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Introduction

Interacting with the front desk people at Delta Hotels by Marriott, Waltham Abbey provided an invaluable opportunity to acquire expertise. The Gibbs Model prioritises key elements of the receptionist profession, such as communication, customer service, and etiquette. Given the rapid speed of the hotel sector, it is imperative to have adaptability, exceptional time management skills, and prioritise the needs of clients. The essential abilities for working at the front desk are customer service, problem-solving, communication, and organising. This paper will analyse these characteristics from both a practical and academic standpoint. The tale unfolds as you overcome the obstacles and acquire knowledge from this transforming experience during your reflective journey.
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Component 1

I acquired practical knowledge of the cleaning division while working as a receptionist at the Delta Hotels by Marriott Waltham Abbey. These factors encompassed the essential requirement of upholding professionalism and proficiently conveying information to guarantee consumer contentment. This reflective notebook uses the Gibbs Model of Reflection to evaluate the tasks and activities accomplished throughout the assignment, as well as the emotional feelings associated with them. Furthermore, the assessment includes an examination of customer service skills, performance appraisals, and ethical quandaries. The application of a reflective framework, such as the Gibbs Model of Reflection, facilitates a deeper examination of concepts (Adeani et al., 2020). The examination of experiences, emotions, and learning outcomes can be conducted in six steps. The model encompasses an overview, ideas, critique, analysis, conclusion, and action plan. It is widely used in several fields, like as health and education, as a tool to help individuals reflect on their experiences in a structured manner.

Description

I supervised a range of jobs from the front station at work. The tasks encompassed overseeing the process of visitor check-ins and check-outs during peak hours and addressing guest inquiries (Tewan 2009). The speech patterns of this kind were essential elements in the overall guest service method. Efficient communication is crucial in the hotel sector as it ensures the satisfaction of customers' every need and preference.
Enhancing the Guest Service Experience.
The front desk duty element, contrast, was involved in direct guest service. Ensuring a great client experience relied on two crucial factors: immediately resolving customer complaints and streamlining the check-in and check-out processes. This is in regard to the several authors who have discussed the influence of the reception desk on individuals' emotions and levels of satisfaction.

Emotions

Throughout the course of the placement, I encountered many emotions, such as feelings of unease and difficulties. However, it was difficult to address visitor queries in a congested setting. However, as I gained more information and skills, I developed the capability to manage such situations. The continuous influx and outflow of humans necessitated a diverse set of skills and rapid cognitive processing.
This encounter emphasised the need of having flexibility and agility in the service sector.


A detailed investigation 

Proficiency in problem-solving, multitasking, and conflict resolution was noted. The front desk needs certain competencies to effectively manage a range of circumstances. Certain elements needed improvement, such as the efficient allocation of time in time-critical scenarios. This supports the idea that evaluating oneself critically is an essential part of human growth and development.

Effects on the Understanding of Customer Service
My professional experience (Similidou et al., 2020) has enhanced my comprehension of the front desk's responsibility in guaranteeing client satisfaction. During my time working in the hotel sector, I constantly delivered exceptional customer service to both clients and co-workers. It became clear that guaranteeing the comfort and productivity of visitors was a crucial aspect in preserving their contentment.

A Critical Examination of Culture and Ethics
An illumination of ethical and societal concerns transpired in the professional environment, which bestowed enlightenment onto me. The complex situation and the need to take into account individual differences necessitated the adoption of a more comprehensive strategy. I overcame these challenges by applying ethical values, fostering inclusivity, and creating an environment where individuals were valued and seen as relevant.





Conclusion
Finally, Delta Hotels by Marriott Waltham Abbey has started operating in April 2015. The statement emphasised the need of following legislation, maintaining efficient communication lines, and displaying flexibility in the service industry. It has fundamentally transformed my perspective on customer service and its role in ensuring visitors have an exceptional experience.








