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Front desk personnel are very important when it comes to the success of a hotel. They are the first members of the staff who interact with guests. Thus, they need key skills to effectively complete their tasks. Customer care is one of the main skills needed by front desk personnel. Customer care is all about dealing with guests. Thus, front desk staff should be welcoming, polite, and understanding when it comes to understanding the needs and wants of guests. They need to have the patience to listen while completing their other tasks. Front desk personnel must also be able to have proper teamwork skills. Seeing that front desk staff are usually the ones who are in contact with the guests they must be able to successfully communicate with those in other departments. This would ensure guests’ demands are met. In this growing time technology has been evolving. Businesses try and evolve with technology so that it would be easier to manage their business. Thus, front desk personnel need to be able to use the internet and all that comes with it such as apps, Wi-Fi, websites, emails, and calls. This also ties in with flexibility because front desk staff must be able to immediately get accustomed to any new procedure and practice to ensure they are updated otherwise this can affect the running of the hotel. Scheduling and proper management are highly important, especially for a business like a hotel. Scheduling comes in handy with proper management because, for example, when guests make bookings front desk staff must be able to schedule their arrivals and departures to ensure they know which rooms are available for prospective guests. They must be able to have proper filing skills whereby they can keep track of all the documents about their guests, for example their confirmation emails, security deposit information, and identification. Front desk staff must also be able to solve problems. They must be able to answer a guest's call at all times. There can be problems in any situation, which is why problem-solving is important. If staff cannot find quick ways to mitigate a situation it would reflect badly on the hotel. This can result in guests getting upset or complaining or even worse leaving with a bad experience. Thus, this is a skill all front desk staff should learn. Knowledge of a foreign language can also be an asset as a front desk personnel because many people visit countries where they barely know the language thus knowing common languages that do visit the hotel would also help with problem solving. This is a common practice when it comes to choosing staff for that area of the hotel. (Half, 2023) (Team, 2023) (Lenson, 2019)
When using the Gibbs reflective cycle, it’s important to understand and learn from a situation. Let's use two of my own experiences to explain this cycle. While I was working in a hotel a customer came up to me and asked me in a very aggressive manner about the surroundings of her room being nosey. At the time the room was located close to a family with a baby and there were not any rooms available for another few hours. At the time I was new at the front desk and the supervisor had gone to lunch. I tried to assist her, however to no avail where she demanded she see my supervisor who handled the matter. Another situation in this same hotel was when a guest called while I was dealing with another guest. This was a time when front desk staff was limited. I asked the guest on the phone if I could call them back seeing I was already dealing with a guest. However, they wanted to speak with me at the moment because it was all the time they had and I was not too experienced with multitasking. They then got upset and hung up which made us lose a prospective customer. If we use the Gibbs reflective cycle, I would first look at those two situations and describe the situation such as remembering who was there at the time of the incident or where and what time the situation occurred. Then I would try to understand my feelings during those situations and understand all the negatives and positives of the event. I would think about the experiences and evaluate what I did wrong and what I didn’t do in the situation. I would think to myself, what were the consequences? I would try and figure out more about the situation by asking more experienced staff members what they thought or what went wrong. I would then think about the situation and see where I went wrong or see what could have happened differently. Lastly, I would try and develop mitigation plans to handle the situation if a similar experience ever occurred in the future. (Main, 2023) (Team, n.d)  
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	Trip Advisor Review Response 150 words +/-10%

	Hello Julies,
Thank you for taking the time to give us this feedback. At the Holiday Inn Riverside Derby, we try our best to meet all our guests wants and needs in a timely manner to ensure you have one hundred percent satisfaction. We strive to ensure that all our employees are available to help in any corner of our hotel. We also ensure that all of the rooms are properly cleaned and ready for whenever you arrive. I am very happy to know you and your company enjoyed the food. In this hotel, we have some talented kitchen staff who use the freshest ingredients so that all guests are given a variety of mouth-watering, delicious dishes cooked to perfection. I will relay the kind words to Omar and the rest of our staff. Thank you again and do hope to see you soon.
Best Regards
Ionut Alexandru Dumitru





	Screen shot of referenced Trip Advisor review used:[image: ]
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	Letter of complaint response 500 words +/- 1-%

	
Dear Mr. Ronald Frederick,
[bookmark: _Hlk148955711]Good morning, I am so sorry to hear about the experience that you endured at Holiday Inn Riverside Derby on August Saturday the 26th. My name is Ionut Alexandru Dumitru and I am the manager of the hotel. I want to thank you for taking the time to write your letter and share your opinions and views. 
Firstly, I want to apologise for the cold and tasteless food. At Holiday Inn Riverside Derby we believe that breakfast is a very important part of our customer's stay. We always ensure our ingredients are made from the highest quality and our food is served warm. We also try to hire talented chefs who would make the best-tasting food that would delight all our customers. Please understand this is not a norm at our hotel. 
Secondly, I am extremely sorry that you did not have a quiet night's sleep. Usually, when there are children in our hotel, we place them on a different floor or ensure they are in a more soundproof room. However, at the time we did not have any other rooms suited for customers with children. I would like to say that babies are individuals who would cry if they have an issue and I would like to assure you this is not what our hotel encourages. We have a system put in place in case any issues like this arise I encourage you that if next time there is an issue like this, please feel free to immediately call the front desk and we will readily have a better option for you. 
Lastly in terms of hygiene in the bathroom. I want to apologize again for this issue. We take hygiene and cleanliness very seriously when it comes to our guests. We want to ensure that all our guests are in a comfortable clean environment where they are safe and healthy. We have several compulsory protocols that must be practiced by our trained housekeepers every day for every single room to ensure every room is clean and I will look personally into this matter.
In closing, I just want to reiterate that I am deeply sorry that you have experienced such a dissatisfactory stay at our hotel. I understand you are a very loyal customer and I hope this experience does not deter you from visiting our hotel again. Please let me express my apologies by ensuring your next stay would be much more satisfactory. My office number and email will be attached to this letter. Please feel free to contact me so that we compensate you for your next stay.

