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	Gibbs' Reflective Cycle was developed by Graham Gibbs in the year 1988. These techniques would help the student in understanding the working space and implement the skills learned in the University according to the situational demands. This Reflective Cycle has been divided into six major sections that include an action plan, an analysis, the conclusion, as well as a proper description of the situation, next would be the evaluation, and identification of feelings experienced (Tewan, 2009). 
The first time I entered the halls of the JW Marriott Grosvenor House London I saw that the hotel was very lavishly furnished and the décor exhibited all the properties of finesse (Marriott, 2023). Many people were entering and exiting the hotel yet no disruption was done to the warm ambience of the hotel. However, I noticed a few setbacks in the skills that I exhibited as an intern in the front office that is responsible for attending to the guests of the hotel such as a lack of adequate knowledge of foreign languages while attending to tourists from other countries (Bardi, 2011). My inefficiency in organisational skills was visible as I found it highly challenging to properly arrange the older files and records. These mishaps also contributed to my lack of stress management skills. 
I was feeling overwhelmed with a mix of feelings like anxiety and happiness as I attended to the guests on my first day as a front office executive at the Marriott Hotel in London. As I lacked foreign language speaking skills while attending guests from other countries I was washed with embarrassment as one of my co-workers helped me attend to those guests. The occurrence of such an incident on my first working day resulted in much loss of my self-confidence. The stress accumulating inside my head consequently contributed in leading to lessening my already lacking Organisation skills as I found myself struggling to arrange the data of the guests and keep it arranged manner (ASET, 2013). 
During my duty in the hotel front office, I was able to evaluate the skill set that has helped me throughout my operation together with the skill set that I need to work upon to enhance my work opportunities in future. My communication skills, problem-solving skills and phone etiquette were at par with the other employees. With the proper practice, these skills could prove very useful. The skills that need considerable attention are my foreign language skills and organisational skills. However, with a little more practice I could improve my stress management skills and computer literacy. 
The experience I gained from my first-day experience of internship at the Marriott Hotel helped me to draw a contrasting comparison of the skills that I lacked as well as the ones that were proven very beneficial in handling the guests (Fanthorne, 2004). I was also able to draw the other various skills that might be necessary in the front office apart from quality customer attending skills such as empathy and interpersonal communication skills. 
In conclusion, from the experience I gained during my first day at the front office, I learned about the different activities that I could have done to avoid the occurrence of continuous mishaps. For instance, instead of getting anxious so easily due to my inability to communicate with foreigners, I should’ve asked my experienced co-worker to help me cope with it. Later, I could've avoided the accident with the organising of data and files by keeping my head cool and stress-free. I also felt that taking a few classes would help me enhance my foreign speaking skills along with computer literacy (Williams, 2020). 
Upon analysing and properly evaluating the various aspects of the lessons that I learned from the experiences that I gained on my first day at work as an intern at JW Marriott Grosvenor House London, I was able to make an action plan that I could implement in future. I would enhance my foreign language skills along with computer literacy by enrolling on the respective courses and practising them adequately (Williams, 2020). With the help of various tutorials and resources I gained from the University of Wales during the skill-enhancing classes and activities, I could enhance my communication skills and problem-solving skills in an attempt to increase my opportunities in my professional career. 
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	Trip Advisor Review Response 150 words +/-10%
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Source: (Tripadvisor, 2023)
Dear Dennis B, 
We are heartily grateful to you for taking some moments out of your valuable time to provide us with your opinion about our faculties after your recent stay at the JW Marriott Grosvenor House. 
We are very appreciative of the warm and kind words that you mentioned concerning the experience you had during your stay in our JW Marriott Grosvenor House. We are also honoured that our team was able to provide you with all the facilities and let you experience a stay that managed to surpass all of the expectations you had regarding us along with our faculties and the services we offered.
Rest assured, your response will be shared with the members of our team. We are also looking forward to meeting and exceeding your anticipations on your next visit as well.
With kind regards,
JW Marriott Grosvenor House
London, United Kingdom.  




	Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10-%

	
                                                                       JW Marriott Grosvenor House London
                                                                       86-90 Park Lane, 
                                                                       London 
                                                                       United Kingdom - W1K 7TN
Subject: Reply to Complaint
Dear Sir Ronald, 

