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The Front Office is an important department of a hotel that comes in contact with the guest and some skills are required to work within the hotel front office. “The Learning Cycle of Kolb” will be used here to evaluate my feelings as well as experience when working at “South Lawn Hotel”. As opined by Watson et al. (2019), “Kolb’s Learning Cycle” comprises four stages such as “concrete learning”, “reflective observation”, “abstract conceptualization”, as well as “active experimentation”. This reflective learning model focuses on the idea that a learner achieves proper learning when passing through all these stages. Each stage of the learning cycle is described below:
“Concrete Experience” (CE): I have worked in the front office at “South Lawn Hotel” and gained various knowledge about hotel services, rules, and responsibilities. I developed real-life experience in working with different operations such as reception, managing the hotel, and taking responsibility for guest management. As opined by Bardi (2011), a front-line officer is responsible for interacting with the customers. As a frontline officer in “The South Lawn Hotel”, I understand the importance of communication, problem-solving, and time management skills. When I was in the hotel, I tried to communicate with the guests to perform better in my job role and to improve my communication skills. Communication is an essential skill for guests handling and managing conflicts. “South Lawn Hotel” is situated near the “New Forest National Park” and the hotel offers the services of laundry facilities, meeting room, and luggage storage capacity (South Lawn Hotel, 2023). The hotel also has conference rooms, room service, and a garden that guests can enjoy. In consideration of this, I managed to build my service capability and communication capacity to handle guests.        
“Reflective Observation” (RO): I had a huge experience while working at this hotel regarding various operations. When I was asked to perform the duty of a receptionist, it was an exciting experience for me as I had never handled guests before. As a receptionist, my task was to note the check-in and check-out timing of the guests, take care of their comfort, and provide them with the best services. Additionally, I was also on the duty of managing guests and for this I understand the importance of problem-solving ability. I realised that different obstacles regarding complaints from guests have come when one is in the post of handling guests and for this, they need to develop their problem-solving ability. According to Araiza-Alba et al. (2021), problem-solving capability in the time of dealing with customers can help a front officer to develop identification, analysis, and issue-resolving skills. Additionally, when I was in the post of the front officer I worked in the finance department. In this context, I developed my understanding of the costs of running the hotel and making a proper budget for it. This post of front officer helped me to develop my financing skills.       
Abstract Conceptualization (AC): When it comes to abstract conceptualisation, I can share my thoughts about the post of front officer at “South Lawn Hotel”. When I was working at the hotel, I developed some skills as well as faced some challenges regarding my post. I faced problems regarding budget allocation, guest management, maintaining open communication, and effective problem-solving capabilities. As an example, Amazon is forced to go on a hiring spree as an impact of the COVID-19 pandemic (New York Times, 2023). In consideration of this, at the beginning of my career at the hotel, I faced difficulties adjusting to the culture of the hotel. However, as time passed I got flexible to the organisational environment. “Behavioural management theory” is an effective theory of management that deals with managing behaviours within the workplace and increases employee well-being and productivity (Williams, 2021). I took help from the principles of this theory to manage my behaviours and to deal with the challenging situation at South Lawn Hotel.         
Active Experimentation (AE): The job post of a front officer at “South Lawn Hotel” was a huge learning experience for me as it helped me to develop my various skills such as guest management skills, communication skills, problem-solving skills, and time management skills. However, I need to develop those skills further for my future work. I will make sure to take online communication courses to enhance these skills. Additionally, I will try to increase my problem-solving ability by performing online tests. Those skills will allow me to become a better frontline officer. It was an active experience for me to work at the hotel as I was responsible for various frontline operations such as receptionist and handling the guests.





