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In this section of the study, Kolb's reflective cycle will be used which is a four-stage reflective model including concrete experience, reflective observation, abstract conceptualization and active experimentation. By applying this model, I will identify and reflect on the key skills required to work as a front office employee at a hotel along with my personal experience as well as industry examples.
Concrete experience
In this stage, I will discuss the key skills I require to work as a front-office employee in a hotel. In my opinion, I require effective communication skills, customer service ability, problem-solving skills and Organisation skills to succeed in this industry as a front office employee. Communication skills are crucial to handling guest enquiries, providing information and resolving various issues related to the front office (Vince, 2022). It involves both written and verbal communication skills along with active listening, positive body language and understanding the nonverbal cues of the customers. Providing excellent customer service is important in the hospitality industry and fulfilling the needs and demands of every customer is important for me as a front-office employee (Wijnen-Meijer et al., 2022). Therefore, I need to manage complaints and create a positive guest experience to be able to succeed in my career. Problem-solving skills are an essential aspect of serving guests as a front office employee and in my opinion, quick problem-solving can help me address the concerns of each guest individually such as dealing with billing discrepancies, room issues or any other unexpected challenges.
Reflective observation
I must reflect on my own experience in this stage that I have encountered where these skills are crucial. As an example, I can say that during my internship period one day, I encountered a billing discrepancy issue and with my effective communication skills I handled the customer's complaint I also listened to him actively and responded quickly. Initially, he was not happy with the overall guest service of the hotel but due to my empathetic responses, he calmed down and eventually left the hotel with a positive mindset. My problem-solving skills also helped me in this regard to resolve this issue and address the guest's concern quickly and effectively. These experiences have provided me with the real-life challenges that I can face in the future as a professional and I gained valuable insights into the application of my theoretical knowledge to the real-life problem (Chiu, 2019).
Abstract conceptualization
In this stage, I want to link my experience with theoretical principles such as organisational psychology and Hospitality Management. I have learnt about the transactional model of communication which is a distinctive approach to describe the process by which communicators create social reality within the social surroundings. Following this model, I have highlighted the importance of improving my interaction with the customers which is crucial in this industry when I want accurate feedback during guest interaction (Watson et al., 2019). The customer relationship management model is another important theory that was implemented by me to develop a long-lasting relationship with the customers. I tried to understand customers' preferences, their needs and demands to personalise services accordingly. The organisational behaviour model is also important in this regard through which I learnt the importance of team dynamics and leadership and the impact of positive organisational culture. It helps me collaborate with other employees and work as a team member in the front office.
Active experimentation
In this stage, I have applied not only my theoretical knowledge in the practical industry but I understand that I need to work on several aspects of my skills. Some weaknesses I have also identified while interacting with the guests and implementing my theoretical knowledge in the practical field. For example, as a professional, I need to work on my leadership skills and presentation skills to be able to work as a front office employee and in future as I want to work as a front office manager my skills need to be improved. In order to improve my leadership skills, I need to participate in leadership seminars and workshops and continuously engage myself in active communication with my peers and other professionals (Hanisyah et al., 2023). Collecting customer feedback will help me work on my customer relationship management and I can analyse be speed back to identify areas for improvement and implement appropriate Strategies for professional and personal development.
Based on the above reflective analysis I can say that continuous reflection on my strengths and weaknesses will help me become successful as a front-office professional. In the above discussion, I followed Kolb's reflective cycle to understand my own experience, the importance of implementing theoretical knowledge in the practical field and continuing to improve my employability skills to be successful at the front office of the hotel. 
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	Trip Advisor Review Response 150 words +/-10%

	

Dear, TripAdvisor user
Thank you for taking the time to share your positive experience at our hotel and we are happy to learn that your recent stay surpassed your expectations. It was our pleasure to contribute to your enjoyment and make your visit memorable.
At our hotel, we always make sure to provide memorable experiences to our guests and it makes us incredibly elated to know that we are successful in contributing to your happiness. Your kind words about our services, comfortable accommodation and delicious dining experience motivate us to provide better service in the future.
We are grateful for your feedback and we believe that we can welcome you again for another wonderful stay.
Thank you for choosing us
With regards
_________________
Name:
Designation: Front office manager







	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10-%

	

