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	      Work at a front desk in a hotel is a place where guest service is started. Greeting a guest with a smile, booking their room, checking in and checking out, and of course, solving problems. In this journal, I will write about my experience which I had at the front desk in a Crew Hall during my hotel placement. 
      During my work experience, I had many tasks to do at the front desk. I was shown the administrative side of a hotel, booking rooms, check inns and check-outs. I had also the opportunity to improve my customer service with direct contact with guests. At a front desk needs to be a well-trained person to make a positive first impression on a guest (James A. Bardi.). Effective communication skills are necessary for front desk staff to deal with guests professionally, attend to their needs, and accurately transmit information. (Cottrel S. 2019).
        Employees working at the front desk in a hotel may feel a range of feelings as nervous about maintaining a hotel reputation and handling good guest service. (Mullins & Dossor, 2013.). On my first day at the front desk, I felt nervous because I wanted to live up to the hotel's expectations with guest service. With the help of experienced colleagues, I started to feel more confident with my tasks. I was shown the entire booking process. I also saw what customer service looks like. In the beginning, I have struggled with some guest inquiries, but with time I was more confident with direct contact with guests. 
         My main struggle was to resolve the problem of a challenging customer with a smile on my face. I needed to hide my nervousness and stress. Effectively managing difficult clients is an essential component of organizational behavior and hospitality management. (Mullins & Dossor, 2013.). I think I did everything properly in sorting difficult situations with customers. I noticed that doing several things at once, such as answering the phone and using the computer at the same time, was no problem for me.
       After my working days at the front desk, I found out how important is good communication skills and problem-solving skills. Good customer service is essential for maintaining customer satisfaction and loyalty in service management (Johnston, R., Clarke 2012). After experience at the front desk, I think my customer service skills have improved. After contact with customers, I think that to maintain good service, you need to maintain composure in every situation with every customer. You must always greet the customer with a smile to make them feel comfortable. (Hayes & Ninemeier, 2009). Multitasking is very necessary when working at the reception. active listening to the client as well.
      I came across many ethical issues that required awareness and respect for diversity during my placement assignment at the front desk. I also had to deal with instances where guests had personal preferences for particular room layouts, which meant I had to handle these requests delicately and make sure they were satisfied. Active listening, empathy, and cultural understanding were necessary in handling such circumstances. Good communication was essential in overcoming these obstacles. I built connections and trust with guests by having open conversations with them and making sure their requirements were fulfilled. In general, my strategy emphasized tolerance and respect for diversity, which helped to enhance the visitor experience at the Crew Hall Hotel.
    I have learned so much from my front office placement experience about the value of ethical decision-making, cultural awareness, and effective communication in the hospitality sector. I now know how to handle people from different cultural origins with professionalism, sensitivity, and adherence to moral principles. My impression of the hospitality sector has been altered by this experience to emphasize diversity and client happiness. My professional development has resulted in an improvement in my interpersonal skills and cultural competence. This experience and information that I learned from the front desk helped me to develop my communication skills and showed me direct contact with customers. (Kasavana & Brooks, 2014).
    In the future, I want to take online courses to improve my active listening. (Gerry MacPherson, 2019). I need to improve my problem-solving skills and customer service skills. I want to take part in online courses on customer service skills to know how to stay professional in a difficult situation. Listening to any feedback about me from my colleagues will help me with my communication skills. 
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	Trip Advisor Review Response 150 words +/-10%

	
“We booked an overnight stay in one of the larger rooms in the older, traditional part of the hotel. The room was spacious, well-resourced and comfortable. We ate in the restaurant in the evening which had a good selection on the menu and a good atmosphere. The buffet breakfast options were extensive, and the spa presented us with a chance to relax.” (Paul, 2024)


