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Content-1: Student Reflection Journal: Front Office Operations.


COMPONENT-1. STUDENT JOURNAL. FRONT OFFICE OPERATIONS.
I started my placement on 15 January 2024 at Premier Inn located at Pontefract North. My hotel mentor is Mr. Robert Darling who I found an extremely helpful, friendly and a thorough professional. I found him extremely knowledgeable and skilful. I saw him taking care of around three Premier Inn hotels in the area. My colleagues at the front desk include Sue Firth, Courtney, Clare and Monika. I am supposed to work 16 hours in a week at least to meet the mandatory requirement of 160 hours in ten weeks. I am doing two shifts of 8 hours per day in a week. 
My feelings: I was initially stressed about the hotel placement due to my previous experience working behind the desk for 20 years and the physical demands of the job. Moreover, I was placed in a hotel 50 miles away from my residence, which was challenging due to their physical conditions and bad back. This added to the stress and made it difficult to start the placement on the given day. Despite this, I was confident in my communication skills, which I believed would help me in the front desk roles. Communications is the key skill at the front desk. (Four Seasons, 2021). I felt extremely proud of myself after checking-in my first guest, independently. I check-in multiple guests on my shifts now.
Evaluation: The first shift was a challenging due to physical limitations and long travel distances. I have been working from home for years. Nevertheless, I have a passion for the hospitality industry, aiming to become a manager of an International Hotel chain in near future. Working at the front desk was challenging due to unfamiliarity with the operating system and dealing with different types of customers. I started to learn the organizational skills working with this hotel managing different tasks at the same time. Organizational skills is crucial to work at the front desk, as sometimes one has to manage various tasks with people waiting in the queue. Despite the physical limitations at present, I remain committed to my goal of becoming a manager in the near future. Big brands like Hyatt provide smooth check-in and quick customer service (Hyatt, 2021).
Analysis: I realized that when having stress and fears of the unknown, one could not perform to the best of their abilities. The hospitality industry is both enjoyable and challenging, but if one has passion, it is not difficult. It involves meeting new people, discussing their reasons for visiting, and making them feel comfortable. However, it can be stressful due to physical movements, long commutes, and working with unfamiliar teams. That all changed when I started interacting more with the team. They helped me a lot during my tasks at work and showed me lot of encouragement to perform these tasks. This changed my perception of the whole situation and I realized that I should have been more vocal with my team and the manager. It made it easy for me actually to learn and enjoy what I was doing. I learnt that significance of the teamwork. Belbin's Team Role Theory suggests that effective teams are composed of individuals who fulfil specific roles that complement each other's strengths and weaknesses (Belbin, 2012).
My strong points and weakness: Communication has always been my strong point. I learnt the significance of this skill during my job role at the front desk. There is a theory that is linked to effective communication skills for front desk roles in the hotel industry is the Communication Accommodation Theory (CAT). CAT, proposed by Howard Giles, posits that individuals adjust their communication style to accommodate or align with the speech patterns, accents, and behaviours of others in social interactions (Giles, 1973). I did the same when talking to people with different social and cultural backgrounds. This improved my communication skills at work. My weakness was my travel time and not been able to stand for long hours. 
Action plan: In my next placement, I would definitely be looking to be placed nearby where I do not have to commute for about 100 miles. I would also be in a lot better shape physically to start my placement next time and will not have any preconceived notions. I would also be taking with me the experience of working as a team in the next placement. Moreover, I would not be biased about working in a team and any environment for that matter. When reflecting on a challenging guest interaction, as a front desk staff I would utilize Gibbs' Reflective Cycle (Gibbs, 1988) to analyse the situation and identify opportunities for improvement. In addition, I learnt to talk to guests and answer their questions at the front desk of a hotel; you need to have good communication skills (Smith, 2018). To handle check-ins, checkouts, and reservations all at the same time, you also need to be able to multitask (Jones & Brown, 2020). It is important to know all of the hotel's rules and procedures inside and out in order to give great customer service and solve any problems that may come up (Johnson et al., 2019).
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	Trip Advisor Review Response 150 words +/-10%

	



Feedback.

Dear Guest,
Thanks for the great review of our hotel. We are glad to hear that you had a great time at our hotel and that you thought it was clean, comfortable, and easy to approach.
We are delighted to know that you liked our warm welcome, extra bed service, the shower, bath, and the clean tap water. We strive hard to provide the best amenities and services to all our guests. Location of any hotel is quite important and we are pleased that you find the location suitable and that you were also able to get your essentials at a Morrison's store nearby. 
Unfortunately, you missed your chance to come to our restaurant. We hope you will come back soon and enjoy our tasty food. We serve a wide range of foods so that everyone can find something they like. 
Again, thanks for picking our hotel and giving us your feedback. We hope to see you again soon.
Sincerely,
Hotel Manager











































