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	Summary of My Learning
The front office department serves a crucial role in the hierarchical framework of a hotel. I had held the position of front desk manager at Sheraton Skyline Heathrow, located at Heathrow Airport, Bath Rd, Harlington, Hayes UB3 5BP. Empirical research has shown that the front office department consists of many sub-departments, each with distinct responsibilities. The role of front desk manager involves overseeing the reception area, organizing the front desk operations, and directing the administrative personnel. Front desk managers are responsible for creating reports for management, which consist of occupancy statistics and financial data (Hjelt & Syynimaa, 2018). Furthermore, it is customary for people in these sub-departments to be assigned several responsibilities. The front office personnel consist of many workers who have different roles, such as desk clerks, cashiers, reservations supervisors, and bell staff lift operators, among other jobs. Specific occupations are limited to specific hotels, since front desk staff at smaller or specialized hotels may have a wide range of responsibilities. The primary responsibility of the front office is to continually maintain a secure and safe environment, ensuring the safety of the hotel's assets and the well-being of its guests. The use of PMS software is prevalent in diverse front office operations in the hotel sector owing to its capacity to facilitate efficient job management (Aprianto, 2018). The PMS software offers substantial advantages by enabling a comprehensive understanding of the hotel's operations, hence possibly improving revenue generation, time management, and overall efficiency. The use of technological breakthroughs has enabled the automation of some front office tasks, resulting in improved efficiency and comfort for employees. Information technology has facilitated managers in making timely choices. Another level that was created relates to the mastery of efficient communication. 
Skills required to work in the front office
The front office staff often interact with many visitors throughout their check-in and check-out processes. Creating positive first impressions is essential as it greatly contributes to the cultivation of customer happiness. Proficiency in communication is a fundamental need for anyone working in front office roles. Communication with guests may be conducted via both verbal and non-verbal means. Establishing a positive connection with visitors relies heavily on the effective communication between front office professionals and customers. Proficient communication abilities are essential for front office professionals to proficiently manage enquiries from visitors, address any arising difficulties, and promote seamless cooperation with different departments within the organisation. Proficiency in problem-solving is a crucial attribute required for front office personnel. The talents are outlined below:
Interpersonal communication
I have to communicate with a wide range of individuals on a daily basis as a front desk employee, including members of higher management, co-workers’, customers, and business clients.
Written communication
The corporate receptionist is told by the office manager to write an email to their business partner describing forthcoming events and meeting dates. 
Active listening
Active listening refers to the practise of using non-verbal cues such as nods, smiles, eye contact, and tiny verbal gestures to demonstrate one's attentiveness to the speaker (Hjelt & Syynimaa, 2018). 
Foreign language
There is a possibility that front desk staff for multinational enterprises or hospitality organisations will speak languages other than their mother tongue. 
Scheduling
Front desk staff employ the technical expertise of scheduling to build, update, and manage digital planners or schedules for business operations. 
Stress management
The daily tasks that front desk employees must do range widely. They should also answer queries from workplace visitors or hotel guests (Hjelt & Syynimaa, 2018). 
Computer literacy
Employees at the front desk should be conversant with various computer systems since their usage is becoming more widespread in the workplace. 
Phone etiquette
Front desk professionals dedicate a substantial portion of their time to addressing incoming phone calls and facilitating the transfer of callers to the relevant department or employee. Consequently, they must possess the ability to effectively engage with people via telephone (Aprianto, 2018). 

