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Introduction
The front office and desk refer to the main operational department to perform most of the duties in the specific field and facility. The front office may be of reception, sales and marketing, housekeeping, reservation, concierge, and front desk in any company office. The place where the guest first interacts with the hotel services and staff is called the front office of the hotel. It is also called the hotel’s public image and it should be well-positioned, skilled, resources, and appearance. The staff of the front office must be skilled enough to connect with the customers, stakeholders, and collaborative hotels. 
Main Body 
Stage 1: Description
A diverse skillset is mandatory to be hired and work at the front desk of the hotel to provide excellent customer service. The front desk employees are those workers with experience working in the hospitality sector and practical experience in my case, I can provide personal reflections and connect them to the examples in order to focus on the key skills mandatory for this role. Theoretical knowledge can also be applied in the sector by learning and gaining insight into the essential hospitality sector (Gibbs and Slevitch, 2019). 
Multitasking is another important skill for front desk employees to handle multiple tasks simultaneously. It consists of checking guests in and out, responding to emails, answering phones, and assisting with different inquiries (Kuokkanen and Van der Rest, 2022). 
Attention to detail is also very important as accuracy is the key to performing each and every task of reservation, updating guest information, and handling payments by double-checking each and every detail to make sure of error-free results. 
Problem-solving skill is very important for front desk employees to work in the fast-paced hotel sector in unexpected situations like room availability issues, guest complaints, and any technology failure (Adeani, Febriani and Syafryadin, 2020). 
Stage 2: Feelings 
In my job designation at the front desk, I face many issues and challenges in this fast-paced hospitality sector. At the same time, I also feel contented and successful in being able to handle guest’s issues and provide quick and abrupt solutions. In front desk employment, mostly during peak time check-in and check-out are stressful. 
Stage 3: Evaluation 
Effective Communication: my communication skills include my strengths as I am very talented and have the potential to communicate and engage with the potential guests in a friendly and professional style by actively listening to them and providing them with abrupt and workable solutions (Warqanimarayu and Arasanmi, 2020).
Multitasking and Time Management: I have developed my multi-tasking skills by prioritizing my tasks based on the urgency and requirements of guests. 
Attention to Detail: with a detail-oriented personality, I am also able to identify uncertain situations at working workplace to become more vigilant to avoid any mistakes (Sousa et al., 2019). 
Adaptability: I also have a skill of adaptability to handle uncertain and unexpected situations. 
Problem-Solving: my working experience at the front desk has increased my problem-solving skills to find creative and innovative solutions for guests’ preferences and needs (Carlisle, Ivanov and Dijkmans, 2023). 
Stage 4: Analysis
1. Effective Communication: in the hospitality sector, effective and clear communication of both oral and written is very important to handle diverse customer base in the hotel industry and understand their needs and preferences to provide maximum customer service (Singh and Jaykumar, 2019). 
2. Multitasking and Time Management: Different theoretical literature also focuses on the skills of multi-tasking and time management to increase guest service by timely check-in and out formalities, and juggling different tasks simultaneously (Adeani, Febriani and Syafryadin, 2020).
3. Attention to Detail: the principles of theory also stress the importance of being meticulous to maintain accuracy and avoid errors in recording guests’ information and performing financial transactions (Shin, Perdue and Kang, 2019). 
4. Adaptability: Hypothetical principles also highlight the importance of adaptability skills acquired by the front desk employee to be able to accommodate last-minute changes as per guest's requirements without any impact on the hotel image as to adjust rooms of the guest over any maintenance issue and on customization request. 
5. Problem-Solving: all these theoretical principles make sure employees learn and teach every skill required and knowledge mandatory to provide relevant data and information to avoid any transitional and operational challenges in the industry (Alexakis and Jiang, 2019). 
Stage 5: Conclusion
I can observe and evaluate my aligned skills with the theoretical approaches and critical for the success and growth in the front desk by reflecting on my skills and professional experience.  
Stage 6: Action Plan 
I have to take action plan to further improve my skills to perform at the front desk in the hotel. 
· I will make sure to double-check the information and financial transition to become detail detail-oriented person (Kijpoonphol and Linh, 2021). 
· I will definitely learn and gain knowledge in the advanced and updated technology and methods to introduce in my designation performance to handle multiple tasks with higher efficiency. 
· To evaluate my skills on a timely basis in this fast-paced hotel industry, I will continuously learn to get involved in the hospitality sector (Kuokkanen and Van der Rest, 2022). 
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Component Two
Contribution to Overall Module Assessment: 25%

	Trip Advisor Review Response 150 words +/-10%


	In respect of your recent stay at our property in London, we appreciate your heartwarming and kind feedback. Our primary goal is based on ensuring that excellence and warmth experience has been gained by each guest from our services. 
For our team, we can say that all our staff are valuable members because they have shown dedication to the provision of high-quality services to guests. We are interested in sharing with them the commendations that you have provided to us. We are confident that your feedback will help us in increasing the motivation of our staff so they strive for more excellence. 
We are happy that you are enjoying our services and we are looking forward to welcoming you again shortly. We will value your kind feedback because it will help us to make further improvements and it will be the best testament to the level of our commitment to providing service and environment like homes (Tripadvisor, 2022).

