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Reflecting on Front Office Skills through KOLB's Experiential Learning Cycle

Introduction
My experience at Hilton Puckrup Hall was a transformative journey that provided invaluable insights into the skills required for front office roles in the hospitality industry. This essay reflects on my experiences and links them to essential skills using KOLB's Experiential Learning Cycle as a model for analysis.
During my tenure at Hilton Puckrup Hall, I was entrusted with various responsibilities within the front office. My daily tasks included guest check-in, responding to inquiries, managing reservations, and ensuring that guests experienced the highest level of satisfaction.
Key Skills Required
1. Communication Skills: Effective communication is the key of success in the front office. Smith (2018) emphasizes that it include both verbal and non-verbal communication. Beyond clear verbal communication, it involves non-verbal cues and active listening. The ability to convey information clearly, paired with empathetic responses, is essential for addressing guests' needs and concerns.
2. Customer Service: Exceptional customer service is the vital of the hospitality industry. Jones and Blake (2019) emphasize the importance of not only meeting guest needs but also exceeding their expectations. This involves handling inquiries, complaints, and requests professionally and with a touch of personalization.
3. Problem-Solving: Front office staff often find themselves confronted with unexpected challenges, demanding effective problem-solving skills (Brown & Davis, 2020). This can involve resolving guest complaints, managing room discrepancies, and ensuring overall guest satisfaction. McCole (2013) stresses that effective problem-solving is integral to service recovery, as it can transform a negative guest experience into a positive one, increasing guest loyalty.
4. Attention to Detail: Precise handling of reservations, check-ins, and billing is paramount (Clark, 2017). The importance of attention to detail lies in preventing errors that can lead to guest dissatisfaction and financial losses for the hotel. Ensuring a seamless and error-free guest experience is central to maintaining the hotel's reputation for quality and reliability.
5. Time Management: Efficient time management is essential in the fast-paced front office environment (Taylor, 2019). Juggling multiple tasks, such as check-ins, answering calls, and managing reservations, requires the ability to prioritize effectively. Taylor (2019) emphasizes that time management enables staff to meet guest needs promptly and professionally, ensuring a smooth guest experience.
Reflective Observation
My time at Hilton Puckrup Hall allowed me to observe how these skills were practically applied in a real-world context. I witnessed my colleagues handle challenging situations with professionalism and grace, showcasing how effective communication and problem-solving can defuse difficult circumstances. It was possible to see how attention to detail was central to maintaining a smooth operational flow, preventing errors that could lead to guest dissatisfaction. Moreover, I recognized the importance of time management in ensuring that guest needs were addressed promptly and efficiently, contributing to the overall satisfaction of our guests.
Drawing from my experiences at Hilton Puckrup Hall, I can now see the theoretical principles that underlie these key skills more clearly:
1. Communication Skills: Effective communication is multi-faceted, encompassing both verbal and non-verbal elements. Beyond conveying information clearly, it involves creating a positive guest experience through active listening and empathetic responses (Smith, 2018).
2. Customer Service: Exceptional customer service is deeply rooted in relationship-building and guest satisfaction. The ultimate goal is to create memorable experiences, fostering guest loyalty and positive reviews (Jones & Blake, 2019).
3. Problem-Solving: Effective problem-solving is a vital part of service recovery. It can transform a negative experience into a positive one, nurturing guest loyalty and ensuring positive word-of-mouth (Brown & Davis, 2020).
4. Attention to Detail: Attention to detail is crucial for maintaining a hotel's reputation for quality and reliability. It minimizes errors and ensures a seamless guest experience, contributing to positive online reviews and repeat business (Clark, 2017).
5. Time Management: Time management is an important part of efficiency in service delivery. It empowers staff to meet guest needs promptly and professionally, ensuring a smooth guest experience and minimizing guest wait times (Taylor, 2019).

As I progress in my career, I intend to actively experiment with the insights gained from my experiences at Hilton Puckrup Hall. I will focus on developing my communication skills, both verbal and non-verbal, to create consistently positive guest experiences. Moreover, I aim to enhance my problem-solving abilities, recognizing that effective resolutions not only address immediate issues but also contribute to long-term guest satisfaction and loyalty. Attention to detail and time management will remain priorities, as I understand their critical role in maintaining the high standards of service expected in the hospitality industry.
Conclusion
My time at Hilton Puckrup Hall provided me with practical experiences that align with KOLB's Experiential Learning Cycle. It allowed me to observe and understand the key skills required for front office roles while shedding light on their theoretical underpinnings. Moving forward, I am committed to actively experimenting with these skills to further enhance my performance in the hotel front office and contribute to the overall success of the hotel.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear IAN,
Thank you so much for taking the time to share your experience at Puckrup Hall! We're thrilled to hear that you had a great time and found our services and facilities to be excellent. It warms our hearts to know that you enjoyed the lovely restaurant and bar lounge, as well as the beautiful views.
It's fantastic that you found your room spacious and comfortable – a good night's sleep is crucial for a memorable stay. We're so grateful for your kind words about our staff. We strive to create a helpful and courteous culture, and it's incredibly rewarding to see that reflected in the exceptional service you received at all levels.
We're delighted that you're considering returning to Puckrup Hall in the future and we appreciate the thought of suggesting our venue for your sons'  golf events. We would be honored to host them and ensure they have an unforgettable experience.
Looking forward to welcoming you back to Puckrup Hall soon!
Warm regards,
Alexandra Anghel
Hilton Puckrup Hall Team
Top of Form