First of all, we thank you for sharing your authentic and helpful feedback with us and apologise that you had to experience such a degrading experience during your stay in our deemed hotel JW Marriott Grosvenor House London, United Kingdom. 
It has been our chief aim to provide incomparable experiences to all of our guests at all times. We are very disheartened upon learning that your stay was not comfortable and failed to meet your expectations about your stay in the five-star hotel (Johnston, 2012). I understand the amount of inconvenience that you had to go through and I also acknowledge that no amount of apology could be enough to compensate you for the bad experience that you went through during your overnight stay in our luxury hotel on the 26th of August. 
We have taken into account the various difficulties that have been experienced by you including the breakfast being served cold as well as the continuous cries that you were compelled to listen to leading to a lack of proper sleeping schedule. The respective departments were notified about the accidental happenings that led to the bad reputation of our luxury hotel that is best known for serving their customers with an optimal experience. Our luxury is among the top luxurious five-star rated hotels that are well-known for maintenance of sanitation and hygiene of the customers during their stay. Thus, after receiving your letter of complaint about the lack of maintenance of proper cleanliness within the rooms has been attended to without any delay (Fallon, 2011). 
We value our customers’ feedback and are always open to constructive criticism that would help us be aware of the shortcomings exhibited by our five-star luxury hotel JW Marriott Grosvenor House London, United Kingdom. These valuable reviews would also help to upgrade and enhance the level of experience that we currently provide to our existing customers as well as the millions of new ones. It would also help upgrade the skills exhibited by our staff. We believe in prioritising the kind of services experienced by our customers and try to enhance them such that they reach the phase of optimisation. The hotel JW Marriott Grosvenor House London also believes in attending to the problems faced by the customers and providing the most appropriate solutions to them (TheCaterer, 2022). 
Lastly, we are delighted to inform you that all the dissatisfactory services that have been mentioned by you were all taken care of in a properly attentive manner. The respective departments were all informed of the mishaps and the respective changes were done by them within the shortest period possible to continue providing optimised services to satisfy the customers coming to stay. Again, we are extremely grateful for making us aware of the shortcomings that were faced by you during your stay. We very much hope that you will visit us again and provide us with another chance to attend such that we can meet the standards of your expectations, unlike the last time. Also please do let us know if any additional queries exist together with comments and concerns. 
Warm Regards, 
JW Marriott Grosvenor House 
London, United Kingdom.





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

	
Element 1 – Pre-Arrival 


	The experience of the JW Marriott Grosvenor House of the guests. It all starts with an inquiry and ends with the satisfaction of the customer. The JW Marriott Grosvenor House is an international organisation that has urban property, rural estate, etc. The guest cycle is divided into four main stages that is pre-arrival of the customers, arrival of the customers, duration of stay and departure of the customer. In these four stages, many essential tasks are related to providing servicing and accounting for guests. The employees that are at the front must be aware of the services that should be provided to the guests and all the activities that should be provided to the guests to satisfy them (Tesone, 2010). Pre-arrival defines the choosing and arrival of the guest to the hotel. The arrival phase gets looked over often. After the booking of the major things like transport, hotels, etc. along with the anticipation of the trip grows people get keener to book extras relevant. At the time the guest arrives at the hotel, the front office staff of the JW Marriott Grosvenor House try to establish a relationship with the guest and they are responsible for clearing all the queries of the guest, especially regarding the room services and details of the packages. The services should be provided in the front office in a manner that the guests will have a good impression and love on their first experience (Hammer, 2016). In this stage, the JW Marriott Grosvenor House of London treated people very well and satisfied them. They also provide information about the second stage and give other details to flex the hotel. They use the latest technologies to maximise their effort. This also helps JW Marriott Grosvenor House to have a good impact on their guest. They have many packages according to different classes of guest and never fails to please their guest from the first stage.

	
Element 2 – Arrival 


	The second stage is the arrival which includes after the arrival of the guest, the first impression should be made when a guest arrives at the hotel and the second impression should be placed in a way that surely wins the heart of the guest. This is also a chance to promote extra services such as providing free spa and F&B. There are many alternate ways like offering mobile keys and online check-in, which allows the guest to skip the reception and head straight towards their rooms (Wood, 2013). The JW Marriott Grosvenor Houses’ guest is currently hoping for a passionate relationship with the guest and is ambitious to look forward to supporting their guest's needs (Corgel, 2011).

	
Element 3 – Duration of stay 


	The third stage is the duration of stay this is how the front office staff represent their hotel and space and this is a very important part of the duration of stay stage. The front office may be responsible for the requests of the guest like some pieces of information, rules and regulations of the hotel and may provide some services to the guest. The front desk is responsible for coordinating their guests. The chief goal of the visible counter is to give service and to encounter or surpass the outlooks of the guests (Hammer, 2016). The front office takes extra care of the guest by quickly responding to the guest and coordinating with the guest. A variety of facilities is provided to the guests like offering telephone, free internet, food supply, etc. The other front office responds according to their guests' budgets and checks the guests' accounts against their credit limit (Vallen, 2014).