Best Regards,
Ionut Alexandru Dumitru 
Manager at Holiday Inn Riverside Derby
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	Prearrival is the first encounter with the guest within a hotel. It is also the first stage in the hotel guest cycle. This stage can be easily managed by being appealing, convenient, and early. When a hotel has apps and websites that show appealing videos and photos it's easy to entice customers to book their stay because they have already seen the services provided. This ties in with convenience whereby customers can use these apps and websites to readily book a room. This helps management because they would be able to better track and book rooms in their hotels instead of having everyone call increasing the chance of it being missed. Contacting customers early to confirm their stay and information would allow management to know which rooms are free to book. Personalising services with short questionnaires is an easy way for management to understand what services would be better suited for the customer. Upselling would be an easy way for management to encourage the customer to get more involved with services. Another way management can better handle prearrival is using technology where customers can check in using a mobile app. This would reduce the long lines at the front desk which sometimes could make front desk employees flustered and confused. A great example of these prearrival activities is the InterContinental hotel chain (IHG) they have apps and websites for easy bookings and check-ins. (Touch, 2019) (Guest, 2022) (De Bruijn, 2023) (Pedia, 2023)


	
Element 2 – Arrival 


	The second stage of the hotel guest cycle is arrival. This is the most important part of the cycle because it is where the customers physically interact with the hotel. This is the start of all business relations. Excellent customer service is key when managing this stage without issues. There are two types of arrivals: prearrival and walk-in guests. Pre-arrival guests are those customers who have already booked earlier in the year. Technology has evolved the way arrivals are done thus with prearrival guests they should have a confirmation letter. This has to be accompanied by their identification cards which would confirm both their identity and reservation. This helps management to handle guests at a rapid pace efficiently reducing the lines at the front office. This can also assist in identifying problems such as no confirmation emails etc. This is also an opportunity to briefly discuss policies and procedures such as security deposits. Hotels such as the Brion City Hotel in Curaçao do these procedures. (Nedd, 2023) Then there is the walk-in guest. When stage one is managed correctly in the instance that walk-in guests do occur management would easily be able to have information on available rooms. Management must also have preprinted or technology readily available to show walk-in guests what services they offer and find what would best suit the guest. Thus, many hotels have multiple front desk employees to easily manage guests depending on their status or how they are paying. These payments can be either cash, card, or sometimes rarely cheques. This would reduce the customer pile-up but also keep customers calm. (Augustine, n.d) (Alemar, 2022) (Life, 2021) (Hospitality, n.d)


	
Element 3 – Duration of stay 


	
The third stage in the hotel guest cycle is occupation or duration of stay. This stage deals with the experience of the customer. The front desk personnel are crucial in this stage because they are often the bridge between the customer and many other departments. Firstly, the front desk personnel should be readily available to answer any questions and requests from customers. Thus, WIFI and phone lines should be working in excellent condition. Secondly, to better manage requests there should be someone at the front desk at all times to ensure no calls or messages from guests are missed. This ties in with relationships within the workplace. To ensure a guest experience is satisfactory front desk personnel must have good working relationships with persons from different departments so that requests can be completed swiftly and accurately. Lastly, front desk personnel should also be quite knowledgeable of the services rendered by the hotel and the area in general. When guests ask about different activities, the hotel should have front desk personnel who should be able to readily answer. Also, many persons who are guests at hotels are sometimes new to the area. They would ask for good locations such as shopping, recreation, or restaurants to better enjoy their stay in the area. The Brion City Hotel in Curaçao has knowledgeable front desk personnel. (Nedd, 2023) A helpful front desk shows that the hotel is dedicated to helping their guests no matter the requests. (Cooke, 2023) (Kendra, n.d) (Life, 2021)


	
Element 4 – Departure 


	The last stage in the hotel guest cycle is departure. This part is the last interaction with the guest before he leaves the hotel. To better manage departures front desk personnel should send concise emails or short calls to remind the guest that their check-out time is coming soon and if they would like anything before their departure. Feedback is an important factor when it comes to departure seeing that a hotel needs to get feedback from customers. To better manage this feedback surveys etc should be given to guests a few hours before their departure while they are still experiencing the services rendered by the hotel. Providing these surveys earlier would also give guests time to sit and think about accurately answering the questions. Some customers leave letters, and small notes and verbalise their experience. Thus, someone at the front desk should be available to collect and listen to their feedback if it is given in that method. While guests are leaving customer care should also matter. Smiles and wishes of good sentiment would make the guest feel appreciated and more inclined to return. Post-departure activities such as courtesy calls, emails and calls about specials and promotions should also be practiced by the hotels to ensure customers always know that they are welcome in that specific hotel. (Life, 2021) (Kendra, n.d) (Cooke, 2023) (Welcome, n.d) 
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Great time would definatly reccomend

Had a lovely stay at the holiday inn,the manager Omar was a excellant host he
certainly looked after me and my friend ,the only problem was we didnt realise it
was so high up and i dont like heights but Omar found us a booth away the view
and kept checking that we were okay.the room and food was great and there
was plenty of selection at breakfast, would definatly go back againThank you to
Omar and all the staff.

Read more v

Date of stay: May 2023