References

Component 1
Araiza-Alba, P., Keane, T., Chen, W.S. and Kaufman, J., (2021) ‘Immersive virtual reality as a tool to learn problem-solving skills’, Computers & Education, 164, p.104121. Available at: https://www.sciencedirect.com/science/article/pii/S0360131520303195 
Bardi, J. (2011) Hotel Front Office Management, Wiley, London.
New York Times (2023) Pushed by Pandemic, Amazon Goes on a Hiring Spree Without Equal. Available at: https://www.nytimes.com/2020/11/27/technology/pushed-by-pandemic-amazon-goes-on-a-hiring-spree-without-equal.html (Accessed: 33 October 2023)
South Lawn Hotel, (2023) About South Lawn Hotel. Available at: https://www.southlawnhotel.co.uk/ (Accessed: 31 October 2023)
Watson, M.K., Pelkey, J., Noyes, C. and Rodgers, M.O., (2019) ‘Using Kolb’s learning cycle to improve student sustainability knowledge’, Sustainability, 11(17), p.4602. Available at: https://www.mdpi.com/2071-1050/11/17/4602 
Williams, Z., (2021) ‘Daniel Goleman’s Emotionally Intelligent Contribution to Organizational Theory’, Journal of Management and Innovation, 7(1). Available at: https://jmi.mercy.edu/index.php/JMI/article/view/130 







































Component Two: Assessment of practical task Scenario
Contribution to Overall Module Assessment: 25%
	· Trip Advisor review
A positive response is useful for getting the trust and loyalty of customers through replying to them. The reply of positive feedback helps to gain the customer’s trust online and most importantly online visibility (Podium, 2023). The reply of feedback from customers helps create the market population of the organisation.  
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Figure 1: Positive feedback for South Lawn Hotel
(Source: Tripadvisor, 2023)
Positive feedback is observed from a customer who stayed in the South Lawn Hotel and mentioned his experience with food, welcome amenities, environment and services [Refer to figure 1].  This kind of service and offerings can attract customers more inclined to prefer going gain and gain to the South Lawn Hotel. Service operation includes online marketing and customer services to place the activities on track with required gestures such as quality maintenance, from the hotel business (Johnston, 1999). Hence, it can be stated that positive feedback and replying fast to the feedback can enhance the brand’s reputation and accessibility for customers.
· Letter of complaint 
It is significant to ensure the safe, healthy and comfortable staying of the guests in the Hotel South Lawn. There are several issues identified by the guests regarding food quality, hygiene and comfort staying in this hotel. In this regard, employability skills, ownership and problem-solving capabilities are important to derive a positive result. 
In the area of food service, South Lawn Hotel received negative feedback with complaints of cold foods in breakfasts. In the area of the hospitality industry, the principles of functional management help enhance the activities required to please the customers and meet the demands in hotels and restaurants (Tesone, 2010). In this regard, the management of food services is also important for the housekeeping team to provide quality food with responsibility. Food taste and quality before delivering to customers are important principles of hospitality services. In the area of hotel management, the owners need to be responsible for checking the quality of the food provided for the customer (Shi, 2017). The quality of food and safety are essential for the hotel business to remember before providing services. The management of food quality and checking the temperature before servicing customers for “South Lawn Hotel” to create a trustworthy relationship with their visitors which helps enhance the brand reputation. 
The hotel service has faced complaints regarding discomfort in staying due to the noise at night. Hotels need to ensure a peaceful environment for their guests, otherwise the reputation of the hotels can be drowned. Hotels at the current time use soundproof walls with the lining of the maxi board to reduce the sounds in the hotel rooms (Azmi and Azemi 2019). South Lawn Hotel can use similar kinds of techniques to prevent sounds from affecting the sleep of customers. In this regard, the hotel can train their employees with relevant skills in solving issues to ask and mitigate the noise obtained at night. The problem-solving and communication skills are required in the hotel industry to maintain a good relationship with their customers (Faraj et al. 2021). The employability skills can be helpful for developing competence in solving issues of baby’s cry at night to avoid disturbance for other guests. Moreover, it can be suggested to this hotel for soundproof curtains and walls to prevent unnecessary noises while sleeping. 
Hygiene maintenance is essential to attract customers and brand reputation by training the employees in the hotel business. The guest who stayed in Hotel South Lawn has complained about the hygiene of this hotel as there is hair in the bathtub and unclean toilet. The hotel management needs to be more cautious when it comes to maintaining hygiene as the trust and loyalty of customers depend on the cleanliness of the hotel rooms, washrooms and food services. Housekeeping services are significant in creating customer satisfaction and trust for renewed business service (Chaudhari, 2021). The hotel management needs to ensure the cleanliness of utensils used in food services and room services. All the employees who put gloves on their handmaid take training before servicing customers.  