Reference: 

Ian.(2023, September) Feedback on Puckrup Hall Experience. [https://www.tripadvisor.co.uk/Hotel_Review-g187060-d192984-Reviews-Hilton_Puckrup_Hall_Tewkesbury-Tewkesbury_Cotswolds_England.html ]
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	Letter of complaint response 500 words +/- 10-%

	
Alexandra Anghel
 General Manager
 Hilton Puckrup Hall, Tewkesbury

 Puckrup Ln, Tewkesbury 
GL20 6EL 
alexanndraanghel@hiltonhotel.co.uk
 Phone: 01684 296200 
September 3rd 2023

Subject: Response to Your Complaint
Dear Mr. Federick,


I hope this letter finds you in good health. We have received your recent letter expressing your dissatisfaction with your stay at our hotel. We extend our sincerest apologies for falling short of your expectations during your visit, and we appreciate the opportunity to address your concerns.
Your feedback is important to us. We understand that you had concerns regarding the quality of breakfast, noise disturbances, and room cleanliness. We would like to address each of these matters individually.
Breakfast Quality: We deeply regret that the breakfast did not meet your expectations. We have conveyed your concerns to our culinary team, who are working tirelessly to enhance the quality and temperature of our breakfast offerings. We understand that a warm and appetizing meal to start the day is essential for our guests, and your input has reminded us of the importance of maintaining this standard. We value your feedback and are taking immediate steps to ensure that our guests receive a breakfast experience that matches our commitment to excellence.
Noise Disturbances: We apologize for the inconvenience caused by the noise from a neighbouring room. Your comfort and tranquillity during your stay are of utmost importance to us. We are reviewing our room allocation procedures and implementing additional measures to minimize disturbances. Our goal is to create a peaceful environment where all our guests can enjoy a restful night's sleep. We have learned from your experience, and we are committed to ensuring that such disruptions do not recur.
Room Cleanliness: We are extremely disappointed to learn about the cleanliness issues in room 205. Maintaining a high standard of hygiene is a priority for us, and your experience is not reflective of our usual practices. We have already taken corrective actions to address these concerns, and our housekeeping team is undergoing additional training to ensure such lapses do not recur. Cleanliness and hygiene are of paramount importance to us, and we take your feedback seriously.
 Your feedback is taken seriously, and it will help us enhance our services to provide a better experience for all our guests.
As a gesture of our commitment to making amends, we would like to offer you a 25% discount on your next stay with us. You may use this discount when making your reservation by mentioning the code SAVE25. We would be delighted to have you back as our guest, giving us the opportunity to provide you with a more enjoyable experience.
We once again apologize for any inconvenience you experienced during your stay. Your satisfaction is important to us, and we are determined to regain your trust. If you have any further questions or concerns, please do not hesitate to contact me directly at this email address alexandraanghel@hiltonhotel.co.uk.
 .
Thank you for taking the time to share your feedback with us. We look forward to the opportunity to welcome you back and ensure your next stay is a more pleasant and satisfying one.

Sincerelly,
Alexandra Anghel,
General Manager
Hilton Puckrup Hall.
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Element 1 – Pre-Arrival 


	
The hotel industry plays a vital role in the global economy, offering travelers a place to rest, work, and indulge.
The Pre-Arrival stage is the first interaction guests have with a hotel, and it sets the tone for their entire experience. It encompasses activities such as reservation booking, communication, and information dissemination. Effective management of this stage is crucial as it can significantly impact a hotel's reputation and revenue.
One crucial element in the Pre-Arrival stage is an online presence. With the increasing reliance on digital channels, hotels must have an appealing and informative website. Guests often base their booking decisions on the quality of a hotel's online presence, making it essential to provide high-quality images, detailed information about the property, and easily accessible booking options. For instance, Marriott International, a global hotel chain, offers an exemplary online booking experience with user-friendly interfaces, comprehensive information, and loyalty programs that encourage repeat visits (Marriott International, 2022).
Another vital element is personalization. Guests appreciate a personalized experience that caters to their preferences. This can be achieved through data-driven insights and the use of customer relationship management (CRM) systems. For example, Hilton Hotels and Resorts utilizes CRM data to personalize guests' experiences, such as greeting them with their favorite amenities and room preferences (Hilton, 2023).
Furthermore, effective communication is essential in the Pre-Arrival stage. Prompt responses to inquiries, email confirmations, and pre-arrival emails that provide essential information, such as directions, check-in details, and local recommendations, contribute to a seamless guest experience. The Ritz-Carlton is renowned for its pre-arrival communication, providing guests with a sense of anticipation and attentiveness (The Ritz-Carlton, 2022).







