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According to Rutherford et al. (2006), "The student of hospitality management will find the hotel’s front office referred to as the hub, the nerve center, the brain, or some other name suggesting centrality" (p. 121).
This work will be based on the Gibbs model of reflection (Gibbs 1988), which is a structured approach to reflection that includes a six-step process that will be used to identify the critical skills needed to work in a hotel front office. 
The hotel front office serves as the face of the establishment, playing a pivotal role in shaping guests' initial impressions and overall experiences. The significance of critical skills required to work within the hotel front office cannot be overstated, as these skills directly impact customer satisfaction, operational efficiency, and the hotel's reputation. From providing a warm welcome to efficiently handling reservations, the front office staff's proficiency in various skills ensures smooth interactions with guests. It contributes to the seamless functioning of the hotel. 
The essential skills required within the hotel front office, including exceptional customer service, clear communication, problem-solving, organizational abilities, attention to detail, multitasking, adaptability, knowledge of reservation systems, teamwork, and interpersonal skills, collectively contribute to the seamless functioning of the front office. These skills are crucial in providing a positive and welcoming guest experience, maintaining operational efficiency, and fostering positive overall guest perception.                         
   During the placement, I had the opportunity to challenge myself in new situations, test my skills, and acquire new ones. For example, coordinating with the housekeeping team during the room allocation challenge demonstrated effective communication. Timely exchange of information ensured smooth operations and guest satisfaction. I possess and am actively cultivating a crucial attribute—Empathy. This involves comprehending and participating in the emotions of customers. Empathy enables service providers to connect deeply with guests by recognizing their issues and expressing authentic concern. Handling multiple tasks simultaneously is a reality, acknowledging that perfection may not be attainable. I realize the need for improvement in this area, especially during peak hours when managing guest requests, phone calls, and check-ins concurrently becomes demanding for everyone. Maintaining composure in extremely busy periods challenges multitasking limits, emphasizing the importance of developing effective task prioritization strategies. My life experiences, and previous work have equipped me with considerable potential in Organizational and Problem-Solving skills. However, my current growth in a particular position is somewhat impeded by my unfamiliarity with the environment, including room layouts and the range of available hotel services. Despite this, I am unafraid to take responsibility and am willing to seek assistance when needed. I exhibit strong communication skills, effortlessly establishing rapport with colleagues and guests. For me, as a non-native speaker, it is an opportunity to practice the language and get to know the local culture, customs, and traditions.
During my placement in the hotel front office, I concluded that both hard and soft skills hold equal significance in this role. This position requires hard skills, including linguistic proficiency (with an emphasis on proficiency in multiple languages), proficiency in computer usage, and competence in handling hotel-specific software and online reservation systems (e.g., booking.com). However, soft skills such as effective communication, adaptability, problem-solving capabilities, stress management, open-mindedness, empathy, teamwork, punctuality, loyalty, and a commitment to continuous learning are equally imperative and indispensable for success.
In today's competitive labor market, employers place a premium not only on professional competencies but also on an individual's personal attributes. Therefore, improving your hard skills and promoting personal development is essential.
My Improvement Focus: 
Gain more knowledge and practical experience with the hotel program, online reservation systems, and necessary paperwork.
Enhance conflict resolution skills for handling challenging situations.
Implement effective time management techniques to navigate busy periods more efficiently.
Stay current with hotel policies and local knowledge.
In conclusion, the reflection based on the Gibbs model has provided valuable insights into the critical skills needed to work in a hotel front office. The importance of these skills in shaping guest experiences, ensuring operational efficiency, and maintaining a positive reputation for the hotel has been emphasized. Integrating hard and soft skills is crucial for success in this role, acknowledging the significance of linguistic proficiency, technical competence, and personal attributes like effective communication and adaptability. Through personal experiences during the placement, challenges and successes were navigated, showcasing the practical application of these skills. The commitment to continuous improvement is evident in recognizing areas for enhancement, such as gaining more knowledge in specific areas and refining conflict resolution and time management skills. The reflection also highlights the broader context of personal development, language practice, and cultural understanding, especially as a non-native speaker. The evolving nature of the job market underscores the importance of professional competencies and personal attributes for success. In summary, the reflection has provided a comprehensive understanding of the hotel front office role, the critical skills involved, and the continuous journey of improvement and development within this dynamic and multifaceted environment.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Devonhoteling,
Thank you so much for your delightful feedback! We're thrilled to hear that you had a great stay and that our conference facilities and staff left a positive impression. Our team takes pride in maintaining a clean and welcoming environment, and it's rewarding to know that you experienced that firsthand.
We greatly appreciate your kind words about our reception and waiting staff; they work hard to ensure every guest feels valued. I will share your wonderful feedback with the team; receiving such positive comments is genuinely uplifting. Your recommendation means a lot to us, and we look forward to the opportunity to welcome you back for another exceptional stay.
If there's anything specific that stood out to you or if you have any suggestions for improvement, we'd love to hear more. Safe travels, and we hope to host you again soon!
Warm regards,
Dina Priedulena
 [My Position]
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	Letter of complaint response 500 words +/- 10-%