	Screen shot of referenced Trip Advisor review used:
Trip Advisor Review. 
www.tripadvisor.co.uk. (n.d.). Review: Comfortable, Clean and Convenient - Premier Inn Pontefract North Hotel, Knottingley - Tripadvisor. [online] Available at: https://www.tripadvisor.co.uk/ShowUserReviews-g668548-d571552-r935919985-Premier_Inn_Pontefract_North_Hotel-Knottingley_West_Yorkshire_England.html [Accessed 16 Feb. 2024] 
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	Letter of complaint response 500 words +/- 1-%

	


Complaint Letter. 
Dear Joanna Blake,
Thanks for writing to us about your recent stay at our hotel. We appreciate your feedback, and are sorry to hear that your experience was not good enough for you. We are proud to offer the cleanest, most comfortable, and best-served accommodations to our guests. Unfortunately, it looks like we did not live up to your expectations this time. We are truly sorry for the problems you experienced during your stay.
After looking into it, we found that there was a misunderstanding about the room assignment between our housekeeping staff and the front desk. That is why your room was not cleaned and ready for you when you got there. We have taken steps to make sure this does not happen again because it is not acceptable. Additionally, we have retrained our housekeeping staff to clean and sanitize the rooms as per the policy in place.
We recognize the significance of ensuring that our guests remain connected and productive throughout their stay, despite the slow Wi-Fi. We have investigated our Wi-Fi system and discovered that a technical error compromised the connection's speed and stability. Our service provider was contacted regarding this matter, and they have since resolved it. Additionally, we have increased our bandwidth and upgraded our Wi-Fi equipment in order to provide our guests with faster and more reliable Wi-Fi. 
Concerning the conduct of the staff, we regret to learn that you viewed them to be uncooperative and unresponsive to your concerns. We respect our guests and make every effort to deliver service that is cordial, diligent, and friendly. We have addressed the issue of customer service and communication with the relevant staff members and offered them extra training and support to boost their competence and outlook.
We extend our sincerest apologies for any inconvenience or disruption that may have been caused by the excessive volume of conversations and the noise emanating from adjacent rooms. Particularly at night, we stick to a stringent policy of maintaining a tranquil and quiet environment for our guests. Signs advising guests to maintain a quiet environment and be considerate of others are strategically placed throughout the hotel. Additionally, security personnel patrol the property and enforce the policy. Nonetheless, it appears that a few guests disregarded the policy and caused the disturbance. The patrolling staff did approach the concerned guests and advised them about our policy. 

We regret that you faced some issues during your stay at our hotel. If you had spoken to the shift manager, we would have resolved them in a friendly manner. However, we appreciate your feedback and your patronage. As a token of our appreciation and to show you how much we care about your satisfaction, we are happy to give you a free one-night stay at our hotel, valid for one year from the date of this letter. You can use this coupon to book any room you prefer, depending on availability. We look forward to welcoming you again and to giving you a better and more pleasant experience.
[bookmark: _GoBack]We are very sorry for the trouble and unhappiness you felt during your stay. We are grateful for your feedback and your support. Please let us know if you need any help or information. We hope to have you again at our hotel soon.

Sincerely,
Hotel Manager

















































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

	
Key Skill 1 – Customer Service Skills  


	
Within the diverse hotel industry, the front desk acts as the central hub, skillfully managing the guest experience. Front desk personnel must have a diverse skill set including customer service, communication, organizational, and problem-solving skills to succeed in this important role. This essay explores crucial skills, drawing on knowledge from academic literature and practical examples from well-known hotel chains worldwide.

Customer Service Skills:
Customer service skills are essential in hospitality, playing a crucial role in ensuring guest satisfaction and loyalty. Four Seasons Hotels and Resorts excel in customer service by adhering to the "Golden Rule" philosophy, which emphasizes treating others with the same warmth and respect one expects for oneself (Four Seasons, 2021). This ethos influences all parts of the guest experience, from personalized interactions to proactive service delivery. Scholarly literature emphasizes the critical role of customer service in influencing guest perceptions and promoting brand loyalty (Zeithaml et al., 1990). Front desk personnel enhance the guest experience by surpassing expectations, addressing issues promptly, and making memorable moments. This helps build a loyal customer base and positive reputation. 






	
Key Skill 2 – Communication Skills 


	
Communication Skills:
Communication skills are crucial for smooth guest interactions and operational efficiency in a hotel setting. Hilton Hotels & Resorts acknowledges the crucial significance of communication in providing exceptional service. The "Hilton Hospitality" training program provides staff with the essential communication skills to genuinely and empathetically interact with guests (Hilton, 2021). Schoenmueller and Gordon's (2015) research highlights the influence of communication on guests' perceptions of service quality. Effective and precise communication not only comforts guests during service interactions but also builds trust and connection, establishing the groundwork for enduring guest relationships and favorable word-of-mouth. Malmaison Hotels prioritizes communication skills in their staff to guarantee clear and empathetic communication with guests (Malmaison Hotels, 2021).