	Screen shot of referenced Trip Advisor review used:
[image: ]

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

	Mr. Ronald Federick 
17 Trinity Court 
Swansea 
SA1 2AR
Subject: Response to Your Complaint
Dear Mr. Federick,
I would like to hear from you and read my letter. In the first place, I must thank you sincerely for taking the time to say how your last stay at our hotel has affected you. It is a pleasure for us to take your comments and feedback because it will allow us to improve our services and deal with any problems that may be encountered by our esteemed guests.
First of all, I will apologize for a certain level of dissatisfaction and disappointment which has been experienced during your stay with us in room 205 on Saturday, 26th August. I know what you are worried about, and I would like to hear and resolve issues.
I am sorry if your breakfast on Sunday morning did not, please you because you said that it was tasteless and cold. It is quite disturbing to hear you say the food is not of good quality because we have a great appreciation for providing excellent cooking services. We have shared your comments with our kitchen and restaurant staff so that we can carry out a thorough assessment of the breakfast service to resolve this problem. You are entitled to expect an appetizing and warm meal because we recognize and realize this, and we are going to do everything in our power to uphold these standards in the future.
I am concerned with your response that due to a crying baby in another room you have experienced a considerable amount of notice that has disturbed you a lot. We are particularly concerned for the comfort of our visitors, and I would like to express my regrets about any inconvenience this may cause. We are going to do all we can to make our guests feel relaxed and welcome. We will review our system for assigning rooms in an attempt to mitigate the risk of further disturbances like this. Please be sure to inform us of your suggestions, which will contribute to the improvement of our visitors' accommodation.
For the cleanliness issues that you have experienced and encountered in room 205, I want to express my sincerest apologies. We are committed to maintaining Hygiene and cleanliness in all rooms but I was disappointed to hear we were short in meeting and achieving such a level of expectation. Additional training is provided to our housekeeping team to ensure that in future we could be able to prevent such issues. A thorough inspection is also performed because we are interested in guaranteeing that the highest standards of hygiene and cleanliness have been followed. 
Mr. Federick, we value your feedback because based on your feedback we can identify areas where some level of improvement could be made. Here, I can assure you that we will focus seriously on your concerns and we will take relative steps and measures for solving such concerns we will also ensure that in future these will not occur. I am hoping that you will give us another opportunity to demonstrate the high level of standard of service that we will offer our customers. 
I would like to offer you a complimentary one-night stay with us as a token of our commitment to your satisfaction and in this we will also offer you a free breakfast. To enable us to enable of taking arrangements please let us know your preferred dates so that we can offer you an exceptional experience. 
Once again, I take responsibility for failing to provide you with convenient services and I apologize for that during your last stay. I am looking forward to the opportunity so we can again give you an exceptional experience with better and improved services. 
Please contact us directly at www.premierinn.com/London/hotels or 00330 135 9037 if you have any further concerns or questions. 
Yours sincerely,

   Ramona Barna   

Manager ,
Hotel Premier Inn Wimbledon Broadway


 




	







Component Three:
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
Writing in essay format
To ensure a positive experience for guests and the overall success of a hotel it is important to manage the four stages of the hotel guest cycle effectively. We will develop a good understanding regarding each stage of the guest cycle in this comprehensive exploration and further evidence will be provided from relevant literature (Liu, Wu and Li, 2022). 
	Element 1 – Pre-Arrival