	
Element 2 – Arrival 


	


The Arrival stage is when guests physically check into the hotel. A smooth and welcoming check-in experience is critical, as it sets the initial impression and can impact overall guest satisfaction.
One key element in managing this stage is efficient staff training. Hotel employees must be well-trained to handle check-in procedures promptly and courteously. For instance, Four Seasons Hotels and Resorts is known for its rigorous employee training programs, ensuring that staff offer a high level of service, which is crucial during the Arrival stage (Four Seasons, 2023).
Technology also plays a vital role in this stage. Many hotels have implemented mobile check-in options, allowing guests to skip the front desk entirely. For example, Accor Hotels offers mobile check-in and keyless entry options through their app, enabling guests to bypass the traditional check-in process, reducing waiting times, and providing a contactless experience (Accor Hotels, 2022).
Additionally, providing a warm and personalized welcome is a fundamental element. Welcoming guests by name, offering refreshments, and providing information about hotel facilities can create a positive first impression. The Ritz-Carlton, for instance, excels in this aspect, with a reputation for personalized and memorable welcomes (The Ritz-Carlton, 2022).






	
Element 3 – Duration of stay 


	
The Duration of Stay stage encompasses the entire guest experience, from enjoying the hotel's amenities to seeking assistance when needed. Effective management in this stage is crucial for ensuring guest satisfaction and encouraging repeat visits.
One key element is offering a wide range of amenities and services. To keep guests engaged and satisfied during their stay, hotels should provide various options for recreation, dining, and entertainment. Luxury hotels like The Waldorf Astoria are known for their extensive amenities, including spa services, fine dining, and recreational facilities, offering guests a complete experience (Waldorf Astoria, 2022).
Moreover, staff attentiveness and responsiveness are essential elements during the Duration of Stay stage. Guests should feel that their needs and preferences are a top priority. The concept of the "butler service" is exemplified by The St. Regis hotels, where butlers cater to guests' every need, ensuring a luxurious and personalized experience throughout their stay (The St. Regis, 2022).
Maintaining cleanliness and hygiene is also of paramount importance, with special emphasis on room service and housekeeping. Recent events, such as the COVID-19 pandemic, have heightened the importance of stringent hygiene measures. Marriott International, for instance, has implemented the "Marriott Cleanliness Council" to ensure safety and cleanliness standards are met across its properties (Marriott International, 2022).








	
Element 4 – Departure 


	
	

The Departure stage marks the conclusion of a guest's stay, and it offers a final opportunity to leave a positive impression. Effective management of this stage is critical for guest satisfaction and fostering loyalty. 
One key element is an efficient check-out process. Guests should be able to settle their bills quickly and easily. Many hotels now offer express check-out options and the ability to review bills electronically. Hilton Hotels and Resorts, for instance, offers digital check-out, enabling guests to settle their accounts with minimal hassle (Hilton, 2023).

Collecting feedback is another important element during Departure. Hotels should actively seek guest feedback, whether through surveys, reviews, or in-person conversations. This information can be invaluable for making improvements and addressing any issues. Hotels like InterContinental Hotels Group (IHG) encourage guest feedback through their IHG Guest Voice program (IHG, 2022).
Finally, expressing gratitude and farewell is a fundamental element of the Departure stage. Thanking guests for their stay and expressing hope for their return can create a positive lasting impression. The Mandarin Oriental hotels, for instance, are renowned for their exceptional service and personalized farewells, which leave a lasting impact on guests (Mandarin Oriental, 2022).
In conclusion, effective management of the four stages of the hotel guest cycle is essential for success in the hospitality industry. Each stage, from Pre-Arrival to Departure, presents unique challenges and opportunities that require careful consideration and attention to detail.
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Great experience and value for money.

Excellent service and facilities, with a lovely restaurant and bar lounge, enjoying
views over the putting green and parkland style golf course, as had our spacious
& comfortable room. And all complimented by a helpful and courteous culture
amongst the staff, who provided exceptional service at all levels, which taken
together delivered a great experience and value for money. We shall look
forward to staying at Puckrup Hall in the future and although | no longer play
golf, | texted my sons whilst my wife and | were at Puckrup to suggest this would
be a great venue for one of their spring and autumn 3 or 4 day group golf events.

Read more v
Review collected in partnership with Hilton Hotels & Resorts ®

Date of stay: September 2023

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor
performs checks on reviews as part of our industry-leading trust & safety standards. Read our transparency
report to learn more.




