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Component 1: Learning log
Required skills to work within the hotel front office  
The required skills to work within a hotel front office are discussed below: 
Communication: Communication is one of the major skills required to work within a hotel front office. For employees who want to pursue a career in managing hotel front office effective communication skill is a must-have skill for them (Bakker, Tims and Derks, 2020). Hotel front officers need to talk with a lot of customers, clients, staff, suppliers and so on to discuss the prices, guidance, booking rooms and so on so communication skills are a must-have.
Technical: Technical skills like using different software are also required skills for front office officers to keep customer records, manage transactions and so on which is necessary to perform their job roles effectively.
Organization: Effective organization skill is another necessary skill for a front desk officer in a hotel. A front desk officer needs to perform a lot of tasks like greeting guests, responding to the manager, answering phone calls, working on the computer, solving issues and so on (Ross, 2020). So, they need to have good organisational skills to perform different tasks effectively.
Teamwork: Teamwork is also a necessary skill of front officers as they need to work with different staff, managers and so on to provide a positive experience to the guests.
Attention to detail: This is another required skill for front desk officers to notice different issues and solve problems that can ruin the experience of the guests so this skill is necessary to prevent it (Bakker, Tims and Derks, 2020). 
Reflection on the skills and experience for working within the hotel front office 
Using Gibb’s reflective model, a reflection on my skills and experience for working within the hotel front desk office are discussed below: 
Description: I have worked within a hotel front office to improve my skills and experience so that I can pursue a career in the hospitality industry. I have learned different skills and gathered effective experience that is necessary for me to improve my competency and eligibility to work in the hospitality industry (Bhattarai, 2020). The job was highly effective for me as I was able to achieve the required skills through working in the hotel front office.
Feeling: Before joining the hotel front office I was feeling very nervous if I would be able to perform my job role effectively because the hotel front office needs to deal with a lot of customers, staff and managers which I thought I could not handle (Finlayson, 2020). After working for a few days, I started to perform my task well which made me feel confident. After finishing the job, I feel optimistic about pursuing a career in the hospitality industry.
Evaluation: The positive aspect of the job was that I was able to pursue the required skills that is necessary to work as a front desk officer. Through this job role, I was able to improve my communication skills, and technical skills, gathered experience of handling different types of people and so on (Joshi, 2020). Also, the job helped me to improve my teamwork skills and organization skills. However, I could not improve my leadership skills and problem-solving skills which is important for this role and it was the negative aspect of the experience.
Analysis: I come from a business background so I have good communication skills which helped me to communicate effectively with different clients. Also, I had prior knowledge about MS Office and previously worked in group projects which helped me to improve my teamwork skills and organization skills to handle multiple tasks (Bhattarai, 2020). However, I feel shy to talk with people and cannot give ordering commands so I could not develop my leadership skills. Also, I did not have previous work experience so I lacked problem-solving skills. 
Conclusion: I have learned I can work as a hotel front officer as I have the required skills. However, the experience of working within the hotel front office would be better if I had better leadership and problem-solving skills. So, I will improve my leadership and problem-solving skills to handle the situation better in the future. 
Action plan: If I had to perform the role again, I would improve my leadership and problem-solving skills. I will take a professional training on leadership and support from my manager to improve my problem-solving skills so I can make sure I can act differently next time (Joshi, 2020).  
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	Trip Advisor Review Response 150 words +/-10%

	

Screenshot of referenced Trip Advisor review used:
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Figure 01: Public Review.
Source: (Johnson, 2023).
Thank you so much for the five-star review which is evidence of how much we can satisfy you. Since we always value our customer reviews and seek improvement, we look for areas of improvement. Therefore, we are so glad that you are immensely satisfied with our product and become a gold and platinum Bonvoy member. We appreciate your effort to recommend us and leave feedback to others. We respect and value our loyal customers and have exciting offers and discounts. We are enthusiastic to always bring continuous improvement for giving outstanding services and every time exceeding our loyal consumer’s expectations.  Please do not hesitate to share your thoughts and feelings for personalising our services to satisfy your future needs and demands. So always try to share your feedback and experience and stay in touch to get the exciting offers and discounts we provide to gold and platinum consumers. Hope to see you soon. Enjoy!

Mr Ronald Federick
London Mariott Hotel Marble Arch.



	

	

	

	

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

	Devid Smith,
Basingstoke, England.

Subject: Response to the Complaint
Dear Sir/Madam,

First, I would like to apologise for the inconvenience and limitations which caused distress and discomfort to you during taking our hotel service. Therefore, we also appreciate you for reaching us directly and informing us about the inconveniences and the limitations and assisting in determining our area of consideration and improvement area for meeting and exceeding the needs and demands of our consumers.
 Dear, we have read your complication which occurred Saturday 26th of August in room 205.  We listed your problems like the delivery of cold and tastelessness morning meal, the discomfort causes through neighbour’s baby crying and the limitation in the cleanliness of the rooms. Our overall teams do not take the issue lightly and identified the reasons behind delivering the cold and tasteless food. We always try to provide warm and appetising meals to give a fresh start to the day to our consumers. However, due to the sudden leaves of more of our consumers on that day and the corruption of our woven which specially made and personalised for keeping the foods warm causes this inconveniency in that time. We are extremely sorry for this reason.  The after day we immediately contacted the IT department to fix the problem as soon as possible. For the inconvenience, we offer you a 20% flat discount on any of our hotel services in your next time. Coming to the next, in the problem of causing discomfort due to baby crying was out oof our mind and never thought. This raised our consciousness about the facts and we immediately going to held a meeting to solve he issue and hope this will not happen again. Finally, the issue related to cleanliness was an area of concern which we do not let happen by hook or cook. Due to employee shortage on that day this also causes.  We are truly sorry for it and also made an effective trained and educated cleaning team w with adequate employees who work to give a clean and comfortable living environment. We are truly sorry for it and on your next visit, we are offering you a 20% cashback on your service purchasing. If that does not remind then directedly do call this number 1-234-567-8910.
Once again, we would like to sincerely apologize to you and strongly desire your presence as soon as possible to thank you personally and get an opportunity to make atonement and expiation for our mistakes for serving you and staying with you.

