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Introduction 
The journey of working in the front office of a hotel or restaurant is an essential chance to be successful in the tourism and hospitality management sector. Because there is a need for skilful and knowledgeable staff to work in this sector (Bardi, 2011). Working in the front office of Hampton by Hilton Hotel is a challenging job opportunity because it is a reputed hotel that needs to provide effective services to the customers which needs a lot of skills and experience that has been discussed by Gibb’s Reflective Model. 
Description: Working in the front office of Hampton by Hilton requires a lot of knowledge and experience in managing customers. Some have been identified as essential skills related to the international hotel management industry. 
Communication skills: For increasing customer engagement, communication skills work as an asset that helps to improve understanding among the guests and staff. Good communication skills assist in drawing customers in a good deal. Only through communication skills usage, customers can come to know about the main themes and the issues regarding the particular company that help the customers to make their purchasing decision to a great extent indeed. 
Time management: There needs to be a lot of work in the front office of the hotel and restaurant management sector (Hammer, 2016). This is why there needs to focus on time management skills for completing the tasks in time. 
Problem-solving: There may be a lot of problems that need to be handled wisely in the front office of a hotel and restaurant where problem-solving skills help to manage various issues. 
Multitasking skills: For working in front of a hotel and restaurant, the staff needs to be very skilful and knowledgeable because they need to do a lot of work to maintain customers according to the goals and objectives of the organisation. Staffs need to do respond to all the possible requirements as soon as possible otherwise guests may be felt bored, and they may leave the hotel that can cause great amount business loss. Staffs must have the ability to read the customers’ mind and based on that they must show their clear response time to time. 
Customer services: The customer needs to face the front office of the hotel which needs to show exclusive customer services according to the customer’s needs and wants which can be started in the front office of Hampton by Hilton. Customers’ requirements must be noted & recorded as that they can be served on time based on their sought demands. 
Feelings
I have mixed experience working in the front office of Hampton by Hilton. While working in the hotel, I have improved those skills by providing exclusive services to the customers following their needs and demands (Tesone, 2010). This is why there needs to be improved experience satisfaction of successful guest management issues for making memorable trips for the customers. Working in the front office in the hotel and restaurant management sector is challenging work because they may have to do the work with a very experienced person. I have tried learning and till now I believe that there is no limit of learning. I always try to learn from seniors and by experiencing through new environments. I always welcome all sorts of feedback derived from the customers regarding my services that help me to do better performance. 
Evaluation 
I have improved my knowledge and experience while working in the front office of Hampton by Hilton (Tewan, 2009). During this time, I have improved my communication skills to ensure accurate customer service with guest management. I have learned about responding professionally to improve my management knowledge while working in the restaurant. 
Analysis 
For improvement of skills such as communication skills, problem-solving skills, multitasking skills, etc. that are connected with theoretical principles of hospitality and customer services. There are essential steps for becoming an expert in the hospitality and guest management sector in a hotel like Hampton by Hilton and I have gathered that knowledge (Hayes et al. 2017). On the other hand, I have to take some action plan for providing extraordinary services to the customers that cannot be given by the hotel. 
Conclusion 
Hospitality and customer service depend on providing priority to the customers according to their needs and wants. And there needs to be essential customer services in the front office of an hotel like Hampton by Hilton which is taking care of customer demands and the organisation growing day by day. 
Action plan 
Improving knowledge and experience is a long process that cannot be stopped. On the other hand, organisations focus on knowledgeable and skilful staff in the tourism and hospitality management sector. This is why I have to improve my multitasking and customer service skills to become an expert in guest management which helps to organisational reputation. 
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	Trip Advisor Review Response 150 words +/-10%

