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	Reflection using the Gibbs Model
Description
I am a part of handling the front office work management system of a hotel organisation. In this case, my job was to handle all the people visiting the hotel with a better consumer experience. Guest management is one of the most important factors in the hospitality and hotel industry (Zarezadeh et al., 2022). Concerning that, my major concern was to gather effective key skills for the work to manage the job effectively and more efficiently. The skills include excellent communication skills, good telephone manners, customer service skills, a high standard of personal presentation skills and more. Concerning that the entire management system can be better within a conscious period and handled in an easy approach. 
Feelings  
I was very excited to use my skills in front of all the key customers to handle a number of visitors in an efficient manner. After realising the workload or all the responsibilities to handle all the customers I feel a little bit of stress along with getting quite frustrated to accomplish all the tasks in an adequate manner. In this case, using communication skills and self-representation makes it quite difficult to meet the organisational goal in an adequate manner (Brame, 2023). However, following the guidelines provided by the senior makes the entire process quite easy for me and they also motivate me to do the front office work strategically and more efficiently. 
Evaluation 
The good thing that was going on at the workplace was I had a partner to handle all the people by using effective and appropriate skills. In this case, I tried to perform efficiently and handle the queries of each customer in an adequate manner. Meeting consumer queries adequately and professionally is one of the most important factors that helps to improve organisational behaviour (Bohórquez et al., 2021). The bad thing was that my partner was facing difficulties communicating appropriately with the customers who were asking a lot of things about our service system. In that situation, our senior manager tried to guide us on the appropriate way to contribute the best effort in difficult situations in customer handling. Therefore, we both find effective ways to enhance our professional ability to contribute to improving organisational behaviour. 
Analysis 
I was trying to support my partner and handle the situation to avoid any kind of potential issues to provide a better customer experience. In this case, that brought me the opportunity to enhance my skills in the Hospitality and Hotel management industry and to be more efficient in managing each and every situation in customer handling activities. On the other hand, I was trying to do further jobs including distributing room keys, verifying the reservation and registering guests in a quick manner. In this case, I thought that this approach might save time and create a good impression on the guests. As per the statement of Diem et al., (2021), the time management system in a hotel management system brings opportunities to achieve success earlier and maintain market competition. However, often I made a few mistakes in this quick process which included gathering important documents for visitors and more. Consequently, I felt guilty at this point and tried to develop my skills to avoid such kinds of mistakes in the future. In this concern, developing the potentiality and becoming more concentrated on job skills are the major concerns that may help me to improve my professionalism at the workplace. Moreover, I think that being more aware at the workplace is truly essential to bring effective outcomes at the workplace by making effective decisions for further improvement.  
Conclusion
Overall experience taught me the key skills that need to be used in the case of improving the work culture in the Hotel and Hospitality industry. In this case, I have experienced that understanding all the requirements of key customers is the most important factor that needs to be considered. Moreover, being more concerned about the self-representation of information of all customers in a professional creates a positive impression and it also improves organisational behaviour. In this case, customer service theories and models play a great role in guiding the appropriate way to attract more customers and keep them with the business. Once I focus on all the key details of the customer survival model it will be appropriate for me in the skill development process. 
Action plan
Considering all the good and bad experiences at the workplace I will be more concerned about doing my job in a more professional and efficient manner next time. In this case, improving empathy, multitasking and attention to detail skills will be important skills for improving the skills development system in the future. I will improve my communication approach, recognise the feedback of guest and make them happier by getting their service. Challenging myself with different experiences will ensure others that will get positive outcomes from my side the next time.
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	Trip Advisor Review Response

	
In response to the positive feedback from your side, we are happy to provide you with the best possible services from our side. I hope you are pleased with the overall ambience of the hotel as you mentioned about the rooms and food services of the hotel. We are glad that you have wished to visit us again and this positive feedback encourages us to better for all of our happy guests. I assure you that you will get more enhancement in the quality and services from our staff next time and it will make the journey more memorable.  We are on a mission to extend our service quality to a more standard form and provide more amount of comfort to our guests. The ambience of the hotel will be more green and I hope in the next visit, you will enjoy the touch of nature in our hotel. Have a great day and we will wait for your next visit.  


