Best Regards,
Mr Ronald Federick
On behalf of London Mariott Hotel Marble Arch.
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Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
As per O’Neill and Carlback (2022), the pre-arrival stage deals with contacting with a guest before they see the property or experience the services which can be through word of mouth and previous experience as well as intermediaries.  According to Della and Paulino (2021), in this stage of pre-arrival, the guests generally seem to contact the reservation department to check-in the availability of the room and sometimes book the room. As per Sann and Lai (2020), the choice of the hotel of consumers took place in this stage and contacting and purchasing decisions taken by them are influenced by promotion activities, brand awareness or loyalty programmes. The Mariott International hotel of London details their customers about the room type, room rate, the available facilities as well as attraction of the hotel. As per Smith (2022), in this state, around 10-20% of potential customers of 70-80% of hospitality business become actual customers. As per O’Neill and Carlback (2022), the Premier Inn hotel always conduct sales orientation and maintenance of brand image in the pre-arrival period and completes pre-registration, customise guest room as per consumer demand and anticipate services. As per Setupmyhotel (2020), around 70% of hotel businesses in this stage create a guest folio and then record all financial transactions and charges made by consumers during booking. It ensures a smooth check-in process and the hotels can keep the guest expense on track at the end of their billing. 

	
Element 2 – Arrival 


	This is the second stage of the hotel guest cycle. According to Blue and Harun (2022), in this stage, the consumers generally do registration and the rooms the assigned to the guest. As per Della and Paulino (2021), here the companies make a relaxation with the consumers form the front office and the staffs get their responsibility specially detail the consumer book for and packages. As per Sann and Lai (2020), in this arrival stage around 80% hotel busiensses form a reg card collecting essential information like billing, reservation, number of service takers, address, personal details and so on.  As per Smith (2022), here the room keys are given to the consumers and guests do check-Ins. These are the key things required for managing the arrival stage stated by O’Neill and Carlback (2022). As per Setupmyhotel (2020), in this stage, the company needs to remain careful while informing about the hotel facilities and services to help them have a beautiful hotel experience. As per Smith (2022), in this stage, the businesses in the hotel industry should be careful about the verity of charges caused by consumers like restaurant charges, telephone, internet, travel desk and so on for reusing cashflow and maintaining credit limits. 

	
Element 3 – Duration of stay 


	
This is the third stage of the guest cycle and in this stage, the consumers generally stay in the hotel and have the facilities and services as a return of their purchasing and payment. As per Della and Paulino (2021), in this stage, the front office ensures the safety and security of their guest and the safety of their belongings while staying in the hotel or go outside. As per Sann and Lai (2020), around 45-50% consumers give compliant in this stage experiencing different problems related to safety security, the cleanliness, the food service, or any discomfort causes to them. According to Smith (2022), the hotels should remain careful here and should ensure security, hygienist, cleanliness, and comfort of their guest for their satisfaction and further visit. As per Blue and Harun (2022), one of the most important things needed to be done during this stage of the duration of the stage of occupancy is to monitor the house limit by the business organisation.  By doing the house limit organisations able to determine whether it exceeds the hotel capacity or not which could create discomfort and decline the safety environment. As per the research conducted by Della and Paulino (2021), within 500 employees of 300 hotel businesses in the UK, it has been determined that 66% of them replied due to failing to monitor the house limit or ignoring it, on the days like events, programmes, or marriage ceremonies the exceed of hotel capacity happened which cause great trouble to the hotel and lots of negative feedback come for the low-quality service and safety environment. So hotel businesses should remain careful about it at this stage. 

	
Element 4 – Departure 



	
As per Smith (2022), during this last stage or departure stage of the guest cycle, the front desk generally works for posting late charges which causes extra hour stays and when the check-out deadline is crossed by the clients. These charges are added to the bill of the guests. As per Sann and Lai (2020), 70-80% of hotel businesses here make mistakes and fail to give a better farewell to the customers which cause a declination in customer retention. As per Setupmyhotel (2020), hotel businesses need to give some first and farewell to highly satisfy their customer. As per Blue and Harun (2022), here also businesses their clients’ history for their future stays and for personalising the hotel services to exceed their demands as well as expectations. 
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Wonderful Hotel Experience!

As along time gold and platinum Bonvoy member, | have stayed at numerous
Marriott properties in London over the past 20 years, most recently the JW
Marriott Grovesnor House for an extended visit last summer. The Marriott Marble
Arch is now my top choice for several reasons. The staff are absolutely
wonderful, especially Tamar at the front desk who was extremely helpful and
courteous! The hotel's restaurant has great food and service. Florin, one of the
restaurant staff was one of the best servers | have encountered in my travels. The
location of the hotel, room size and, most importantly, the wonderful staff, make

Read more v

Date of stay: July 2023
Trip type: Traveled on business
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