     Thank you for such a kind review! 
 We were very pleased that you chose our hotel. We are glad that you are satisfied with the standards of our rooms in the old part of the hotel. We try to keep them in a traditional decor. We do everything so that each of our guests can rest and relax. Our teams are doing everything to keep our standard at the highest level so let all the guests feel comfortable in our old and new parts of the hotel.
 Our restaurant team tries to satisfy every guest, which is why our menu is so diverse. Our spa allows everyone to relax and have some time for themselves. In our hotel, you will also find a swimming pool and a gym, which is worth trying on your next visit. 
 I hope you will visit us again soon. 
 Regards
 Sylwia Smardzewska
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	Letter of complaint response 500 words +/- 1-%

	Subject: Response to Your Complaint 


    Dear Joanna Blake,

  I wanted to thank you for your complaint, as we strive to maintain our guest service at the highest level and your feedback can help us to improve our guest service. 
  We keep all our rooms clean on the highest level. All of them are checked and deep cleaned after any guest. Beds are made with clean, fresh bedding. I am so sorry that we didn’t meet our standards, and that we made you feel disappointed. Your feedback is important to us.
  First of all, I would like to apologize that your stay at our hotel was unsatisfactory. I am extremely sorry for the situation that occurred. I have already made a raise to our housekeeping team so that they can explain the situation. I can assure you that such situations do not usually occur because each room is carefully cleaned, and the bedding is always changed to clean ones. Before guests arrive, rooms are checked to be sure they are ready for customers.
  I have also reported your network issue to our IT team. We never had a problem with the network and customers were satisfied with the internet speed. At the moment, I am not able to tell you why you had problems with the Internet during your stay in our hotel. I'm very sorry about this. I am sure that this problem can be sorted out soon by our IT team.
  We have a silence policy in our hotel. We could change your room to a quieter place in the hotel if you are mentioned during your stay at a reception desk. We have decided that every guest will be informed about the silence policy, which will be from 11:00 pm to 7:00 am every day so situations like noises in the night time never again will be in our hotel.
  I also asked all our teams to explain the situation that happened to you during your visit to our hotel. Our teams always maintain high customer standards because it is very important to me that each of our guests is satisfied with their stay in our hotel. We will train our staff and highlight the issue which you mentioned. Our customer service will be back to the highest level. 
  I take your feedback seriously, and I can assure you that the issues you write about will be corrected so that they do not appear again. As compensation, I can offer you a 20% discount on your next stay with breakfast included. I hope you will trust us again and choose our hotel for your stay.
  Thank you again for your feedback. If you have any more questions, just let me know. I am sure everything we can discuss and find a resolution.
  Thank you for your understanding.

  Sincerely,
Sylwia Smardzewska 
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Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	   In the hotel industry customer service is very important to provide the best service and positive experience for a guest. People working at the front desk are trained to welcome guests friendly, handle efficiently any problems, doing proper check-ins and check-outs. When guests are warmly welcomed into the hotel, that will give positive feelings. All the guest wants to be treated with respect. (James A. Bardi). Every member of the team, from the front desk staff to the housekeeping staff, needs to understand the value of providing exceptional customer service (Hotel Covington). The front desk needs to handle any complaints and issues with professionalism. But customer skills are vital to a housekeeping department as well. They should have empathy for a guest, be friendly, and provide the best service to maintain a positive expectation of a guest. 
  Overall customer service skills in the hotel industry need a focus on creating a good, welcoming atmosphere in a hotel, efficiently handling any situation to provide the best service, and building a loyal guest relationship. 
  Customer service at the front desk is the first contact of guests in the hotel, which affects their entire stay. Employees at the front desk must communicate, clearly listen, and build a positive bond with the guest. Gently solve their problem and approach difficult guests who demand more.