	It is the stage where the first interaction is made by guests with the hotel and its management. For the hotel, it is considered as an initial opportunity for the creation of a favourable impression. In the management of this stage, the following are key elements.
Reservation Management: In the prospect of the pre-arrival stage, one fundamental component is considered efficient reservation management. It is based on the management of reservations, consideration of preferences related to rooms, profiles of guests, and special requests. It has been found that a strong link has existed between guest satisfaction and reservation management. It is ensured by proper management of reservation that the experience aligns with the expectations of guests. 
For example, a centralized system of reservation is used by Marriott International based on which staff is allowed to access special requests and preferences of guests and a seamless experience is ensured. If a preference is maintained by a guest for a high-floor room allocation of such rooms could be helped by the system. 
Personalization: In the hotel industry, another growing trend is personalizing the guest experience. Understanding of tailoring services for meeting those preferences, and preferences of individual guests is involved in this. The importance of this aspect has been highlighted in "Hotel, Restaurant, and Travel Law," which was Cross & Miller's book. When based on a personalized touch then it is the start of guest stay such as appreciation and valued feeling could be increased in guests by offering their favorite drink upon arrival. 
For instance, the art of personalization has been mastered by luxury hotel brands such as Four Seasons, guests are allowed by their four-season app to create profiles based on their preferences. In this way, the staff already know preferences when a guest returns to the hotel (Sann and Lai, 2020).


	Element 2 – Arrival

	
The moment when guests physically enter the hotel is called the arrival stage. Setting the tone of stay by the guest is a critical phase. The following are key elements. 
Check-In Process: One important and key aspect is ensuring an efficient and smooth check-in process. This process could be expedited by the use of technology such as mobile check-in apps. Guests are allowed based on mobile check-in or bypassing the front desk and directly proceeding to their room. 
For example, guests are enabled based on the Digital Key system of Hilton to use their phones for check-ins and accessing their rooms. The check-in process has not only been streamlined by this technology but also aligns with the tech-savvy preferences and contactless of many guests. 
Welcome and Orientation: Another important aspect is the provision of a warm welcome to guests and providing different facilities to them. The importance of responsiveness and empathy in service quality has been underlined by the SERVQUAL model. 
Upselling and Cross-Selling:  When upgrading or providing other services on arrival, the revenue can be increased. Marriott International, a pioneer in the hospitality sector, is widely known for employing such tactics. Front desk staff will be provided with training on offering additional services as well as selling them to customers when they check-in. For example, they could offer a range of experiences such as dining and spa packages or hotel upgrades which would not only increase their revenue but also improve the client's experience (Lukanova and Ilieva, 2019).

	Element 3 – Duration of stay

	A critical period for maintaining a good level of satisfaction of guests is called the duration of the stay by the guest in the hotel. The following are key elements:
Guest Services: During the stay of guests in the hotel, the provision of excellent services to guests is important. Concierge services, room service, and housekeeping are included in these services. 
For instance, due to butler services, a good reputation has been gained by the St. Regis brand which is a part of Marriott International. A personal butler is assigned to each guest who is involved in taking care of the needs of guests. 
Engagement and Feedback: Actively involving visitors when they are there, and getting their point of view, is an essential element in managing the length of stay. To speed up the resolution of the problem, timely feedback tools may be helpful, such as online surveys and applications for smartphones.
The usage of digital comment cards by InterContinental Hotels Group (IHG) is a famous example of this. They encourage visitors to give feedback while they are in the room using their mobile app. The hotel can address any problem as soon as it arises, and thus improve the visitor's stay, by using this real-time input (Rahimian et al., 2021).

	Element 4 – Departure

	The stay is concluded by the guest during the departure stage and to leave a lasting impression on the guest is another critical opportunity. The following are key elements:
Check-Out Process: An efficient and smooth check-out process is also important similar to check-in. this process could be streamlined based on the use of electronic invoicing and express check-out options. 
Hyatt has offered this kind of service as an example of this. Based on the in-room TV and mobile app of the hotel, guests can check out and in this way, the departure process is made convenient and swift. 
Feedback Collection: One important element for improvement is encouraging guests to provide their feedback on departure. One prime example of such is the Ritz-Carlton because it is collecting feedback of guests actively and it is used for improvement of services. 
Post-Stay Communication: One practice based on which long-term guest loyalty could be developed is maintaining interaction and communication with guests after their departure based on follow-up surveys and emails. It enables the hotel to solve issues that are unsolved (Yacoub and ElHajjar, 2021). 
It is concluded that a multifaced approach is needed in the management of four stages of the hotel guest cycle and it is focused on loyalty and satisfaction of guests. Close attention should be given by hotels to the management of reservations, processes including check-in and check-out and personalization of services and collection of feedback for further improvement.
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Excellent

Having just returned for two night stay at Wimbledon broadway premier inn. | just
want to say how impressed we all were with the rooms and cleanliness of the
whole hotel . All of the staff were amazing and so professional, we also had
breakfast and again here all the staff brilliant and the very good value for money
- We usually would stay at hotels higher end of the market but because there
were six of us we chose this location (which is also excellent) Last of all | must
mention the manger who was extremely friendly and welcoming along with
reception staff, Courtney, Melinda and Ella. We wil definitely be returning again

Read more v

Date of stay: March 2022

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




