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	Introduction: The front desk position in a hotel is a dynamic, demanding job that requires a certain set of abilities. I have been able to develop and think critically about these important abilities as a BA International Hotel Management student since I have been exposed to both theoretical concepts and real-world experiences. I will apply Kolb's Reflective Cycle, which consists of four stages—concrete experience, reflective observation, abstract conceptualisation, and active experimentation to examine these abilities and my personal experiences.
Concrete Experience: I got the chance to work part-time at a hotel front desk during my degree. I have been able to see firsthand how important it is to have certain critical abilities in place. In front-office operations, effective communication is critical. I've seen how polite and transparent communication between employees and visitors may enhance their entire experience. A properly conveyed resolution, for instance, may transform a potentially unpleasant event into something wonderful. I have seen personally how crucial it is to go above and above to accommodate visitors' demands. The hotel's dedication to providing exceptional customer service was evident in the staff's frequent provision of personalised services, such as setting up special room decorations for anniversaries or birthdays.
Reflective Observation:
Communication: At first, I had trouble confidently speaking with visitors. However, with experience and input from superiors and peers, I have grown more proficient in elucidating policies and services and efficiently fielding questions. I have also discovered how crucial it is to actively listen to comprehend the requirements and preferences of visitors.
Customer service: I now realise that providing outstanding customer service entails recognising the requirements of the visitor. I saw how staff members actively suggested restaurants, services, and sights in the area. I have discovered from this experience exactly how important it is to anticipate and satisfy visitors' expectations.
Abstract Conceptualization:
Based on communication theories, I found that successful communication is a two-way process that includes information transmission and reception. Communication models such as the Transactional model highlight the significance of feedback and encoding/decoding (Johnston et al., 2020). I have utilised these ideas while interacting with visitors. The fundamentals of superior customer service are based on ideas like the service-profit chain, according to which happy employees result in happy clients. My comprehension of this theoretical framework has led me to believe that courteous staff members are more likely to give guests excellent service.
Active Experimentation:
I am going to make a conscious effort to look for chances to improve my communication abilities. This involves taking part in training sessions or seminars aimed at improving interpersonal and communication skills. To pinpoint areas that need work, I will also ask for input from coworkers. I will actively participate in role-playing activities that mimic various visitor scenarios to improve my customer service abilities. This will support my growth in my capacity to recognise and efficiently address the requirements of visitors.
Industry Examples:
The Ritz-Carlton is well known for providing outstanding service, which is in part because of its tagline, "We are Ladies and Gentlemen serving Ladies and Gentlemen” (Bardi, 2011). This method places a strong emphasis on the value of courteous and transparent communication with visitors. Employees are taught to greet guests by name and call them "Mr." or "Mrs." to build a more personal connection. Rapid and efficient problem-solving is necessary for managing visitor complaints and unforeseen circumstances, such as overbooking during peak hours, as demonstrated at the Ritz-Carlton. It is essential to know about hotel management systems to handle reservations, room allocations, and payment. Such technologies are used, for example, by the Algonquin Hotel to facilitate effective front desk operations (Bardi, 2011). It is essential to know about hotel management systems to handle reservations, room allocations, and payment. Such technologies are used, for example, by the Algonquin Hotel to facilitate effective front desk operations.
Strong interpersonal and customer service abilities are necessary for front desk staff at hotels. I've realised the value of these abilities by thinking back on my personal experiences and connecting them to theoretical ideas. As I advance in my education and future career in international hotel management, I hope to continuously improve these talents by actively experimenting and pursuing possibilities for further improvement.  Strong interpersonal, problem-solving, and attention to detail skills are necessary for success at the hotel front office. A successful career in hotel management may be enhanced for aspiring professionals by studying industry leaders such as the Ritz-Carlton and Algonquin Hotel, which demonstrate how these talents are put into practice. These abilities are essential for success in the hotel front desk because they enable the provision of outstanding customer service and the development of lifelong memories for visitors.
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	Trip Advisor Review Response 150 words +/-10%

	
https://www.tripadvisor.in/Hotel_Review-g186338-d187591-Reviews-The_Ritz_London-London_England.html

Dear Excursion 780569,

We appreciate you taking the time to write a current Trip Advisor review highlighting your amazing stay at the Ritz. That you had a wonderful time during your stay with us and that we were able to help make your husband's birthday celebration a special event makes us very happy.
Knowing that you thought our hotel was lovely and that the staff was kind and accommodating makes us very happy. We take great satisfaction in offering outstanding customer service and making sure visitors are comfortable while visiting. It's wonderful that you relished the gorgeous accommodation, the bed that felt like a cloud, and the exquisitely designed marble bathroom that had our best amenities. Moreover, it is wonderful to learn that your eating experience at our restaurant was enjoyable. We take great pride in using only the best ingredients to create mouthwatering meals, and we're happy that you enjoyed the cuisine and flawless service.