Dear John 
Thank you for sharing your positive experience in Hampton by Hilton Hotel on Trip Advisor. We are very pleased to hear that you had a wonderful stay with us. It is According to feedback about Trip Advisor, we have heard about your memorable and enjoyable time that you spent with us. As a vital guest of our hotel, we are very happy with those customers who provide feedback and help us to maintain service following the customer’s needs and wants (ASET, 2013). We are happy to know that we can maintain service according to the customer’s needs and wants like you. It will also work as an asset for us for maintaining the quality of services and improving the chance to be successful in this sector.
Thank you for choosing our hotel as a destination and sharing your experience with our services.
Best regards
Ayesha Siddiqua
Hampton by Hilton






	

	Letter of complaint response 500 words +/- 1-%

Word Count: 500

	
Dear Mr., Federick, 
Hope you are well. I am writing you on behalf of Hampton by Hilton Hotel to respond to your complaint about our hotel. You have told us about your negative experience in our hotel during your recent stay. Recently you have stayed with us choosing an effective destination (Fallon, et al. 2011). But we are sorry to hear that the services we provided was not satisfactory. A bad service is never expected from any customer.
We deeply regret of our services not being maintained according to the customer expectations. Your feedback is very valuable to us for taking action on the areas that we need to improve according to the customer’s demand (Fanthorne, 2004). The service quality can be changed following the customer’s needs and wants. For making an effective environment for the customers, there needs to focus on the feedback that you have given. We care about all our guests' responses, and we will take all the necessary actions to improve all the areas where needed.
Maintaining an effective environment in a hotel is very tough because there may be a lot of people from different places and cultures with children. The children can make disturbances in the neighbouring room which needs to be reduced to make a positive environment for hotel management. In this way, we can maintain a peaceful and comfortable environment for our guests (Johnston et al. 2012). We apologise for this situation you experienced and for being unable to handle it. We will try to develop our rooms more noise reducing, and we will also try to develop our family rooms standard according to children’s need that during their stay they find it enjoyable. 
We apologise for the food quality of the breakfast that you received. They may be served cold and tasteless which is not expected. We understand about the satisfaction of meals, and we want to improve this sector according to the customer’s needs. We will focus on improving meals according to the customer’s expectations and needs where there may be a lot of people from various cultures. We will make sure all the foods are served properly.
There needs improved focus on cleanliness in all the rooms. We have a lot of rooms and staffs for cleaning. It needs to be checked on daily basis that the room is clean and properly decorated. it is important to make the decorations according to the customer’s demand (Wood, 2013). We will focus on your feedback and take essential steps for making a clean environment according to the customer’s demand.
Once again, we apologise for our service and hotel environment for making you dissatisfied.Thank you for your kind information and helping us in improving the environment and making a comfortable place for customers according to their expectation.  We are committed that we will take actions immediately and provide essential service according to your valuable feedback. Our aim is to serve you the best possible things. 
Best regards,
Ayesha Siddiqua
Hampton by Hilton
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Managing the hotel guest cycle includes pre-arrival, arrival, duration of stay, and departure. Managing hotel guests is an essential part of becoming successful in the hotel business according to the organisational goals and achievements (Rutherford et al. 2021). This is why there needs to be effective services to the guest to increase organisational goals. Hampton by Hilton is one of the famous hotels that provides hospitality services to travellers and visitors. The essay discusses managing hotel guests with the cycle for increasing knowledge and experience about hospitality and customer service in the hotel management sector.

The pre-arrival stage is the first stage of the hotel management cycle, and it happens before the arrival of guests. During this time, some functional activities need to be done. For pre-booking guest needs to reserve the hotel using online services (Ivanov et al. 2020). Good communication with the guests about the reservation and booking process by personalised email, messages, and phone calls and transportation, is a part of Hampton by Hilton. There needs a discussion with guests and staff about check-ins, room-facilities, food facilities, transportation for arrival, number of guests, and reception procedure (Vallen et al. 2014). Some personalised functions with the guest such as focusing on the personal expectations and requirements. There needs to be a personal profile of the guest which helps understanding their needs. Different people have different expectations. Hampton by Hilton works on personalised functions of guests during pre-arrival. The hotel records the guest preferences in system and tries to fulfil them with multiple visits, creating exclusive services, and taking care of the guest.