	
Dear Mr. Federick,

   I trust this letter finds you well, and I would like to express our sincere apologies for the disappointing experience you had during your recent stay at our hotel. We appreciate your feedback as it provides valuable insights to improve our services and ensure a better experience for all our guests.
I am deeply sorry to learn about the various issues you encountered during your stay, and I want to assure you that we take your concerns seriously. Your comfort and satisfaction are our top priorities, and we are committed to addressing the issues you raised.
Regarding the quality of the breakfast, I apologize for the negative experience you had. We understand the importance of starting the day with a delicious and satisfying meal, and regrettably, we fell short of your expectations. I have shared your feedback with our Food and beverage team to investigate and take corrective measures to enhance the quality of our breakfast service.
I also sincerely apologize for the disturbance caused by the baby crying in a neighboring room. We understand the importance of a peaceful environment for our guests, and I assure you that we are taking steps to prevent such occurrences in the future. We are reviewing our room allocation procedures to minimize disturbances and provide a more comfortable atmosphere for all our guests.
Furthermore, I am genuinely sorry for the cleanliness issues you encountered in room 205. Maintaining a high standard of hygiene is paramount, and it is disappointing that we did not meet this expectation during your stay. I have discussed this matter with our housekeeping team, and we are implementing additional training and inspections to ensure that our rooms meet the highest cleanliness standards.
Your feedback is invaluable to us and catalyzes positive change. We are grateful for your openness in sharing your concerns, and I want to assure you that we are taking immediate action to address each issue raised. Additionally, we propose a 50% discount on your next accommodation and restaurant services to express our goodwill and compensate you for any inconvenience. This gesture demonstrates our commitment to rectifying past errors and delivering exceptional service during your future stay. Please feel free to contact me directly at [ Contact Information] if you would like to discuss your concerns further or if there is anything else we can do to rectify the situation. We appreciate your patronage, and we hope to have the opportunity to restore your faith in our hotel in the future.
Thank you for bringing these matters to our attention, and we look forward to the possibility of welcoming you back for a much-improved experience.
Yours sincerely,

Dina Priedulena
[My Position]
Holiday Inn Derby - Riverlights
[Contact Information]
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The concept of the hotel guest cycle is employed within the hospitality sector to elucidate the distinct phases that a guest undergoes during their hotel stay. This framework is valuable for hotel management and staff, facilitating their comprehension of the guest's journey and offering guidance on delivering an enjoyable and memorable guest experience. Conventional phases of the hotel guest cycle encompass the following:
· Pre-Arrival: Guests' planning and expectations set the stage.
· Arrival: Initial interactions, check-in, and first impression
· Duration of Stay: The in-room experience, services, and activities.
· Departure: Check-out, feedback, and final impressions.
 Efficiently managing each phase of the guest cycle ensures guest contentment, fosters guest loyalty, and upholds the hotel's reputation. This entails a profound understanding of guest expectations, delivering exceptional service, and the creation of memorable moments throughout the guest's vacation.
The Pre-Arrival stage in the hotel guest cycle is vital for several reasons.
· First Impressions: It shapes the guest's initial perception, impacting overall satisfaction.
· Setting Expectations: It aligns guest expectations with the hotel's offerings through clear communication.
· Efficiency and Convenience: Streamlines processes, enhancing guest convenience.
· Guest Personalization: Allows tailoring services to individual preferences, promoting satisfaction and loyalty.
· Revenue Generation: Offers up-selling opportunities, increasing hotel revenue.
· Operational Efficiency: Helps optimize resource management, improving overall hotel operations.
In this phase, information from loyalty programs can be very well used, such as the IHG® One Rewards loyalty program (https://www.ihg.com/2023), where guests using the services of a given brand not only receive benefits but also provide an opportunity to collect information about the guest's habits and priorities, which allows for the improvement of service quality and better fulfillment of guest preferences.
In summary, the pre-arrival phase is crucial because it shapes the guest's initial perception, helps manage expectations, improves convenience, enables personalization, drives revenue, and improves operational efficiency. "You never get a second chance to make a first impression" is a phrase that describes this stage very well.