Personal Reflections
Throughout my academic studies, I have acquired a thorough comprehension of the crucial importance of proficient verbal and nonverbal communication in the field of hospitality. Upon introspection of my hotel stay, I had a sense of contentment and gratification when my first interaction with an individual who demonstrated attentive listening skills, so establishing a positive connection between us. The significance of effective and streamlined communication within the front office is emphasised (Doremus & Becker, 2022). 
Applying the Theoretical Knowledge
The effective functioning of the front desk and hotel relies on the actual implementation of academic knowledge. Gaining theoretical knowledge is crucial as it allows for understanding of the front office activities. Enhanced proficiency in communication will enable me to engage in professional interactions with hotel guests. I possess the competence and expertise to establish a connection, resolve issues, and provide concise and precise information to visitors. Enhancing my theoretical comprehension has bolstered my capacity to navigate challenging circumstances adeptly and promptly ascertain solutions (Doremus & Becker, 2022). 
Importance of The Topic in Hospitality
The front office is essential in the hotel sector. The personnel diligently address visitor requirements and manage hotel transactions. If travellers have any challenges, it is recommended that they seek assistance from the front desk. Furthermore, the department is accountable for producing income via the provision of hotel services. The department's relevance stems in its capacity to accommodate the varied requirements of hotel clientele. The system oversees several elements of the visitor's encounter, including pre-arrivals , checkout, check-in, reservations, and guest departure. The department also strives to ensure visitor happiness. To attain success, a hotel must prioritise the continual delivery of great service and the maintenance of a high level of guest satisfaction at its front desk (Inglis, 2017).
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Dear valued customer,
Hello, we really value your cooperation. We express our gratitude for choosing our hotel as your accommodation. Our strategy is centred on prioritising the needs and satisfaction of our customers. The primary objective of our hotel is to provide exceptional accommodations and services to our esteemed clientele. Sheraton strives to provide an intuitive and comprehensive experience by providing settings that foster connection, productivity, and a sense of belonging. The most recent design achieves a harmonious blend of enduring elegance and contemporary atmosphere. The objective is to provide an environment that promotes the comfort and relaxation of visitors, whether they are unwinding or engaged in job activities. To enlighten the global community with exceptional hospitality, ensuring remarkable experiences for every hotel and tourist, without exception. Our hotel strives to cater to the requirements of both corporate and recreational travellers, as well as large parties. Our recognition approach acknowledges exceptional performance and people by presenting distinctive prizes, using cutting-edge technology, and organising significant events. Our objective is to become the leading international hospitality entity, catering to the needs of visitors, staff, and owners. Our organisation places a high priority on providing exceptional accommodations, cuisine, and beverages. Our organisation recognises the need of cultivating a skilled, driven, and passionate staff in order to achieve a favourable return on investment. We value the time and effort you have put into offering constructive comments. We appreciate your patronage at our establishment.
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	Letter of complaint response 

	
Sincere greetings Donald Ronald Federick,
At the Sheraton Skyline Heathrow in Hayes UB3 5, we highly value any types of correspondence that we receive. We sincerely apologies for the inadequate quality of service you received. Although you had prearranged your accommodations during the check-in process, you claim in your message that you were unable to continue with the check-in procedure because they were not available at that time. In addition, the accommodation displayed exceptional cleanliness, there were no disturbances from nearby folks, and the food selections were very delicious. The Sheraton Skyline management would like to apologies if any difficulty was caused during our guests' stay at the hotel. We have taken appropriate action to address your concern by providing more training to our front-desk personnel. We are actively working to resolve the issue. As a result, the hotel staff has been instructed to hold onto the luggage of guests upon arrival and provide meal vouchers for the hotel restaurant as a kind of compensation. From your point of view, the increased degree of disruption in your living space may be caused by the loud residents in the surrounding area who are creating noise in their own homes. It is promising that we are seeing a positive beginning in our endeavors. Recent developments in insulation technologies have significantly improved the effectiveness of insulating walls and floors. In order to minimize the disturbances inside the household, many measures were implemented. Soundproof windows and curtains were erected, and the ceiling and walls were adorned with tiles and panels. Additionally, it is essential that the doors be properly installed in a manner that ensures they close silently when shut. The Sheraton Skyline introduced the notion of a "floating bedroom" to the hotel sector. Because of this, the hotel was able to effectively regulate both the noise from the outside and the interruptions caused by the activities that were taking place on the ground floor. Each bedroom in this design operates as a self-contained entity, without any interconnection with the other bedrooms. To surpass the noise reduction standards established by the World Health Organization (WHO), architectural improvements are made, including the installation of quadruple-glazed windows and the integration of acoustic linings into walls and ceilings. Furthermore, we employ extra staff members who are specifically tasked with maintaining the hygiene of the restrooms and accommodations. The person will be responsible for renewing the bed sheets and towels, as well as maintaining enough ventilation and replenishing the room's supplies. Completely eliminate dust, carry out cleaning protocols, and provide disinfectant to surfaces that are commonly touched inside the lavatory. Execute the job of using a vacuum cleaner to clean the flooring and upholstery. Minimize or eliminate waste in the lavatory facilities. Based on reports, you have voiced discontent with the temperature and insipidity of our cuisine. Aside from chafing dishes, food may be kept warm by using multicores, slow cookers, toaster ovens, and heated warming trays. In order to enhance the dish's quality, we also seek guidance from the chef. The customer claims that after contacting the front desk by phone, their accommodation was not later altered. After thoroughly reviewing our records, we have concluded that we were unable to provide any alternate accommodations to you. We strongly disapprove of the extent of the problem and apologies for not implementing more efforts to improve your evening experience. We offer our heartfelt apologies. Considering the negative encounter, you had, we would like to offer you a $100 discount that may be used on your next visit to the Sheraton Skyline. We expect that your future visit will surpass our expectations. 
We would like to express our gratitude for your rigors efforts in generating insightful ideas, and we really appreciate your dedication.
Sincerely,
XYZ
Front Desk Manager
Sheraton Skyline