	 

	 
In the arrival, the hotel needs to receive the guests according to expectations and preferences. Firstly, the hotel focuses on an efficient check-in process to ensure guests efficient check-ins with warm welcome. The welcome greetings by the hotel staff can create an initial impression for the guest. It has been said first impression is the last impression (Centin et al. 2016). Hampton by Hilton Hotel receives the guest with a warm welcome.  Secondly, it needs to focus on room upgrading and upselling activities being done carefully for the attraction of guests. During this time, the staff works on introducing additional services or special packages to the guest that has been never discussed before. Because it helps to increase the satisfaction of the guest. It works as a gift for the guest (Fillamonau et al. 2020). Hampton by Hilton Hotel provides complimentary breakfast services to the guests which helps to make the guests happy. Finally, the hotel needs to provide special services to the guests and the staff will introduce the services to the new guest who has no idea about the services. This procedure helps to increase the impression among the guests to receive service for the next time (Reyes-Menedez et al. 2019). During this time, the guest discusses their experiences with others. it works as free promotion.

	 

	 
During the duration of the stay, the organisation needs to do some activities according to the guest's expectations with the hotel’s offerings and local attractions. Firstly, the hotel needs to focus on service quality and personalisation (Bonfanti et al. 2021). Quality of service during a stay at the hotel is paramount. There need to provide services by clean rooms, effective restaurant services, and top-notch services according to guest preferences. Hampton by Hilton provides effective services to guests. Secondly, the hotel needs to focus on on-site amenities and activities that help to engage guests with laundry services, fitness centres, and shopping services to the guests. It helps to make memorable visits for the guest (Chung et al. 2020). Hampton by Hilton focuses on luxurious amenities and activities for making guest attracted. Finally, the hotel needs to focus on guest feedback and issue resolution. During their stay in the hotel, the guest gives feedback about the services, and it can be positive or negative feedback. The hotel needs to take feedback always in a positive way and take essential actions if there is any negative feedback and issue to solve. This is why the hotel needs to take surveys about the feedback of the guests and take action according to negative feedback to improve services following the guest’s expectations and preferences (Rossidis et al. 2021). Every guest has some different expectations which need to be fulfilled according to their demands. Hampton by Hilton focuses on guest feedback and takes essential steps to provide extraordinary services to the customers following the requests and fostering culture.

	  
 

	During departure the hotel needs to do some essential activities which helps to know about the final interaction of the guest with a positive impression and feedback for future improvement (Chan et al. 2021). Firstly, the organisation focuses on express check-out and bill settlement to ensure smooth departure. The guest can settle the bills without visiting the front office and it can be happened by travel agencies. Hampton by Hilton provides essential services to the guests according to requirements while maintaining quality and price to attract customers. This is why the hotel provides essential services during departure by loyalty program, free visiting, free hassle during check-out, etc. Secondly, the organisation provides respect to the guests with farewell and thank you messages (Aureli et al. 2017). If there are some complaints about the services a final farewell can reduce the complaints of the guests. This is why farewell is essential for changing the mood to the positivity (Dogan et al. 2019). Finally, the hotel needs to focus on post-stay engagement and feedback of the guests after departure. It is a vital step for the hotel to improve in the future. This is why the hotel needs to receive online feedback and reviews. By engaging with customers, the organisation can improve in the future by offering effective services and providing news to the customers with messages (Frawley et al. 2019). Feedback and reviews on social media and online platforms are attractive. Hampton by Hilton records feedback and reviews for informing and marketing for future guests.
Managing the hotel guest cycle plays an effective role in becoming successful in the hotel management sector. This is why the hotels focus on pre-arrival, arrival, duration of stay, and departures to ensure effective services by focusing on activities such as the bookings, warm welcoming, personalised performance, service quality, food quality, cleanliness, feedback management, fulfilling expectation, focusing strategies, providing technologies etc. following the guests' preferences and expectations. Hampton by Hilton manages the activities related to organisational development according to the goals and achievements. 
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