	
Key Skill 2 – Communication Skills 


	   Effective communication skills improve the guest experience by demonstrating that you respect, listen to, and resolve issues raised by your guests. (Munish Kumar Thakur,2023). Communication between all the hotel departments is important. The front desk needs to have good communication with all the departments like the maintenance department, housekeeping department, etc. For guests to be checked in, housekeeping must give the front desk a list of rooms that are available for occupancy. Guest check-in will be delayed, or people may be checked into rooms that are ready but are occupied. That can happen if will is non-existent communication between the two departments. (Matt A. Cassado). `
   For hotel front desk employees to deliver great customer service, communication skills are essential. They need to speak clearly and recognize guests' needs and problems with empathy, as well as actively listen. The staff members working at the front desk need to be able to answer questions and politely manage problems in addition to efficiently communicating information regarding room availability, pricing, and facilities. Communication can be as well as nonverbal like body language and facial expressions. Clear communication can help to sort problems when only issues will be found. 
   Communication between departments is important. e.g. in the case of overbooking, communication with the cleaning department will help to quickly solve the problem. Maintain team when need to communicate efficiency with all the departments
   Good communication skills at the front desk increase guest happiness and increase hotel loyalty. 






	
Key Skill 3 – Organizational Skills 


	   Good organization in the hotel industry is essential to provide the best guest service. Having a good organizational skill can reduce stress and anxiety and can help to do tasks on time. (Indeed, 2023) Effective time management, prioritized tasks, and attention to detail can help to achieve success. Organizational skills help in maintaining cleanliness, keeping full inventory, and maintaining safety in a hotel. 
  Being more organized at the front desk can help with multitasking and with customer service. People working at the front desk need to check guests in and out, answer phone calls, and respond to inquiries. 
   It needs organizational goals in addition to short- and long-term objectives to help be more functional. These set more specific objectives and related policies, which in turn affect the strategies of the organization. (Laurie J. Mullins)
  Schedule and create lists of things that must be done, need to come up with a plan that will increase productivity, cut down on distractions, and help concentrate on the many tasks. (Cpmiddleton).
   Time management in the hotel industry is part of organizational skills. Good time management can help to prioritize daily tasks and organize work. Time management ensures that guests will receive assistance without delay. Organizing a task through their priority can manage work efficiency with no delay for a guest. Having a checklist at the front desk can boost productivity and make sure that everything will be done at the time. 
  Strong organizational skills contribute to guest satisfaction and the success of a hotel. 






	
Key Skill 4 – Problem Solving Skills 


	   Problem solving requires information processing, creativity, critical thinking, and decision-making. (Robert H.) At the front desk problem solving skills is crucial. Handling complaints and solving immediate guest issues is important. Many customers expect to have their problems sorted smoothly, which can improve customer service. Problem solving skills include research, analysis, and decision making (Zoe K.). A quick analysis of problems and making decisions are important for customer service. That will help avoid delays for customers. The front desk is the first place where usually meet the customer's problems.
  Employees at the front desk need to handle guest complaints about room cleanliness, room issues, or problems with billing. Effective sorted of the customer issues, and active listening to them can maintain a positive reputation of the hotel.
   Hotels have many operational challenges such as overbooking, and staff shortages which need to be quickly addressed to avoid delays and not lose hotel reputations. 
  Hotel front desk staff must have exceptional problem solving skills to deal with guests' complaints, resolve operational problems, and maintain a high level of client satisfaction. To deal with a range of issues that may arise in a busy hospitality environment, front desk staff must be proactive, imaginative, and adaptable.
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Very Decent Spa Break

We booked an overnight stay in one of the larger rooms in the older, traditional part of the
hotel. The room was spacious, well resourced and comfortable. We ate in the restaurant in the
evening which had a good selection on the menu and a good atmosphere. The buffet breakfast
options were extensive and the spa presented us with a chance to relax.

Read less o

Date of stay: February 2024

Trip type: Travelled as a couple

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews
as part of our industry-leading trust & safety standards. Read our transparency report to learn more.
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Response from Jess Davies, Guest Services / Front Office at Crewe Hall Hotel & Spa
Responded yesterday

Thank you for your great review. | am so pleased you had a great stay with us. | do hope you come
and see us again.

Many Thanks
Kerry Allen
Operations Manager

Report response as inappropriate