	Screenshot of referenced Trip Advisor review used:
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Figure 1: Positive review of Tripadvisor
(Source: Tripadvisor, 2023)

	

	

	

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

	

Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR

Subject: Response to Your Recent Complaint

Dear Mr. Federick,
We regret if the last time you stayed at our hotel failed to measure up to your expectations. We take all criticism carefully and appreciate you bringing these concerns to our notice.
We regret the calibre of Sunday morning's breakfast. We recognize that having a hot and delicious breakfast is essential, however, this time we fell short of your expectations. To make sure that this doesn't occur again in the future, we will be evaluating our breakfast service. We try to resolve all your concerns. At first, we ask for the heartiest apology from our side.
Breakfast Quality: I apologise deeply if you were not satisfied with the breakfast you had on Sunday morning. Typically, our culinary crew takes great delight in serving up warm, delectable meals. The fact that you were given bland, cold food is depressing. To guarantee that the breakfast is regularly kept at the highest standards in terms of both quality and temperature, this issue will be discussed with our culinary staff.
Loud Disturbance: I apologise that a crying infant in a nearby room generated loud problems throughout your stay. We are aware that every one of our visitors values a quiet and cosy setting. We are continually evaluating our room distribution and guest comfort protocols to avoid such incidents in the future. Our goal is to reduce interruptions and improve the entire visitor experience.
Room cleaning: I am very sorry to hear that you had problems with cleaning in room 205. Our hotel is fully committed to hygiene issues and always we try to take special care of this issue. Especially after the pandemic situation, we organise different coursework for our housekeeping employees to provide better service. We sincerely apologise to you for this issue, we already conducted a meeting with the dedicated employees.
We have already responded to these problems right away. We respect your opinions because they help us decide what changes to make so that our visitors have a more enjoyable and comfortable stay. I would like to extend to you our pledge to make apologies: a complimentary two-night stay at our hotel, inclusive of breakfast, for your future visit. We genuinely believe that by doing this, we will be able to illustrate the progress we're making and win back your faith. On your subsequent visit, we pledge to earn back your confidence and beyond your expectations. Please visit again we will try our level best to provide you with a top-notch service that can able to forget your experience. By this, you can get a delightful experience with our service.



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
Writing in essay format 
	Element 1 – Pre-Arrival 

	
The phase before arrival is when a visitor selects and books a hotel. Setting the tone for the guest's whole stay and having the power to affect their decision to return in the future make it an important stage. Therefore, to guarantee a satisfying visitor experience and optimise income prospects, front office workers must successfully handle this stage (Sturman et al., 2011).
The front desk personnel should be aware of the following crucial guest services and guest accounting activities during the pre-arrival phase.
Reservation: The reservation procedure should be made as easy and efficient as possible by the front desk employees (Tesone, 2010). They must be able to respond to any inquiries the visitor might have and be informed of the many kinds of rooms, their costs, and their availability.
Reconfirmation: To prevent any miscommunications or mistakes, front desk personnel should confirm the reservation with the visitor before their arrival.
Pickup request: Front desk employees should make previous arrangements for the guest's transportation if they need it from the airport or train station.
Front desk employees must be able to anticipate guests' wants and have a thorough awareness of the hotel's business process to efficiently handle the pre-arrival phase (Rutherford and O’fallon, 2011).
In addition, they must be familiar with the neighbourhood and capable of recommending eateries, sights, and events.
By providing extra services like transportation, early or late check-ins and outs, restaurant reservations, or cultural events, hotels in London may make the most of the pre-arrival period. Hotels may enhance their income and average revenue per guest by reminding visitors why they made the correct choice in booking with them and how they can further enhance their stay. Front desk employees can guarantee a great visitor experience and optimise income prospects by offering exceptional customer service and anticipating the demands of the guests.