Dear, Mr Federick
I trust this letter finds you well and I sincerely appreciate the time you took to provide feedback regarding your recent stay at our hotel. Please accept my apologies for the inconvenience that you experienced during your stay and I am genuinely sorry about the issues regarding the breakfast quality, noise disturbance and cleanliness in room 205. I can assure you that we are thoroughly investigating each aspect to prevent it in the future. 
· We are reviewing our breakfast services to ensure that all the food served remains hot and delicious for a long period of time to meet the expectations of every guest.
· Our team of efficient employees implements appropriate measures to prevent noise disturbance to provide comfort to each guest that we serve. We are currently implementing a soundproofing system so that no sound from other rooms can disturb any other guest.
· We are thoroughly investigating the housekeeping procedure and guarantee that every room meets the highest hygiene standards and meets every customer's requirement.
Your feedback is valuable to us as it will help us to improve further and I can assure you that your concerns will be addressed. I am deeply sorry for the inconvenience that you had to go through during your stay. I hope you will give us another opportunity and trust our brand during your next visit.
Thank you
Yours Sincerely
______________________
Name: 
Designation:
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Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
Introduction
Managing the Hotel guest cycle is important as it is considered as a guideline for Hotel Management in delivering exceptional guest experience. In this section of the study, four elements such as pre-arrival, arrival, duration of stay and departure will be analysed to ensure guest satisfaction and loyalty.
The pre-arrival stage can be defined as the primary stage that sets the tone for the entire guest experience. Pre-arrival communication is important for guest management and hotels can utilise technology such as personalised email communication and mobile applications to engage guests before their arrival. For example, the Marriott International mobile application helps the guest check-in before arrival and select room preferences (Rahimian et al., 2021). They can also use a digital key to access their room which is convenient and aligns with the current trend of contact list service in the post-pandemic hospitality business (Sipe, 2021).

	
Element 2 – Arrival 


	The arrival stage is another social aspect and it is considered as "the moment of truth" in the guest cycle. In this stage of the guest cycle framework, the hotels must provide a seamless check-in process to satisfy the guests (Chen and Chen, 2022). Personalised welcome amenities such as welcome drinks and efficient registration procedures utilising Technology such as mobile check-in can also improve guest experience. For example, Ritz Carlton utilises "The Credo" to provide exceptional experience to the guests. This principle provides a personalised experience and the staff member addresses guests by their name to anticipate their needs and create memorable experiences (Kansakar et al., 2019). 

	
Element 3 – Duration of stay 


	
The next stage of the guest cycle framework is the duration of the stay and in this stage, the employees must deliver exceptional service to meet and exceed their expectations (Ivanov et al., 2019). Continuous engagement and proactive services are important in this stage for adequate waste satisfaction. The front office employees can use up-selling opportunities such as room upgrades and personalised service to enhance their overall experience (Stringam and Gerdes, 2021). The Four Seasons Hotel and Resort focuses on these details during the guest's stay. Personalised greetings and customised amenities are common in this property along with a focus on providing memorable moments throughout the stay of every guest (Gupta et al., 2022).


	
Element 4 – Departure 


	
The last stage is departure and it is one of the important stages in the overall guest cycle framework as it is the last opportunity for the hotel and its employees to leave a positive impression on the guests. In this stage, the employees, particularly the front office staff must highlight the significance of express checkout options and post stays to gather feedback (Lee et al., 2020). Effective management is important in this stage, including communication with the guest in a polite turn and taking whether or not there are any discrepancies from the hotel's end. Employees must encourage customers to leave positive reviews on sites like TripAdvisor and ask the guests to fill up the customer satisfaction form (Alsuwaidi et al., 2022). The front office must also provide a smooth checkout process and Express their gratitude so that the guest visits again. As a real-life example, Hilton hotels and resorts can be used as it provides not only exceptional guest experience during the stay but also during the check-out time (Ampofo, 2020). This hotel uses digitised check-out options and allows customers to settle their bills and provide feedback effectively. The trained front office employees express heartfelt gratitude and invite guests to visit again and, in this way, they foster a sense of loyalty.
Conclusion
Based on the above discussion it can be understood that the guest cycle is one of the crucial frameworks which focuses on careful guest management in each stage to ensure positive guest experience. In this study, appropriate real-life examples were used to describe every stage of the guest cycle. The main focus of the study was to provide relevant information from the pre-arrival stage to the departure stage through which a hotel can achieve a competitive advantage and build long-lasting relationships with the customers.
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American Family of 6 Travels to UK! Luxury Family Hotel
with Exceptional Service

“avourite

Excellent hotel with exceptionally high service. We had adjoining rooms for our
family of six, and had a wonderful stay next to Hyde park in London. Room
service for the kids was a fun experience (pizza, fish goujons, spaghetti
bolognese, chicken nuggets), and the adults enjoyed dinner and drinks in the
hotel restaurant. Morning breakfast was great. A superior English breakfast
buffet, with fresh hot toast, local preserves, and hot coffee delivered table side.
Serving staff was very accommodating and helpful with my 1and 3 year olds.
Thank you to the entire hotel staff and management! Especially Alex, Candy, the

Read more v

Date of stay: June 2023