Component Three
The guest cycle encompasses the many phases of engagement that occur between a hotel and its visitors. The Guest Cycle is categorized into four primary phases, which are determined by the nature of the activities and the level of engagement. The technique being discussed may be separated into four distinct phases, which are explained below: The defined phases of the trip experience are Pre-Arrival, Arrival, Stay, and Departure. 
Front office workers must possess a comprehensive comprehension of guest services and guest accounting procedures during a visitor's whole duration of stay. The successful provision of guest service by front office workers depends on their comprehensive comprehension of the operational dynamics inside a hotel. The Guest Cycle is a systematic approach to overseeing front desk operations (Aprianto, 2018). 
	Element 1 – Pre-Arrival 

	Guests play a vital role in the guest cycle by carefully choosing a hotel before their planned stay. Various elements might impact a guest's decision-making process while selecting a hotel. Multiple factors exert influence on these elements, including advertising campaigns, previous experiences, recommendations from acquaintances and colleagues, business associations, geographical proximity, reservations facilitated by travel agents, loyalty programmes, reputations, and corporate affiliations (Feltin, 2022). 
The efficacy and productivity of the reservation process have a substantial influence on hotel bookings. The level of contact established between the visitor and the reservation agent has a crucial impact. When customers are deciding on accommodations, they consider many factors like the variety of hotel options, the price, and the availability of recreational activities. 
The sales office, also known as the reservation centre, is mostly linked with individuals or non-corporate enterprises. For firms, it is essential to preserve a favourable image and actively participate in sales marketing. 
After the hotel reservation agent approves a reservation, it is then recorded in the hotel's software system. The initiation of this reservation record signifies the commencement of the hotel visitor cycle. As part of this reservation, the hotel will be able to provide personalised service to the guest, considering the specific needs expressed by the customer (Taylor, 2001). 
The hotel utilises reservation data to allocate rooms according to visitor preferences and establish the suitable pricing for the guest's accommodation. 
Reservations primarily serve the purpose of guaranteeing accommodation for visitors upon their arrival, however they may also assist in providing proactive service. Guests choose accommodations prior to their arrival. Factors such as past hotel stays, advertising, suggestions from acquaintances, closeness to desired location, business connections, reservations made via travel agents, the reputation of the hotel, and participation in loyalty programmes may all impact a visitor's choice of accommodation. 
The guest's decision to reserve a room may also be affected by variables such as the ease of the reservation procedure and the effectiveness of the reservation agent in conveying information about the hotel's services, including room options, prices, recreational facilities, and local attractions. 

	Element 2 – Arrival 

	Visitors register and receive rooms upon arrival. Visitor-hotel business is established quickly. Tourists get hotel pricing and packages from the front desk. 
Before checking in/registering, front office staff must confirm the visitor's reservation. Front desk staff can make extra money from reservations and walk-ins. 
Check-in requires registration cards or papers. Generate and fill out an information card at the front desk to collect essential information. The registration card should include billing instructions, reservation data, the number of adults and children, address, non-resident passports and visas, personal details, and payment card information. Registration cards are required for tourists and hotel operators to receive legal benefits. 
Registration is complete after verifying the payment method and departure date. On request, guest service staff and managers take guests to their rooms. They may also give guests a room key and directions. The visitor receives a Registration card (Reg. card) during check-in and must complete it. The front desk uses this card to gather vital information. The registration card should include billing instructions, reservation information, the number of occupants (adults and children), address, passport and visa information for non-citizens, personal information, and credit card information. Both the tourist and the hotel need the guest to sign the registration card for legal benefits (Taylor, 2001). 