Action Plan
I am keen on obtaining knowledge and honing skills pertaining to front desk operations, particularly in the realm of effectively managing time during peak periods. Individuals who participate in seminars and lectures focused on cultural sensitivity will make progress in their professional endeavours. Furthermore, the input and comments from visitors and colleagues will aid us in making necessary modifications in the future.
This reflective notebook is as a documentation of the information and growth that I obtained throughout my work placement. It will facilitate my acquisition of a secure and pleasurable employment in the hotel sector.
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	Trip Advisor Review Response 150 words +/-10%

	In relation to [Adam],
We are grateful for your positive evaluation of your experience at the Delta Hotels by Marriott Waltham Abbey! We are delighted to learn that your experience staying with us was enjoyable, and that the diligent efforts of our team contributed to this positive outcome. We are pleased that you have acknowledged our dedication to delivering exceptional service.
We are pleased to learn that the entire experience, services, and cleanliness met your expectations. We strive to create a pleasant atmosphere, and your input enables us to consistently deliver exceptional service to all our guests.
I anticipate your presence at the Delta Hotels by Marriott Waltham Abbey at the designated occasion. If you possess any specific prerequisites for your forthcoming visit, kindly inform us and we will make every effort to accommodate them.
We express our gratitude once more for selecting Delta Hotels by Marriott Waltham Abbey as your choice. We kindly want you to share your suggestions with us.


Thank you very much,

Iulia 

Receptionist
Delta Hotels by Marriott Waltham Abbey
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	Screen shot of referenced Trip Advisor review used:

	

	

	

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

	
                                                                                                Iulia,

                                                            Delta Hotels Waltham Abbey

                                                               Old Shire Lane Waltham Abbey, 
                                                                       United Kingdom EN9 3LX


                                                                                                                 January 22nd ,2024




Resolving Issues Regarding Your Recent Visit

Dear Mrs. Anne JACOB,

I really regret the inconveniences you had during your recent visit to Delta Hotels by Marriott Waltham Abbey.

Firstly, I would want to address the hygiene concerns you had in room 330. I want to emphasise that this is not our usual practice. We have swiftly responded by doing a comprehensive inspection of the room and providing further training to our housekeeping staff. Rest assured; appropriate measures have been implemented to ensure the recurrence of such errors is avoided in the future (Vallen & Vallen, 2014).

I really comprehend the inconvenience that a capricious Wi-Fi connection may have caused, and I offer my sincere apologies if it disrupted your work schedule. Today, we are upgrading our Wi-Fi network to enhance the speed and dependability of our access. To effectively respond to your input, we will expedite this procedure to enhance the overall satisfaction of our guests.

With regards to the loud disturbances, I apologise for the inconvenience caused. We are currently updating our internal norms and regulations to guarantee the provision of a tranquil and calm atmosphere for our guests. In addition, there will be an enhancement in staff training on the fast handling of noise complaints to prevent any future reoccurrence (Turner, 2020).

I apologise for the dissatisfaction you experienced with our customer service. Rest assured; this is not indicative of our typical level of service. We are providing further training to our team with the aim of enhancing their responsiveness and helpfulness in addressing client requests and inquiries. Due to your experience, we have implemented new customer support protocols.

To express our appreciation for the difficulties you experienced, we would like to provide to you a complimentary two-night accommodation at Delta Hotels by Marriott Waltham Abbey. This is our formal apology and commitment to regain your trust.
If you have any more inquiries or would want to discuss the details of your complimentary accommodation, please feel free to call me at 033332119204.

We sincerely apologise for the problems you had during your stay and would really appreciate your return so that we may provide you with the exceptional service that Delta Hotels by Marriott Waltham Abbey is renowned for.


Warm regards,
Iulia.
 
Receptionist
Delta Hotels by Marriott Waltham Abbey

















































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

	
Key Skill 1 – Customer Service Skills  


	
Proficiency in customer service is essential in the hotel industry to guarantee visitor satisfaction and efficient front desk operations (Fallon and Rutherford, 2011). Whitbread is committed to provide excellent customer service while providing affordable, top-notch travel options. This encompasses developing a deep understanding of the individual, promptly resolving any challenges that arise, and providing an exceptional overall encounter.
The paper "A Literature Review" highlights comprehension, responsiveness, and personalisation as three important elements of exceptional hotel customer service (Anon, 2022). The front desk workers should exhibit amiable demeanour, demonstrate proficiency in their tasks, and have a willingness to assist with any issues or inquiries. Customised engagements, prompt responsiveness to visitor requirements, and compassion are some of the key elements that might contribute to the formation of an exceptional and unforgettable tourism experience. Ultimately, the hotel necessitates these customer service abilities in order to generate revenue, maintain clientele, and establish a stellar image.