	Screenshot of referenced Trip Advisor review used:
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Figure 1: Positive response from guest
(Source: TripAdvisor, 2023)

	

	

	

	Letter of complaint response

	
Respected Sir, 
I have received the feedback letter that you sent describing your unsatisfactory feelings and experiences at our hotel. I express my deep sorry for hearing about your dissatisfaction and disappointment fact in your visit to our hotel. It's our fault that we failed to please you on your visit to the hotel. I have taken note of your feedback on the breakfast quality as you mentioned. We are sorry that the quality of breakfast was not up to the mark on that morning along with its tasteless appearance. I assure you that on your next visit, the quality and taste of the meals will be better. I will deeply look at the training process of the employees related to the breakfast and extra attention will be provided to the cooking skills to improve. We will have a closer look at the process of improving the quality of meals. I know the first meal of the day is vital and we are in a talk to the managing department on improving the quality of ingredients and overall food processing to make it better for guests. 
In the next context, your valuable feedback on the room environment is noted. You felt dissatisfied from the distraction of the noise of the neighbour's room. I apologise that we fell short of providing a peaceful environment for you to live in a comfort zone. The amount of noise has made you feel uncomfortable and disturbed your sleep. I have checked the quality of the walls and windows in the respective room that you stayed in during your visit to our hotel. In response to your dissatisfaction, I will contact the floor designer to solve the issue related to the room coordination. We will upgrade the design and quality of the noise reduction system on occasion to cut the extra noise from outside. It is completely our responsibility to make the environment of the hotel peaceful and quiet. I observed that the room no. 205 that was provided to has a thin layer of partition in between the rooms. I ensure that pay a valuable visit to our hotel next time, we will provide you with a better and more deluxe room to stay in along with a rebuilt partition of room no. 205. 
In a consequence of your dissatisfaction with the cleanliness of room 205, I have to take note of the matter. There were strands of hair in the toilet and I apologise on this occasion for showing a casual approach to maintenance of hygiene. I will talk to the employees who were in the task of cleanliness on the day and ensure a wide range of improvements to abolish the unhygienic condition. 
The feedback of every guest is valuable and negative feedback provides us the scope to improve the quality of the service and aesthetics. I would like to thank you for the necessary feedback and I assure to make the whole class improvements in time for your next visit. 



Component Three:
Contribution to Overall Module Assessment: 
Writing in essay format
	
Element 1 – Pre-Arrival


	
Hospitality and its management is a salient feature and behaves as an umbrella in managing the guests in hotels. The main aim of the study is to focus on different types of stages that are required in managing guests with the application of the guest cycle.  Guests are crucial for any hotel to run its business as the feedback of guests adds the value and reputation of a hotel in the public market. Hotel guests provide their valuable feedback based on the experiences and treatments they received in the hotel area. Multiple stages are present in the guest cycle hotel staff usually follow these stages to meet the expectations of guests on their visit.  Guest cycle provides a basic range of knowledge to staff and other employees of a hotel to improve the experiences of guests in the respective hotel. It improves the quality of interaction between the guest and hotel staff in a fruitful design. There exist four main stages in the hotel guest cycle to provide the best experiences to the guests. The first stage is named the pre-arrival stage and in this particular stage, an arena's first connection happens between the staff and customers. The hotel market in the country of the UK has a constant base of rising [Refer to Appendix 1]. The pre-arrival stage provides an arena for developing communication with guests directly or by call communication. Various types of information about the respective hotel and details of reservation are exchanged in this process. Managing the pre-arrival stage is important as it showcases the efficiency level of staff in the hotel (Tan and Despotis, 2021). The pre-arrival stage is termed a stage of research as guests perform the research activities on hotel booking. There are about 353 hotels in the UK that follow the aspects of the guest cycle (Sann and Lai, 2020). Aspects of communications get a sort of advancement in the modern world. Robots and the use of AI have been implemented by different numbers of hotels in the UK to fulfil the stage with more enhancement (Lukanova and Ilieva, 2019). It provides an assured amount of gesture to guests and makes a way of attraction to hotels. 

