desk employees need to maintain communication with the guests to know about their requirements. As per the opinion of Stiennon et al. (2020), seeking continuous feedback from guests is one of the major roles of a front desk employee. Hence I think the front desk employees need to communicate with the guests frequently and seek their feedback and requirements to provide them good services. Meanwhile, as commented by Seguin et al. (2019), ensuring room maintenance during the stay of guests in a hotel is important to maintain hygiene. Hence I believe, that front desk employees of a hotel need to focus on room maintenance of guests in a scheduled time to maintain hygiene in the room and provide the guests a healthy experience during their stay in the hotel. On the other hand, as per the statement of Mollentze and Streicker (2020), responding to the special requests of guests is one of the important responsibilities of front desk employees to keep the guests satisfied with the services of the hotel. Therefore I think, the front desk employees of a hotel need to positively respond to the special requests of the guests, such as birthday celebrations, anniversary celebrations, parties and more during their stay at the hotel to make them feel satisfied with the services of the hotel.









	
Element 4 –Departure 


	Departure is the time when the guests check out and leave the hotel. In this stage, front desk employees of a hotel are focused on doing further documentation of the guests and getting final feedback on their experience. As opined by Khanal and Gaulee (2019), completing the check-out procedures of guests is important for a front desk employee to confirm the leave of the guests from the hotel. Hence I can say that, front desk employees of a hotel need to complete the check-out procedures of the guests to confirm their from the hotel. On the other hand, as commented by Iwata et al. (2019), seeking the final feedback from guests plays an important role in understanding the overall experience of the guests during their stay in the hotel. Hence I believe that the front desk employees of a hotel need to ask for the final feedback from the guests to ensure their overall experience in the hotel. It will help the hotel management to improve their service in future. On the other hand, after getting the final feedback, the front desk employee needs to assure the guests that the hotel will work on its improvement accordingly to ensure further stay of the guests in the hotel.
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Novotel is great!

The staff are always incredibly friendly and helpful, the wifi is fast, and the room
cleaning is very nice as well. Also, the only hotel with a pull-up bar in the gym! The
steam room and the pool are also very usefull And being in the city centre,
there's lots of GREAT food options around of you don't eat at the restaurant! But
if you do look for Gabor! He is very friendly and makes a great drink!

My only complaint is the hotel showers do t come with conditioner. Only shampoo
and body soap.