	
Element 4 – Departure 


	The last and fourth stage is the departure, providing servicing to the guest according to the guest cycle that has been completed and now the final phase arrives is the departure. At the departure the guest leaves the rooms they occupied and receives the exact statement of their account that is settled, they return the keys to the room. Once the guest leaves the duty of the front office is to update the availability of the rooms and inform the housekeeping department to clean the room. At this stage, the front office of the JW Marriott Grosvenor House collects reviews and their guest experience in the hotel (premiering, 2023). They used to check the rooms and make sure that the guests did not leave anything in the room. The final step to departure from there is that they give a final copy of the account folio of the guest and this was dealt with by the professionals, and this process they did not make their guest wait more than 3 minutes if delayed the staff would give the guest a proper clearance of the delay, they also make sure that all the bills of the guest are clear and backup all the credentials. While preparing the bill they make busy their guest by chatting with them (serve360, 2019). The essay discussed the four cycles of the JW Marriott Grosvenor House engaging with relevant and current literature description and also evaluated the key elements that were required to manage the JW Marriott Grosvenor House guest cycle. This essay has described the four stages of the guest cycle the pre-arrival, arrival, duration of the day and departure.






References 

ASET, (2013), ASET Good Practice Guide for Work based and Placement Learning, ASET, Sheffield
Bardi, J. (2011) Hotel Front Office Management, Wiley, London.
Corgel, JB, Sturman, MC & Verma, R. (2011) The Cornell School of Hotel Administration on Hospitality: Cutting Edge Thinking and Practice, John Wiley & Sons, Incorporated, Hoboken.
Fallon, M. & Rutherford, D. (2011) Hotel Management and Operations, Wiley, London
Fanthorne, C (2004) Work Placements – Survival Guide for Students Macmillan, Basingstoke
Hammer, J. (2016) Revenue superstar! The simple rules of hotel revenue management. Great Britain: Amazon. Solomon, M. (2018). The Heart of Hospitality. New York: SelectBooks, Inc.
Johnston, R Clark, G. Shulver, M. (2012) Service Operations Management, Pearson, London
Marriott, (2023). We are Marriott International. [Online] Available at: https://www.marriott.com/en-gb/marriott/aboutmarriott.mi [Accessed 30 10 2023].
premiering, (2023). Premier Inn Rest Easy. [Online] Available at: https://www.premierinn.com/gb/en/why/force-for-good.html [Accessed 30 10 2023].
serve360, (2019). Today, business plays an increasingly critical role…. [Online] Available at: https://serve360.marriott.com/ [Accessed 30 10 2023].
Tesone, D. (2010) Principles of management for the hospitality industry. London: Routledge.
Tewan, J. (2009) Hotel Front Office: Operations and Management, Oxford Higher Education Press.
 Williams, K, Woolliams, M & Spiro, J. (2020) Reflective writing, Macmillan International, Oxford.
TheCaterer, (2022). AA reveals shortlist for four Hospitality Awards 2022. [Online] Available at: https://www.thecaterer.com/news/aarevealsshortlistforfourhospitalityawards2022 [Accessed 30 10 2023].
Tripadvisor, (2023). JW Marriott Grosvenor House London. [Online] Available at: https://www.tripadvisor.in/Hotel_Review-g186338-d199144-Reviews-JW_Marriott_Grosvenor_House_London-London_England.html#REVIEWS  [Accessed 30 10 2023].
Vallen, G.K. & Vallen, Jerome J. (2014) Check-in check-out: managing hotel operations Ninth edition.; Pearson new international.,
Williams, K, Woolliams, M & Spiro, J. (2020) Reflective writing, Macmillan International, Oxford.
Wood, R. (2013) Key Concepts in Hospitality Management, Sage, London
image3.png
M Ronald Federick,
17 Triniy court,

Swansea
sa124R
September 142023

Subject : Complaint

‘Dear Sir/Madam,

I hope this ltte inds you well.
1.am writing to express my disappointment and dissatisfacion with my recent stay at your hatel.
Unfortunately my esperience overnight on Saturday 26 of Augustin room 205 el fa short o the
standards 1 had expected. | believe it s important tobring these toyour attention.

Firsly 1 was deeply dissatisied it the quality o the breakfast on Sunday morning,the food served.
wrascold and tastless: A et believe s ressonsble to expect warm and appetising mesl tostart
my day and this certanly s not the case. Secondly | was subjected t0a considerable amount of noise
throughout the night e to baby crying in a neighbouring room. The incessant crying made it near
impassible to sleep,  believ it the hotel responsibilty o ensure a peaceful and comfortable

environment for all guests

Lastly s appalled by theclanliness ofroom 205. The bath had visbl srands of hair and the tollt
was unclean As 2 guest,hygiene s of upmost importance to me and it was disheartening o discover
such unbygienic conditions.

1 hope that my feedback will contrbute to the overall improvement of your services and 1 will ook
forward t hearingfrom you soon.

Yours Sincerely,
R Fedenick
M Ronald Federick,
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One of the finest hotels we have stayed at

Met all promises and surpassed all expectations. Doesn't get any better than that.

The Staff was as caring and professional as any we have seen in 60 years of traveling, in over 150
countries, and in many 5-star hotels. They were particularly helpful during @ medical emergency we had.
Everyone we worked with were very responsive and knew exactly what was needed.

Great dining, superb room, excellent Elite Club, all add up to a first class experience.

Read less

Date of stay: October 2023
Trip type: Travelled as a couple

Value
Service

@ Location