References 

Component 2
Azmi, M.F.B. and Azemi, M.I.B., (2019) Sound Proof Wall Panel.
Chaudhari, M.P.S., (2021) ‘Hotel Housekeeping Services And Customer Satisfaction’, Ilkogretim Online, 20(1), pp.5837-5844. Available at:https://www.ilkogretim-online.org/fulltext/218-1645785401.pdf
Faraj, K.M., Faeq, D.K., Abdulla, D.F., Ali, B.J. and Sadq, Z.M., (2021) ‘Total Quality Management And Hotel Employee Creative Performance: The Mediation Role Of Job Embeddedment’, Journal of Contemporary Issues in Business and Government, 27(1), pp.3838-3855. Available at: http://dx.doi.org/10.47750/cibg.2021.27.
Johnston, R., (1999) ‘Service operations management: return to roots’, International Journal of Operations & Production Management, 19(2), pp.104-124. Available at: https://doi.org/10.1108/01443579910247383 
Podium (2023) Positive reviews: An opportunity to optimize. Available at:  https://www.podium.com/article/positive-reviews/  (Accessed: 31 October 2023)
Shi, Z., (2017) ‘Study on food quality and safety management based on hotel management’, Acta Universitatis Cibiniensis. Series E: Food Technology, 21(2), pp.91-96. Available at: 10.1515/aucft-2017-0019
Tesone, D. (2010) Principles of management for the hospitality industry. London: Routledge.
Tripadvisor (2023) Reviews. Available at: https://www.tripadvisor.in/Hotel_Review-g1096801-d605911-Reviews-South_Lawn_Hotel-Milford_on_Sea_Lymington_New_Forest_National_Park_Hampshire_Hampshire.html (Accessed: 31 October 2023)






















































Component Three: Portfolio – 4 Elements
Contribution to Overall Module Assessment: 50%
	Writing in essay format (1000 words)

The front office personnel play a significant role in guest handling and the front office needs to know the various stages of the guest cycle during their stay. Guest Cycle is referred to as the interaction between guests and the hotel over four stages such as “Pre-arrival”, “Arrival”, “Duration of stay/ Occupancy”, and “Departure” (Corgel et al. 2011). These stages are described below-   
· Element 1 – Pre arrival
The pre-arrival stage is considered to be the first stage of the Guest Cycle and in this stage, the guest interacts with a hotel before visiting the hotel. According to Fallon & Rutherford (2011), the guests do research about the hotel at this stage through online platforms or they can also be informed of the hotel from relatives or friends, or it can be their previous experience. The pre-arrival stage is an essential stage of the guest cycle because guests make purchasing decisions or choose their rentals at this stage. Along with online bookings, guests can also contact the reservation department of the hotel directly for confirmation of their booking. They can get information about the room availability from the reservation department of the hotel and can confirm their stay. The pre-arrival stage is an essential stage because communication between the guests and the hotel has taken place in that stage. Reservation of the hotel room is a vital activity before arriving at the place or the guest may face difficulty regarding the booking of the rooms. For instance, online booking has become a norm among the young generations and they focus on six determinants such as integrity, system quality, information quality, perceived risks, service quality, and perceived benefits (Salameh et al. 2022). Thus, it can be said that confirmation of booking before the arrival is an important step for the guests. It is the duty of the front office to provide the guests with valuable information and treat them carefully as this stage determines the choice of the guests. Lukanova and Ilieva (2019) have mentioned the technologies of AI used in UK hotels to handle thousands of bookings and reservations of rooms. This helps to maintain fast and efficient services in the hotel business. Service automation and robotics to drive sustainable business perspectives are observed which can enhance the management of pre-arrival activities of customers. Moreover, the hotels need to have opportunities for online as well as offline booking. The reservation department has a vital role in this stage and the competency of the reservation officers to handle guests creates an impression on the guests and leads them to access the service of the hotel.
· Element 2 – Arrival
The Arrival stage is the second stage of the Guest Cycle and in this stage, face-to-face interaction takes place between the hotel and the guests. Thus, it is an important stage and in this stage, the behaviour of the hotel staff as well as the receptionist or management plays a vital role. As per the opinion of Tewan (2009), hotel front officers play a vital role in contacting the guests and playing different functions such as registration, reservation, bill settlement, and room assignment. The front office platform is an essential platform within a hotel as it performs all these operational activities. In the arrival stage, it is the duty of the front office staff to welcome the guests and make sure that they reach the room smoothly. The hotel should treat the guests carefully as it can make a first face-to-face impression of the hotel service to the guests. The business process management with the management of the financial department when it comes to the arrival of guests in hotels is important to create efficiency in the practices (Özdemir et al. 2019). The quality maintenance in the services and the easy tracking of reservation information are essential for the hotels for swift and fast service towards their customers. It can help the customers to rely more on the services of the brand.   
Arrival time is an easy time for both the hotel as well as the guest. The essential aspect of this stage is that it makes an impression on guests about the standards and services of the hotel. In this stage, the responsibilities of the front office include receiving the guests and welcoming them, making registration of the guests, assigning them rooms based on their preference, providing keys, and handing over their luggage (Wood, 2013). In consideration of the arrival stage it can be said that after the contact with the gusset by telephone, the next stage is coming into contact with the doorman who is responsible for opening the transport door. The doorman alerts the bellboy about the arrival of the guests to guide the baggage of guests to the door of reception. Then the executive officer welcomes the guests and assists them in filling up the form for registration. After that, the guests are directed by the bellboy to their allotted rooms.