	
Element 2 – Arrival

	Arrival is termed as the second stage of the “hotel guest cycle”. It starts with the series of facilities that hotels offer from the start of receiving guests. The arrival stage is one of the most important parts of the “hotel guest cycle” as it has the performance of welcoming the guests into the hotel [Refer to appendix 2]. It provides a formula for positively attracting the guests. In the stage of arrival, there are key elements that are required to manage the number of guests properly at the time of visit. First impression is the most important element that is required to produce during the welcoming of guests. Different types of hotels have a respective nature of providing the best possible things for guests to offer. Welcoming guests is an appreciating form of management in hospitality (McIntosh and Lynch, 2019). Premium offerings and higher rates of accommodation are vital to make the ambience in a better way. The arrival stage has a perspective of influence in the UK hospitality sector (Adamovich et al., 2021). A definite form of room assignment process is needed to make it habitual for staff in hotels for better management of staff. Exploring the issues is important to solve any problem that can arise in a hotel. London Marriott is a famous hotel organisation in the UK that has responded to several issues faced by guests in hotels (Lu et al., 2020). It builds trust in the minds of guests for the hotel and its attributes. 

	
Element 3 – Duration of stay


	Stay in the third stage of the "hotel guest cycle" is related to the staying of guests in the hotel with hotel facilities involved. There are different types of choices of guests in the hotel locations and expectations from the side of guests. Therefore, the main element in the stage of stay for the "hotel guest model" is to identify the demands and choices of guests from the perspective of options that are available in the hotel. Several guests wish to stay for a long time in a hotel along with multiple facilities of transportation (Lee and Kim, 2021). It helps to analyse the behaviour and knowing of the expectations of guests. In the hotel industry, the behaviour of guests plays an important role in expanding the market of respective hotels (Lu and Tabari, 2019). Various number of premium hotels are available in the UK. Premier Inn is one of the finest hotels in the hospitality and tourism industry of the UK and provides a higher level of focus on customer behaviour (Bas and Sivaprasad, 2022). Therefore, it is required to make a foolproof strategy and to offer the best for guests in the respective nature of the hotel. 


	
Element 4 – Departure 


	
	
[bookmark: _4tdr7a8lyqaj]Departure is the final stage of the "hotel guest cycle" and it serves as the most salient part of the cycle. It improvises the full level of experiences that a guest has received in the period of staying in the hotel for a respective tour. A form of politeness strategy is required to show from the side of the hotel to guests in the stage of departure (Kusumarini et al., 2021). Leaving of guests is considered at this stage and therefore, there is a requirement of proper treatment in this case. A positive form of feedback in the stage of departure helps a hotel to increase the value of a hotel in the market and to increase its generation of profit. Concluding note in this study refers to the required elements in the essence of the "hotel guest cycle" to make a great form of impact. Stages of the cycle are essential to maintain in the fact of increasing the value of hotels in the public market to expand the business. Elements like the proper welcoming of guests, identification of guest behaviour and strategy of politeness are effective in maintaining the process of the guest cycle more healthily. Premium hotels in the UK like Premier Inn and London Marriott has a deep level of focus on improving the “hotel guest cycle” in a better way of representation.
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[bookmark: _979f90uvzmmd]Figure 1: Hotel market rise in the UK
(Source: Statista, 2023)
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Figure 2: Stages of guest cycle
(Source: Stringam et al. 2021)
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A small, no frills hotel. Would definitely stay again.

Great location, very friendly and helpful staff, clean and rather spacious room compared to other hotels
in London of the same standard, clean toilet and shower. We were a family of three in a room with three
single beds with a shared bathroom in the hallway (just outside the door). The area offers some great
food options and we caught trains, tubes, buses and a hop-on-hop off bus just within minutes of walking
from the hotel. This was my fifth time at similar priced hotels in London and so far this is the only one |
would stay at again... and recommend to others (as long as they don't mind simplicity, shared bathroom
and stairs).

Read more v

Date of stay: August 2023




