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Component 1
[bookmark: _Int_duI1tXWE]In the Service Industry, one of the most important roles is Front Office. The role of the Front Office is to manage the important guest data like reservations, what rooms guests are assigned to, reception and settling payments/billing guests. Front Office is the most significant role in a hotel, as it is the main department handing the basic financial transactions, as well as handles the basic necessities of guests, handling rooms and making sure all guests are in rooms they are happy with, as well as offering any basic help with room quality. The skills needed to be a great front office desk worker are having a friendly, ready-to-help attitude, a strong attention to detail, discretion and the ability to show a positive attitude without it fully being real and being a team player. 
During my Placement, I had worked in the reception of the hotel I was assigned to, Hilton Hotel in Brighton. The main tasks I was assigned to do was to help guests rent rooms, as well as help them with any issues they have with their room. For example, if they have an issue with the guests next-door, I can help them either find a new room, ask the guests next door to quieten down or move the guests next door.
During this experience, I had struggled a lot with being a good front office worker, as it was an area of expertise, I was fairly unfamiliar with. Over the course of these 10 weeks, I had learnt a lot about what goes into the more technical aspects of front office. For Example, one the first day of my front office experience, I was tasked with helping guests get rooms and helping people with their rooms. With this, the first couple of guests were the trickiest. Some bad things I did were that I was not clear enough with my speech, I was not confident enough and as such I could not keep proper eye contact with guests. In an ideal situation, I would be able to communicate with guests a lot more naturally, as well as be able to multitask and do the proper work necessary to help set up the guest’s room. This is an incredibly important skill as it demonstrates that you are open and friendly to help guests approach you.
Another incident that I felt that I could have done a lot better was to improve my ability to quickly help my guests with simple, swift info. On the 3rd week, I was tasked with reception with another one of my supervisors. At this moment, she had gone to get something which took around 4 minutes. In this moment, a small family came and asked for their reserved room. This was booked on a 3rd party website, as opposed to normal over-the-phone reservations or reservations done on our website. In this instance, you would normally check another tab on the reservations tab for all reservations, instead of on the main reservation tab. As I could not find this, I had panicked a bit and as such was not as clear with my words as I should have been. In an ideal situation, I would calmly tell them that I am having an issue finding their reservation, ask how they reserved their room, and then try finding which room they have. If no room was able to be found, I would ask them where they reserved their room, as well as if evidence of purchase e.g. a digital receipt or an email from the seller. If it is from an unofficial seller, we would help the guest find a way to get a refund but would not give them the room for free. An important skill in this scenario is to show empathy for the guests, as it is not uncommon for people to use hotels maliciously to scam unsuspecting people paying money for a product that isnt real.
In conclusion, this placement has been a great experience for me to learn about the service industry. I have learnt the importance of the front office, and how a great hotel’s front office work is done. I have gained valuable experience and skills during my placement and have learnt skills that I was weak in during this placement.
References
https://oaky.com/en/blog/hotel-front-office
https://www.experityhealth.com/blog/characteristics-of-a-good-front-desk-officer/
https://duve.com/how-to-improve-front-desk-operations/
https://eu.usatoday.com/story/travel/advice/2018/04/22/lost-hotel-reservation/532941002/
https://www.tripadvisor.co.uk/ShowTopic-g60763-i5-k9642022-o10-Compensation_for_Hotel_Reservation_Error_NO_Rooms_in_City-New_York_City_New_York.html
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Component 2

                                                                                                                                                   Mrs Joanne Blake,
                                                                                                                                  558 Longford Road,
                                                                                                                                Swansea      SA1 2AR
                                                                                                                                                




Subject: Response to complaint                                                                       
Dear Joanne Blake                                                   

We deeply apologise for giving you such a bad experience at our hotel. At Hilton Hotel, we pride ourselves on having an amazing guest experience, as well as giving a great stay that you will cherish for years to come. In this department, we have failed you. For that, I deeply apologise on behalf of our team for leaving you with such a bad experience.
[bookmark: _Int_INkB7bDS][bookmark: _Int_gnyHXunV]In regard to the cleanliness of the room, we deeply apologise for having such a messy, unclean room. We pride ourselves on our rooms being pristine clean, and the fact that we had a room in such bad quality is frankly unacceptable. In the near future, we will make sure to have better room quality checks after every cleaning. As well as this, we will focus more on room cleaning to make sure all rooms are up to our quality standards. We will invest more into our housekeeping department to make sure they leave rooms in better condition.
[bookmark: _Int_wbC8Utzq]In regard to the Wi-Fi services, we will make sure to add better Wi-Fi around every room, and make sure all areas of the hotel have great connectivity. In addition, we will make sure the room 330 and rooms surrounding it will get better internet connectivity.
As for the noise level, we deeply apologise for giving you such an uncomfortable night. The fact that you could clearly hear conversations from rooms next to you causes us great concert, not only for it being a nuisance, but also violating the privacy of the room beside you. To improve, we will make sure to investigate our infrastructure and if needed, make sure our rooms are thicker and soundproof.
At Hitlon Hotel, our customer service is something that we put a lot of effort into having a great, friendly service. The fact that our staff weren’t helpful for you is frankly unacceptable. We will make sure all new and current employee customer service staff get training to be more helpful and better as customer service

We will take all your feedback to heart, and improve to make sure these issues are resolved if you ever decide to stay at our hotel 	

I look forward for the opportunity to welcome you back with a better experience
Warm Regards
Jomirun Nessa


[image: ]
Dear Tony Nic
Thank you for leaving such positive comments on your stay. We are ecstatic to always have you stay at our hotel. We are honoured to have you as a lifetime Diamond member and have enjoyed every time you have decided to stay with us. It is wonderful to hear you share your great experiences staying at our hotel.  About your concern about the pricing of our Stella, we will make sure to adjust this pricing in the future to make it more affordable.
As for your comments about our wonderful breakfast team member. We will make sure they hear this, as I’m sure this will brighten up their day.
Again, thank you for your continued patronage at our hotel, we hope to see you again soon!

