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Description:
Embarking on my placement in the front office department of the hotel, I found myself immersed in a world of diverse responsibilities, with a significant focus on the bustling breakfast and restaurant area. This integral part of my role required meticulous planning, effective communication, and adaptability to ensure a seamless dining experience for guests. From setting up tables and welcoming guests to handling dishwashing duties and tending the bar post-breakfast, every aspect contributed to a unique intersection of customer service and operational efficiency.

Feelings:
As I stepped into the breakfast duties, there was a palpable mix of anticipation and determination. The breakfast rush presented a dynamic challenge, demanding the simultaneous orchestration of various responsibilities. Welcoming guests with a warm smile, guiding them to their seats, and meticulously setting tables became a routine aimed at creating a positive initial impression. Despite the initial challenges, these interactions often transformed into moments of genuine connection and satisfaction.

Yet, the breakfast rush was not without its moments of stress, especially during peak hours. The pressure to maintain a seamless and pleasant experience for each guest was intense. The delicate balance of managing tables, dishwashing, and addressing immediate guest needs required a high level of multitasking and adaptability.

Evaluation:
The breakfast area experience provided insights into the intricate details that constitute a successful dining service. Positive interactions during breakfast, where guests expressed gratitude for the welcoming atmosphere and prompt service, were immensely rewarding. However, the challenges of managing the rush became evident, with longer waiting times for guests and occasional lapses in table cleanliness.

One notable incident involved an unexpectedly large group arriving for breakfast without prior reservation. The sudden influx strained resources, leading to a temporary shortage of clean, set tables. Some guests had to wait longer than usual, highlighting the need for better anticipation of peak periods and more effective resource allocation.

Moreover, my role in the breakfast area offered me insights into the importance of time management and prioritization. Balancing the various tasks, from welcoming guests to overseeing dishwashing, required careful planning and the ability to make split-second decisions. Reflecting on my approach, I realized the need to refine my time management skills further, ensuring that each aspect of the breakfast service received the attention it deserved.

Analysis:
Analysing my experiences in the breakfast/restaurant area, effective communication and coordination emerged as the linchpins of success. Clear communication with the kitchen staff and fellow team members was indispensable for maintaining a steady flow of service. Coordinating with the kitchen to manage food availability and addressing guests' special requests demanded not only quick thinking but also a keen awareness of the overall dining operation.

The incident with the larger group prompted reflection on the importance of proactive problem-solving and improved communication with the kitchen and team members to handle unexpected situations efficiently. It underscored the need for better contingency planning to ensure a smoother experience for guests during unforeseen challenges.

Furthermore, my engagement in the breakfast area sparked an interest in the broader context of hotel management. Understanding how the front office interconnects with other departments, particularly the kitchen, housekeeping, and event management, became crucial for a holistic understanding of the hotel's operations. This realization led me to actively seek opportunities for cross-departmental collaboration, attending briefings with kitchen staff to better align breakfast service with their preparations and streamline overall efficiency.

Conclusion:
From this placement, I drew the conclusion that the breakfast/restaurant area serves as a microcosm of the broader hospitality experience. It emphasized the importance of meticulous planning, effective communication, and adaptability in delivering exceptional customer service. The breakfast rush, with its mix of positive interactions and challenges, became a microcosm of the broader hospitality experience.

Action Plan:
To build on these insights, I plan to enhance my organizational skills further. This includes developing strategies for better anticipating peak periods, refining communication channels with the kitchen, and implementing more effective contingency plans. Additionally, I aim to participate in additional training sessions related to restaurant management to broaden my understanding of the intricacies involved in providing an outstanding dining experience.

This reflective journey in the breakfast/restaurant area has not only deepened my appreciation for the nuances of hospitality but has also equipped me with valuable insights into the operational aspects of a busy dining environment. I am now better prepared to navigate the challenges and capitalize on the positive moments that arise in this dynamic setting.
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Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Dear Sterry86,

We extend our heartfelt thanks for choosing Leonardo Hotel Cardiff and for taking the time to share your incredible experience. Your positive feedback truly brightened our day.

We are thrilled to learn that your initial concerns were surpassed, and you found our hotel to be not only lovely but also perfectly situated in the heart of Cardiff. It's wonderful to hear that our staff's warmth and helpfulness, coupled with a complimentary room upgrade, contributed to a memorable stay.

Your detailed mention of the spacious room, complete with a walk-in wardrobe, reflects our commitment to providing a comfortable and enjoyable experience for our guests. We're equally delighted to have accommodated your request for a late check-out at short notice.

Your feedback motivates us to continue striving for excellence. We sincerely look forward to the pleasure of hosting you again at Leonardo Hotel Cardiff for another exceptional stay.