	
Key Skill 2 – Communication Skills 


	

Efficient communication is crucial in the hospitality industry, namely at the front desk of a hotel. The Q&A section of Whitbread's ESG Report features a discussion between the CEO and Head of Sustainability about the Force for Good initiative. This section pertains to the topic of communication. The importance of transparent communication in disseminating green initiatives, achievements, and objectives to both internal and external stakeholders cannot be overstated.
Effective communication is thought to contribute to visitor satisfaction and promote a pleasant work environment. The front desk staff should possess the capability to address any inquiries that tourists may have and provide them with comprehensive information on the hotel's facilities. Efficient communication enables your visitors to feel well-informed and valued, so enhancing their overall experience.
An examination of the Hotel Owner Top 10 exemplifies the significance of effective communication within hotel enterprises. Given its status as the largest hotel chain, Premier Inn may necessitate superior communication tools to uphold its position of leadership and effectively oversee its whole workforce. Nevertheless, according to Sandlin (2023), the efficient communication of large hotels such as Radisson Blu might lead to improved performance and increased customer satisfaction. Proficiency in public speaking plays a crucial role in determining the success and competitive edge of a hotel.






	
Key Skill 3 – Organisational Skills 


	

Efficient time management is crucial while handling many tasks at the front desk of a hotel (Corgel et al., 2011). Whitbread's ESG Report demonstrates the importance of organisational proficiency in managing various reports and achieving the Sustainable Development Goals (SDGs). This highlights the need of organising and presenting data in a logical way that aligns with efforts to promote sustainability.
Organisational abilities encompass the ability to handle several tasks simultaneously, arrange and coordinate activities, and effectively manage time. Front desk professionals must enhance their organisational abilities to efficiently handle tasks such as processing orders, managing checks, and executing various office chores. An organised strategy ensures efficient operations and improves client satisfaction.
Hence, it is rational to examine the sustainability and social impact goals of Marriott International (CSR-Marriott, 2019). Marriott aims to achieve sustainability certifications, engage in ethical buying practices, and minimise its environmental effect. In order to accomplish these goals, the applicant must have exceptional organisational abilities to implement plans and supervise the growth of a global network of hotels. Ultimately, the hotel sector is largely dependent on the ability to engage in efficient planning, as this ensures the achievement of environmental goals, smooth operations, and effective hotel management.






	
Key Skill 4 – Problem Solving Skills 


	

During the Q&A session, Whitbread's Head of Sustainability discusses the carbon aims and the fundamental aspect of the biodiversity strategy, highlighting the significance of these competencies. These instances emphasise the necessity for innovative approaches to tackling environmental issues (Bardi, J., 2011).
Hilton exemplifies exceptional ESG achievement. The firm engages in eco-friendly practices such as utilising the Digital Key sharing tool to reduce plastic waste, providing support to local communities through the Team Member Assistance Fund, and making a commitment to reduce emissions. These programmes require proficient problem-solving abilities to identify, evaluate, and execute lasting solutions.
Hilton's Travel with Purpose initiative is an exemplary demonstration of problem-solving (Travel with Purpose | Hilton ESG, 2023). Hilton takes a comprehensive approach to resolving issues by collaborating with partners, negotiating suitable prices for eco-friendly services, and implementing efforts in several areas, such as food and beverage sales optimisation.
Problem-solving skills are essential for anyone working in the hospitality industry. This holds particular significance when it comes to corporate responsibility and the long-term viability of businesses. Whitbread and Hilton's case studies in the dynamic realm of ESG and hospitality demonstrate how innovative problem-solving approaches may provide fresh insights.
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