References
https://www.tripadvisor.co.uk/Hotel_Review-g186273-d192533-Reviews-DoubleTree_by_Hilton_Brighton_Metropole-Brighton_East_Sussex_England.html










Component 3
The Front Office is a key component into a great hotel. They serve as the first thing a guest will ever contact in a hotel; They set the tone of what the guests will experience in their stay. If the Front Office operations aren’t smooth, or don't flow well, it can be the main factor as to what makes a guest come back to your hotel, or never come back again
Communication skills
Effective communication serves as the cornerstone of front office operations, encompassing a range of essential tasks from interacting with guests, colleagues, and management to providing top-notch customer service. Front desk staff must excel in both verbal and written communication to navigate the dynamic hotel environment with finesse. By articulating information clearly and succinctly, staff can accurately relay details, address guest concerns promptly, and manage complaints in a way that ensures guest satisfaction. Beyond just transmitting information, the ability to actively listen becomes pivotal for staff to grasp guest needs and preferences, enabling them to deliver tailored and exceptional service experiences.
Customer Service skills
[bookmark: _Int_GFfZMOR2]
In the realm of front office operations, embracing a customer-centric approach is not merely an option but a vital necessity that underpins the very fabric of success within the industry. It is of paramount importance that each and every member of the staff embodies a genuine commitment to prioritizing the needs and desires of the guests who grace the establishment, fostering a culture that thrives on the delivery of unparalleled service and the creation of lasting, cherished memories for all visitors. To effectively realize this overarching objective, team members must cultivate an innate ability to not only foresee but also promptly meet the demands of guests with unwavering dedication, consistently upholding a proactive stance that ensures swift resolution of any issues that may crop up, while continually striving to exceed all expectations set before them. At the core of this collective mission lie the indispensable qualities of empathy, patience, and an unwaveringly positive outlook, all of which combine harmoniously to establish deep connections with guests, thereby guaranteeing their utmost contentment throughout their interactions with the organization.
Problem Solving Skills
In the dynamic environment of the hospitality industry, front office staff are frequently presented with unforeseen challenges and guest issues that require adept problem-solving skills to navigate. These professionals must not only address conflicts and complaints efficiently but also demonstrate creativity and resourcefulness in mitigating any disruptions to the service. It is crucial for them to remain poised and composed even in high-pressure situations, as they strive to find practical solutions while upholding the standards of professionalism and ensuring exceptional guest experiences.







Organisation Skills
Organisation skills can be simplified down to these key points: Task Management, Reservation Systems, Information Management, Inventory control and Time management. The front office staff plays a pivotal role in the smooth functioning of a hotel by performing a wide array of tasks. These tasks encompass not just handling guest check-ins and check-outs, making reservations, promptly responding to inquiries, and managing various administrative duties but also extending to creating a warm and welcoming atmosphere for guests. Possessing excellent organizational skills equips the staff with the ability to efficiently prioritize tasks, manage resources effectively, and ensure the punctual completion of essential activities. Clearly establishing procedures and workflows function as essential tools in optimizing operational efficiency and reducing any potential confusion that may arise among team members, thereby fostering a cohesive and productive work environment within the front office department.


Conclusion
In conclusion, the front office of a hotel plays a pivotal role in representing the property's core values and commitment to exceptional service. Serving as the guests' initial point of contact, the front office team carries the responsibility of upholding the establishment's hospitality standards and brand promise. The success of front office operations is intricately linked to the combined expertise and dedication of its team members.




References
Hospitality Front Office Management by James A. Bardi
"Hotel Front Office Management" by James A. Bardi
"Managing Front Office Operations" by Michael L. Kasavana and Richard M. Brooks
"Front Office Operations and Management" by Ahmed Ismail
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Tony Nic wrote a review 1 Feb
Bury St. Edmunds, United Kingdom - 607 contributions » 377 helpful votes

00000
Outstanding

Stay here about 4times a year last time New Year. We are here for 3 nights this
week and as always a great welcome and wonderful staff throughout. As lifetime
Diamond Members our three favourite Hilton's in the uk are Cambridge, London
Bankside and Brighton Metropoli has just edged to NoT spot. We love room 192...1
must mention the man who looks after the egg station at breakfast .. he makes
the worlds best poached eggs with a smile . The price of a pint of Stella is my
only comment at £7+ but it's the best pint of Stella anywhere . so a big thank you
. Some great management at work here .

Read more v

Date of stay: February 2024
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Mrs Joanna Blake,
558 Longford Road,
Swansea
sA1 28R

January 10%, 2024

Subject : Complaint
Dear Sir/Madam,

| 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 | belleve
itis important to bring these concerns to your attention.

Firstly, | 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 sevice provided during my stay was unreliable and slow. It was frustrating to
experience constant disruptions and slow speeds, which hindered my abilly to work and stay
connected for my work cals

‘Additionally, the noise levels in the hotel were excessive.  was disturbed by loud conversations and
noise from neighbouring rooms throughout the night, making it difficult 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.

Gron 54

Joanna Blake

Poge t8ar30