· Element 3 – Duration of stay
The third stage of the guest cycle is called the “duration of stay” or the Occupancy stage. This is called the most important stage of the Guest Cycle as in this stage guests experience the services of the hotel. In this stage, the hotel should have provided the best services because the overall experience of the guests happens in this stage. Providing comfort to the guests is a vital component of the Occupancy stage because based on the services, the guests make repeat purchasing decisions in future. As opined by Vallen & Vallen Jerome (2014), the front office has to take responsibility for treating the guests better and providing them with the best experience during their stay at the hotel. The hotel management team needs to provide comfortable stays to the guests to impress them so that they make repeat visits to the hotel. The guests can give positive feedback on the hotel being impressed by their service quality which can help the hotel to enhance their brand image. Therefore, taking care of the guests and offering them the best service are most important in this stage of the occupancy. The front office must have to take some responsibility in this stage such as creating guest folios as well as maintaining them. Message coordination is another essential task at this stage and the front officer needs to receive the message on behalf of the guests during their absence in the hotel room (Lukanova and Ilieva, 2019). Handing the room key to the guests when they go out from the hotel as well as giving the keys back to the guests after their arrival is also vital work of the front officers. The front officer needs to take the responsibility to provide a safety deposit locker to the guests so that they can keep their personal documents and jewellery safely. Handling queries of the guests and informing them about the hotel services such as the spa and restaurant are also the responsibilities of the front officer.   
· Element 4 – Departure
The Departure of the guests from hotels is the last but most important stage for business management. This stage helps showcase the attributes of the guests and creates reliance on repeat the staying of their customers. Once the guests check out from the room, the front-line offices are active to clean, handle accounts and put the vacancies on the computer. As opined by Shin et al. (2019), the role of the front desk after the customer checks out is important in order to inform the staff and housekeeping services for cleaning the room and updating the vacancy. The use of technology in desk activities is required to manage the business with more efficiency and fast. In this regard, the guest who stayed in the South Lawn Hotel has given no feedback at the time of checking out which shows the negative attributives of this hotel. The housekeeping services are not aware of the guest's departure which shows the incapabilities of the employees and management. In this regard, Sann and Lai (2020) have viewed the issues of taking feedback from the guests in the UK hospitality services during the time of checkout. Online feedback and front feedback are useful for understanding the issues faced by customers. In this area of South Lawn Hotel, the complaint letter shows the lack of feedback during the time of departure which affects the mental state of staying further in this hotel. Tussyadiah and Miller (2019) have identified the UK travellers who tend to select hotels on the basis of online feedback and reviews. The use of robotics in the online responses of the feedback is observed in UK hotels which creates a demand for fast replies from the hotel websites. It can be inferred that the virtual and offline feedback of the guests staying in the hotel can mitigate the issues in hotels. Similarly, if the gestures of taking feedback before leaving the guest can be adopted by the Hotel South Lawn, it will gain customer satisfaction.
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Lovely hotel

Just returned from a quick stay here . We took our dog Teddy who enjoyed his goody bag he received
onarrival and also the sausage he got at breakfast . The room was very spacious and had everything in
it you could want .

We ate in the restaurant in the evening and the food was delicious .

All members of staff we encountered were friendly and helpful .

We will return to stay again

Read less «

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