	
Element 2 – Arrival 


	
The Arrival stage in the hotel guest cycle is a crucial 'moment of truth' where guests physically encounter the hotel for the first time. It's the opportunity for service providers and arriving guests to meet and create a positive first impression. A smooth and efficient Arrival stage, with all front-office functions and systems working seamlessly, sets the stage for a favorable guest experience (Vallen and Vallen, 2013, p. 230).
The Arrival stage in the hotel guest experience involves several vital elements to ensure a positive and personalized stay. It begins with the Pre-Arrival stage, where guest information is used to personalize the check-in experience. The actual check-in process involves verifying reservations and providing room keys. First impressions are crucial, influenced by the appearance and demeanor of staff, lobby ambiance, and overall hotel presentation. Room inspection ensures cleanliness and proper amenities, followed by room allocation based on guest preferences. Welcome amenities, addressing guest requests, providing critical information, handling payments, and offering an orientation to the hotel layout contribute to a seamless arrival. Safety and security information, luggage assistance, encouragement for exploration, and concierge services further enhance the guest experience.
In the real world, hotels at this stage use practices and innovations such as mobile check-in, personalized greetings, expedited check-in for loyal guests, keyless room access, welcome amenities, clear information provision, luggage assistance, safety measures communication, prompt issue resolution, and concierge services. A comfortable environment, complimentary drinks, and dedicated play areas for children are standard practices to enhance the waiting experience.
During this phase, it is crucial to facilitate effective communication among various departments and team members. This includes, for example, verifying the room's cleanliness and technical condition, confirming any prior guest requests related to the room or dining preferences, ensuring that all relevant information has been appropriately relayed, etc.
In summary, a joyous Arrival stage influences guest satisfaction and the overall experience by creating a welcoming and efficient environment, ensuring room satisfaction, providing clear communication, engaging guests, ensuring safety, resolving issues effectively, and fostering guest loyalty. It sets the tone for the rest of the stay and can leave a lasting positive impression, enhancing the overall experience.







	
Element 3 – Duration of stay 


	The Duration of Stay stage in the hotel guest cycle is central to guest satisfaction, emphasizing service excellence, housekeeping, personalization, recreational and dining services, effective communication, feedback resolution, creating memorable moments, safety, and guest loyalty. These elements collectively contribute to a positive experience and enhance the hotel's reputation. Additionally, hotels are incorporating innovative trends such as smart room technology, sustainability practices, contactless services, health and wellness amenities, diverse dining options, and personalized experiences. These trends aim to meet evolving guest expectations, ensuring comfort, satisfaction, and an improved overall stay.









	
Element 4 – Departure 


	The "Departure" stage shapes a guest's overall perception. It involves streamlining check-out, ensuring billing transparency, expressing gratitude through personalized gestures, collecting feedback, resolving issues promptly, inviting returns with incentives, ensuring a positive final interaction, providing guest assistance during departure, and implementing sustainability practices. 
These strategies collectively contribute to a positive guest experience, encourage loyalty, and leave guests with memorable impressions for potential return visits.
Summarizing the main elements of each stage discussed in the essay, the following vital elements can be highlighted:
Pre-Arrival Stage:
· Create a positive impression through marketing.
· Set clear communication and expectations.
· Streamline reservation processes.
· Utilize guest data for personalization.
· Identify revenue generation opportunities.
Arrival Stage:
· Ensure a smooth check-in process.
· Personalize the welcome using guest information.
· Focus on the appearance and friendliness of staff.
· Confirm room cleanliness and readiness.
· Help with luggage and provide information.
Duration of Stay Stage:
· Deliver high-quality services and experiences.
· Maintain clean and well-equipped rooms.
· Offer enjoyable activities and diverse dining options.
· Provide timely communication about events.
· Actively seek feedback and address concerns.
Departure Stage:
· Streamline the check-out process.
· Ensure clear and transparent billing.
· Express gratitude for the guest's stay.
· Provide opportunities for feedback.
· Assist with luggage and transportation arrangements.
Focusing on these elements enhances the guest experience, leading to satisfaction, positive reviews, and increased loyalty.
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Great stay

“Had a great stay, stayed for 2 nights while using their conference facilities for interviews, all staff were
very friendly and the place and room were always clean would highly recommend especially the
reception staff and waiting staff”
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