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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	



Hello William, we are excited to hear about your amazing experience during the stay in our hotel. We would like to thank you for the review and feedback, and for choosing to stay with us during your travels with your spouse. We highly appreciate the feedback on our staff and the service you received. We are focused on providing our staff with top notch training and are glad that this training has been beneficial to our clientele and their loved ones. We are constantly working to provide our guests with the best. Please extend our kind and warm regards to your loved one. We are glad that our amazing rooms that are designed to provide comfort and peace for our guests helped to make your trip much better and fun. We are excited to be serving you again soon. Thank you for choosing us once again, and Happy Holidays to you and your family.  
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	Letter of complaint response 500 words +/- 1-%

	
Hello, Mr. Fredrick; we would like to thank you and also acknowledge the receipt of your letter and concerns regarding your stay at our hotel. We thank you for the review of our hotel, as we value you as our customer. Firstly, we are very sorry to hear about your experience during your stay with us. Our main aim as a hotel is to provide our guests with the best experience, peace, quality food and drinks, and clean environments. It is our primary goal to ensure that the housekeeping is impeccable to ensure the comfort and safety of our guests. Please note that we are taking the necessary measures to mitigate similar incidents.
Moreover, we are focused on providing regular training for our housekeeping team to ensure such incidents do not occur. We are also taking necessary steps to ensure that our rooms are upgraded, and the cleaning level is improved. We have addressed this issue with our housekeeping staff to ensure this experience is not repeated. We have also looked into the staff responsible for your shared room to get a better understanding of the lack of regular and proper cleaning of your room.
Please note that as a hotel, the provision of quality meals to our guests is vital, as this affects your health and satisfaction as our client. Thus, we ensure that we include experienced and highly trained chefs who work diligently to provide excellent meals that keep our customers returning. Again, we apologize for your experience and would like to state that this is not part of the norm in our hotel. We would also like to assist in the provision and forwarding of guest complaints in the future in instances where the neighboring rooms might cause disturbances. As a hotel dedicated to providing the best experience, we urge our clients to communicate the noise complaint to the front desk to ensure that they are assisted in reassigning a different room that is more peaceful. We apologize for this inconvenience.
We are pleased to inform you that we will be taking your complaints seriously and implementing new rules that ensure clients' experience is improved and that noise complaints are adequately addressed for the comfort of all. We also have a front desk service where all our guests are encouraged to rate their experience with us during checkout, an activity that we greatly appreciate, as it helps us better the client experience. We have also worked on designing a new menu and services, which allows for guests to make special meal requests and also request for meals to be delivered to their rooms at their convenience.
We thank you for your review and for choosing to stay with us during your travels. Please accept our since apologies. You can contact our management team directly through the email Rodehotelmanagement@gmail.com.
We look forward to hearing from you and serving you as our customer. To further show our desire to handle and address these matters, we wish to contact you personally to discuss these issues personally. Kind regards, the team at Rode Hotel.   





























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

	
Element 1 – Pre-Arrival 


	


This stage involves guests choosing a hotel before traveling. The decision on the hotel to choose depends on various factors, including the location, cost, advertisements and marketing, referrals, hotel name, and loyalty program availability. Guests also make this decision based on the reservation process, ease of the process, and the customer service experienced during booking. Guests will rate the hotel based on the receptionist’s description of hotel facilities, such as room type, rates, attractions close to the hotel, and recreational facilities and activities (Sharma, 2020, p.1). Reservation is the most crucial part of pre-arrivals since the reservation staff plays a significant role in creating a good image of the hotel. This is achieved through the confirmation of special requests from guests, such as airport pickup, extra beds in the room, or access to wheelchairs. The front office is tasked with creating a guest portfolio, booking the room on the chosen date, and making arrangements for special requests. These portfolios effectively ensure that any special requests, such as allergies or airport pickup, are easily accessible by hotel staff and that guests are catered to according to their liking.





	
Element 2 – Arrival 


	

This phase of the guest cycle involves the face-to-face interaction and welcoming of guests by the hotel staff. This is a vital stage as it sets a standard of services and attentiveness to guests by the hotel staff. The front office is tasked with welcoming the guests, which can include offering a refreshing drink to welcome them (Sharma, 2020, p.2). They are also tasked with the registration process of the guests, requesting payment and credit card information (Sharma, 2020, p.2). The front office hands over the room key to the guests and guides the bell desk to handle the guests’ luggage to the room. This phase involves the delivery of mail messages to guests received by the hotel on behalf of the guest.


	
Element 3 – Duration of stay 


	

This phase of the guest cycle provides guests with a first-hand experience of hotel services and facilities and their effectiveness and quality. Guests experience housekeeping services, hotel food handling and quality, adherence to allergies and children, and access to safe recreational facilities (Sharma, 2020, p.2). The services of the hotel are best experienced and rated during this stage. Thus, it is the most critical phase, as it ensures that guests get to decide whether they love the hotel and will be repeat customers in the future. This phase allows guests to provide referrals to their loved ones to stay at the hotel. The front office is perceived as the interface of the hotel, where guests can have a feel of what the other departments of the hotel operate (Sharma, 2020, p.2). This phase involves handling room keys when guests are leaving and coming to the hotel, coordinating message coordination with the guests, and managing guest accounts. Account management involves the regular auditing of the guest accounts to include the guest requests and expenses (Sharma, 2020, p.2). Mail delivery is also crucial for long-term guests, which requires confidentiality, convenience, and professionalism as part of the quality service package offered to guests. The front desk can receive messages and emails when guests are not in their rooms or have not yet checked in and keep them safe to be delivered to guests once they check-in. The front desk is also tasked with guest paging, where guests can be located outside their room when needed by the front desk or other guests (Sharma, 2020, p.2). This phase further includes the reception and management of queries and complaints from guests and catering to their needs. Guests are also provided with information regarding the hotel, amenities, and towns nearby the hotel and assistance in booking vehicles and drivers to assist in navigating the city.





	
Element 4 – Departure 


	
	

This phase of the guest cycle involves the guest checkout process, where the staff is tasked with ensuring a smooth and hassle-free checkout. This phase involves the preparation of accurate guests’ bills that detail the guests’ expenses and financial transactions. The next step involves settling the guest's account to ensure that the guest clears the bill (Sharma, 2020, p.3). After bill payment, the front desk offers luggage handling by the bell desk to ensure smooth movement of luggage to the car (Sharma, 2020, p.3). This process may also involve requesting guests to provide their feedback and review the hotel services and facilities. Guests can also sign the visitors’ book in the process. Lastly, the marketing and sales departments are tasked with presenting promotional materials to guests to encourage future stays at the hotel. Guests may also be offered promotions and offers for future hotel visits and bookings. Lastly, the staff is tasked with offering a warm farewell to the guests and thanking them for their stay with the hotel.   
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Excellent

Excellent service from staff especially Kelsey on arrival. Hotel is warm,
friendly.food and drinks very reasonably priced. Definitely be back and we
haven't checked out yet! One more night to go. All in all | would rate this hotel as
4 3% @. The superior rooms are lovely and spacious with hot radiators ... a rare
find in some hotels! You won't be disappointed with your stay.
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Date of stay: November 2023

Trip type: Traveled as a couple
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This review s the subjective opinion of a Tripadvisor member and not of Tripadisor LLC. Tripadisor
performs checks on reviews as part of our indlustry-leading trust & safety standards. Read our transparency.
report to learn more.





