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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%
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	Letter of complaint response 500 words +/- 1-%
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format
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	Key Skill 1 – Customer Service Skills  
	Key Skill 2 – Communication Skills
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	Key Skill 3 – Organisational Skills 
	Key Skill 4 – Problem Solving Skills
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In conclusion, to be successful in hotel front desk administration, one must possess a wide range of abilities that go beyond mere technological proficiency. The importance of surpassing the expectations of every individual client is demonstrated through the possession of outstanding customer service skills, comparable to those demonstrated by the Ritz-Carlton (Setyarini & Maria, 2018). The Mandarin Oriental Property Group has exemplified the significance of outstanding communication abilities in fostering efficient cooperation across the entire establishment, not limited to front desk interactions (Taveira, 2003). Strong organisational aptitude is a prerequisite for efficiently managing the myriad of duties associated with front desk operations, as demonstrated by the Four Seasons Hotels & Resorts. As demonstrated by Marriott International, the capacity to address challenges productively is a critical requirement for proactively resolving problems and providing an outstanding customer experience. Front desk personnel are required to consistently enhance and adapt their fundamental proficiencies in light of the perpetually changing landscape of the hospitality industry (Setyarini & Maria, 2018)
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Evaluation:
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Superb boutique hotel

Brilliant boutique hotel rooms are great and bathrobes are a nice touch and great quality. Staff
are very good and extremely helpful. Really good breakfast choices and the English breakfast is
outstanding. Hotel is in a really good location.

Readless a

Date of stay:

ebruary 2024
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Subject : Complaint
Dear Sir/Madam,

1 am writing to express my disappointment and dissatisfaction with my recent stay in room 330
at

your hotel. Unfortunately, my experience fell far short of the standards | had expected, and |
believe itis important to bring these concerns to your ttention,

Firstly, 1 was extremely disappointed with the cleanliness of my room. The floors were dirty, there
were stains on the bedding, and the bathroom had not been properly cleaned.

secondly, the Wi-Fi service provided during my stay was unreliable and slow. It was frustrating
to experience constant disruptions and slow speeds, which hindered my ability to work and stay
connected for my work calls

‘Additionally, the noise levels in the hotel were excessive. | was disturbed by loud conversations
‘and noise from neighboring rooms throughout the night, making it diffcult for me to get a restful
night's sleep.

The customer service | received during my stay was terrible. The staff members were
unresponsive and unhelpful to my requests and inquiries.

1 hope that my feedback will be taken seriously, and | look forward to hearing from you soon
regarding the steps you plan to take to address these concerns.

Thank you for your attention to this matter.
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‘Task 2:Letter of Complaint Response
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Gibbs Model of Reflection:
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