	
Key Skill 3 – Organisational Skills 


	
Organizational Skills:
Organizational skills are essential for managing various tasks efficiently at the front desk due to its dynamic nature. Hyatt Hotels Corporation demonstrates exceptional organizational skills by utilizing cutting-edge technology and standardized protocols. Hyatt Centric and similar brands prioritize smooth check-in processes and effective guest service through strong organizational structures (Hyatt, 2021). Organizational skills are crucial in the fast-paced hotel industry to maintain smooth operations and provide outstanding guest experiences. Efficient organization allows hotels to simplify procedures, maximize resources, and uphold exceptional service levels. Hilton Hotels & Resorts, a global leader in hospitality, prioritizes organizational efficiency. Hilton ensures efficient check-in/check-out processes and personalized guest service by implementing rigorous training programs and standardized procedures to facilitate seamless coordination among departments (Hilton, n.d.). Organizational skills are crucial for ensuring efficient daily operations, including managing reservations, coordinating housekeeping services, and overseeing event logistics. The Pig Hotels, an independent boutique hotel chain, demonstrate the significance of organizational skills in providing customized and seamless guest experiences (The Pig Hotels, 2021). Hotels enhance efficiency and maintain service standards by using strong organizational frameworks. 
Academic literature highlights the criticality of organizational skills in maintaining operational efficiency and guest satisfaction (Bitner et al., 1994). Front desk personnel need to show meticulous attention to detail and adept time management in order to manage reservations, room allocations, guest requests, and logistical challenges effectively. Hyatt Hotels Corporation, known for its dedication to excellence, focuses on organizational effectiveness in its operations. Hyatt guarantees efficient room management, timely guest service, and extreme attention to detail in its properties by utilizing advanced technology and following best practices (Hyatt, 2021). Organizational skills are essential for enhancing efficiency and excellence in the hotel industry, helping hotels to satisfy guest demands and stay competitive in the market.








	
Key Skill 4 – Problem Solving Skills 


	
	
Problem-Solving Skills:
In the ever-changing hospitality industry, unexpected challenges are bound to occur, requiring quick and effective problem-solving abilities from front desk employees. Marriott International promotes a "Spirit to Serve" culture, encouraging employees to handle guest issues in a proactive and efficient manner (Marriott International, 2021). Problem-solving skills are essential for front office operations in the competitive UK hotel industry to uphold high standards of guest satisfaction and operational efficiency. Premier Inn is a prominent hotel chain in the UK recognized for its dedication to providing excellent customer service. Premier Inn prioritizes problem-solving skills in its front desk staff through specialized training programs and continuous support systems. (Premier Inn, 2023). Front desk staff have the authority to promptly and effectively handle guest issues, guaranteeing a smooth and pleasant stay for guests. Hotels such as The Ritz London show their dedication to addressing guest issues and improving guest experiences by promoting innovation and resilience in their culture (The Ritz London, 2021). 
The Malmaison Hotel chain is another outstanding example in the UK hotel industry, known for its boutique luxury services. Malmaison values problem-solving abilities in its front office operations to maintain its reputation for providing personalized and distinctive guest experiences. Staff are trained to predict possible problems and take proactive steps to solve them in order to surpass guest expectations and build loyalty. In the UK hospitality sector, independent boutique hotels such as The Pig Hotels have shown the importance of problem-solving skills in front office operations. The Pig Hotels prioritize providing a unique and memorable experience by empowering their front desk staff to handle various guest requests and unforeseen challenges with creativity and efficiency. Research highlights the crucial importance of problem-solving skills in reducing service failures and maintaining guest satisfaction (Bitner et al., 1994). Front desk personnel must utilize creative problem-solving techniques to maintain the hotel's reputation for excellence by resolving booking discrepancies, addressing maintenance issues, and accommodating special requests.

Conclusion:
Concluding this it is pertinent to state that the front desk department of a hotel necessitates a diverse range of skills including customer service, communication, organization, and problem-solving abilities. This essay has highlighted the crucial role of competencies in shaping outstanding guest experiences and achieving operational excellence in the front office operation by combining insights from academic literature and real-world examples from top hotel chains. Problem-solving skills are essential in today's UK hotel industry, regardless of the hotel's size or specialization. Hotels that focus on and develop these skills in their front office staff improve guest satisfaction and gain a competitive advantage in the market.
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Chelmstord United Very friendly welcome. Clean comfortable room with a cot provided on request. Clean room with lovely
(ingdom
@4y Shower and a bath. The location was very convenient close to the Al and there was a Morrisons store

nearby (short drive) for essentials. Lovely fresh tap water and made a nice cup of tea. Didn't visit the
restaurant but it looked nice.

Date of stay: January 2024
Room Tip: Easy parking

type: Travelled with family