	Element 3 – Duration of stay 

	The front desk staff represent the hotel during business hours. Front desk staff manage hotel operations and guest enquiries. People offer tourists things and info.
Front desk staff must swiftly and accurately answer client queries. Proactive service means going above and beyond for guests. This encourages hotel repeat visits.
Guest and hotel accounts may be affected by travel desk, restaurant, phone, and internet charges. The Front Office records these complaints. The front desk must monitor account activity and credit limits throughout a guest's stay. Visitors care what the front desk worker thinks of the hotel.
The front desk staff is visitors' principal contact. Agents provide tourists information and resources.
Front desk staff must do more to honestly and effectively answer guests' enquiries and requests. Front desk workers strive to deliver proactive service and exceed client expectations. Thus, visitor loyalty will increase.
When visitors arrive, security comes first. The following topics include cash and valuables security. Front desk staff must follow hotel operational procedures while managing keys, property, emergencies, safe deposit boxes, and guests' belongings.
Hotel guests may buy dining, phone, internet, and travel desk services. Most of these fees go to the guest account, per front office processes. Lodging costs dominate visitors' spending.
At occupancy, the front desk prioritises financial commitments and analyses guest account expenditure to credit restrictions. As hotel's main contact, the front desk handles visitor demands. among visitor information and supply providers.
Front-desk staff must answer visitors quickly and appropriately. The front desk team's main mission is to exceed visitor expectations. This encourages hotel stays.
Security is another important concern for travellers. Protecting funds and valuables is one. The front desk must follow the hotel's SOPs while handling keys, property security, safe deposit boxes, guests' possessions, and emergencies (Plassmann & Dorn, 2018).

	Element 4 – Departure 

	The last step of the visitor cycle, generally referred to as departure, is when the guest services and guest accounting stages are completed.
Visitors must check out of the hotel, exit the room, make sure that all bills have been paid in full, give the hotel their keys, and then depart the property. The front desk staff refreshes the list of available rooms after a visitor departs and informs the cleaning crew of the situation. The condition of a hotel's rooms is automatically updated by property management software.
A guest feedback form is also distributed at this time to solicit input from hotel guests. The completion of the components for guest services and guest accounting occurs during the fourth and final phase of the visitor cycle, departure.
When a guest checks out of the hotel, they return the room keys, leave the property, and get a detailed breakdown of the paid debts. When a guest checks out, the front desk notifies the cleaning staff and updates the status of the room's availability. The status of the room is automatically updated at hotels that employ property management software.
The front desk at this time also collects comments about the general guest experience at the hotels by handing out the visitor feedback form (Eileen, 2016).
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Mr. Ronald Federick,17
Trinity court, Swansea
SA12AR

September 15t 2023
Subject: Complaint
Dear Sir/Madam,

Ihope this letter finds you well.
I am writing to express my disappointment and dissatisfaction with my recent stay at your hotel. Unfortunately my
experience overnight on Saturday 26t of August in room 205 fell far short of the standards I had expected. I believe it is

important to bring these to your attention.

Firstly 1 was deeply dissatisfied with the quality of the breakfast on Sunday morning, the food served was cold and
tasteless. As a guest believe it is reasonable to expect awarm and appetizing meal to startmy day and this certainly was not
the case. Secondly I was subjected to a considerable amount of noise throughout the night due to baby crying in a
neighboring room. The incessant crying made it near impossible to sleep, I believe it's the hotel’s responsibility to ensure a
peaceful and comfortableenvironment for all guests.

Lastly I was appalled by the cleanliness of room 205. The bath had visible strands of hair and the toiletwas unclean. As a
guest, hygiene is of upmost importance to me and it was disheartening to discover such unhygienic conditions.

1 hope that my feedback will contribute to the overall improvement of your services and I will look forward to hearing

from yousoon.

Yours Sincerely,
R Federick

Mr. Ronald Frederick,
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Feeling surprised!!!!!

Amazing staff - nothing was too much trouble. Hotel is box standard airport hotel
but the staff were superb....so attentivellll Ate in the Sports Bar n food was pretty
good. Given reasonably priced to stay n park - would recommend!

Read more v

Date of stay: October 2023

This review is the subjective opinion of a Tripadvisor member and ot of Tripadisor LLC. Tripadisor
performs checks on reviews as part of our industry-leading trust & safety standards. Read our transparency
report to learn more.