	Element 2 – Arrival 

	
The four primary phases of the hotel visitor cycle are usually arrival, stay, departure, and post-departure. Your job as a front desk employee is vital to efficiently oversee these phases, guaranteeing a satisfying stay for guests and boosting the hotel's profitability. Let's concentrate on the second stage, "arrival," and the significance of front-office operations in the hotel business during this period, using London as an example.
The significance of front desk operations at the time of arrival
First Impressions: A guest's initial interaction with the hotel occurs during the arrival phase. Employees at the front desk are essential in making a good first impression (Wood, 2013). A kind greeting, quick check-in, and a seamless experience created the ideal atmosphere for the whole visit.
visitor Information: Ali et al. (2021), stated that when a visitor checks in, front desk employees collect vital information that helps make their stay more tailored to them. Preferences, unique requests, and loyalty programme information are examples of this data. For instance, The Ritz in London uses this data to provide VIP visitors with individualised services.
Security and Compliance: One of the most important parts of front desk operations upon arrival is making sure that visitors are correctly registered and that their identity is validated. It is crucial to abide by local laws and security precautions. 
Room Assignment: A crucial duty is to assign rooms effectively, taking into account the preferences and availability of the guests. For example, the front desk employees at The Savoy Hotel in London are excellent at assigning rooms, ensuring that every visitor is given an appropriate room (Tripadvisor, 2023b).


	Element 3 – Duration of stay 

	
For a hotel to be successful overall and to guarantee that its guests have a good experience, front desk personnel must effectively manage the four stages of the visitor cycle. To provide a seamless and effective visitor experience, front office activities are crucial at each of these phases.
Check-in and Allocation of Room: The check-in procedure, which establishes the tone for the guest's stay, is the responsibility of the front desk personnel. They have to assign rooms quickly, give out key cards, and address any preliminary queries from the visitors (Johnston, Clark and Shulver, 2012). Hotels in London frequently employ technology, such as smartphone check-in, to expedite this procedure so that visitors may bypass the front desk and get straight to their rooms.
Guest services: The front desk personnel is the main point of contact for any requests or issues from guests throughout their stay. To guarantee the comfort and happiness of the visitor, they expeditiously handle requests for room service, housekeeping, and maintenance.
Billing and Payment: Accurately managing the billing and payment procedures is necessary to control the length of the stay. The front desk employees have a responsibility to make sure the visitor is informed of all fees and can quickly resolve any inconsistencies (Ali et al., 2021b). To improve the visitor experience, London hotels often provide digital billing and choices for expedited check-out.
Information and Assistance: To ensure that visitors get the most out of their time in London, front desk employees must give information on nearby sights, modes of transport and services. This might be making food recommendations in the area, scheduling trips, or setting up transportation.


	Element 4 – Departure 

	The hotel guest cycle's departure stage is an essential component, and front desk employees play a critical role in this stage as well. In this article, I'll outline the importance of front-office operations at every stage of the departure phase and provide some actual London-based industry examples.
Check-Out
A seamless and effective check-out procedure is greatly dependent on the front desk employees (González and Gidumal, 2017). They must verify the visitor's billing details, offer detailed bills, and handle payments on time. This guarantees a good final impression since visitors value a smooth exit. Exquisite check-out services are a hallmark of prestigious London hotels like The Ritz and The Dorchester, and they help explain their excellent scores for customer satisfaction.
Billing and Settlement
To prevent disagreements and preserve confidence, accurate invoicing and settlement are crucial. Employees at the front desk are required to thoroughly check the charges, clarify any inconsistencies, and help with bill payment. For example, The Savoy in London has skilled employees who expertly manage invoicing and payments, ensuring that visitors feel they received good value for their money.
Obtaining Feedback
Gathering feedback is an important element of the departing front office process (Carvalho, Bartholo and Duarte, 2016). During this time, staff members might inquire about the visitor's experience and address any issues or recommendations. Renowned for its post-stay surveys and follow-up emails, the Shangri-La Hotel at The Shard in London encourages guest loyalty and ongoing enhancements by giving feedback from visitors.
To influence the guest's entire experience and impression of the hotel, front office activities are essential throughout the departure phase of the guest cycle. In this sense, the best hotels in London have set the bar high, highlighting the significance of a flawless check-out procedure, precise invoicing, gathering client feedback, and first-rate luggage management to guarantee patron happiness and loyalty.
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An amazing stay at the Ritz

The a beautiful hotel. The staff are very friendly and extremely helpful and
nothing is too much trouble. The room was stunning, the bed was like sleeping on
a cloud. The marble bathroom was beautiful with large fluffy towels and lovely
toiletries. The food in the dining room was beyond delicious and the service was
impeccable. We stayed for my husbands birthday treat. A very big thank you to
the all of the staff as they made our stay @ memorable occasion.
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Date of stay: October 2023

Trip type: Travelled as a couple.
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