Warm regards,

Berthland Tudor

Sterry86. (2023). "Lovely Experience at Leonardo Hotel Cardiff." TripAdvisor, Available at: [https://www.tripadvisor.com/ShowUserReviews-g186460-d295223-r930277108-Leonardo_Hotel_Cardiff_Formerly_Jurys_Inn-Cardiff_South_Wales_Wales.html] (Accessed: 22 February 2024)
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	Letter of complaint response 500 words +/- 1-%

	
Dear Ms. Blake,

I trust this message finds you well, and I sincerely appreciate the time you've taken to share your recent experience with us. Your feedback is paramount, and I want to extend our heartfelt apologies for the disappointments you encountered during your stay in room 330 at our hotel.

The cleanliness issues you brought to our attention are deeply troubling. Please be assured that we are undertaking a rigorous review of our housekeeping procedures. Immediate action is being taken, including retraining our housekeeping team and implementing additional quality checks to ensure every guest experiences the pristine conditions we strive to provide.

Regarding the Wi-Fi concerns impacting your work-related activities, I want to express my genuine regret for any frustration caused. We are actively investing in upgrading our Wi-Fi infrastructure to guarantee a reliable and high-speed connection for our guests. Your experience has underscored the urgency of these enhancements, and we are committed to ensuring a seamless online experience for all our guests.

I share your disappointment with the disturbances caused by noise, and I want to assure you that we are taking decisive steps to identify and address the sources of disruption. Creating a serene and peaceful environment for our guests is a commitment we take seriously, and your feedback is instrumental in achieving this goal.

Your comments about the responsiveness and helpfulness of our staff are concerning, and I want to personally investigate each interaction you had. Immediate steps are being taken to address any deficiencies in our service delivery. Our team will undergo additional training to ensure they consistently meet and exceed the expectations of our valued guests.

To express our sincere apologies and commitment to making amends, we extend an invitation for a complimentary stay during your next visit. Additionally, we would be delighted to offer an upgrade to a more secluded room to ensure an even more enjoyable and tranquil experience.

Furthermore, I want to assure you that corrective measures are actively underway to address the cleanliness, Wi-Fi, and customer service concerns you've raised. Your comprehensive feedback serves as a roadmap for our continuous improvement efforts.

I am eager to engage in a more detailed discussion about your experience and any additional insights you may have. Please feel free to contact me directly at [your contact information]. Your satisfaction remains our top priority, and we are dedicated to taking every necessary step to regain your trust.

Once again, I extend my sincere apologies for any inconveniences you faced during your stay. We value your patronage and sincerely hope you will grant us another opportunity to showcase the exceptional service we aspire to provide.

Thank you for bringing these matters to our attention, and I eagerly await the opportunity to address your concerns comprehensively.

Sincerely,

Berthland Tudor Manager Leonardo Hotel


















































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





	Key Skill 1 – Customer Service Skills  


	Customer service, a foundational aspect of the hospitality industry, is explored extensively in "Hospitality Management: A Brief Introduction" by Roy C. Wood. The author emphasizes that exemplary customer service extends beyond meeting basic needs. It involves a deep understanding of guest preferences, attentiveness to their requirements, and the creation of personalized experiences. Wood highlights that in the fiercely competitive world of hospitality, delivering outstanding customer service is paramount for building a positive reputation and ensuring repeat business.

Michael L. Kasavana and Richard M. Brooks, in "Managing Front Office Operations," provide insights into the intricacies of front office management. The book underscores the significance of customer service in shaping the overall guest experience. It delves into strategies for handling guest complaints, ensuring guest satisfaction, and fostering a customer-centric culture within the hotel.

Industry Example:
"Danny Meyer's Setting the Table" explores the philosophy of the renowned restaurateur, emphasizing the paramount importance of hospitality in creating exceptional customer experiences. Meyer's Union Square Hospitality Group is celebrated for its customer-centric approach, focusing on exceeding guest expectations. The book narrates real-world examples from Union Square Hospitality Group's operations, illustrating how prioritizing customer service contributes to the success of the business.

In the hospitality industry, The Ritz-Carlton stands out as a beacon of exemplary customer service. "The Ritz-Carlton Gold Standards" is a set of guidelines that the brand follows rigorously. These standards include principles on clear communication, anticipating and fulfilling guest needs, and creating a consistently exceptional experience. The Ritz-Carlton's commitment to delivering unparalleled customer service has become a benchmark for the industry.








	
Key Skill 2 – Communication Skills 


	Effective communication is the linchpin of successful front office operations. In "Effective Communication for Tourism and Hospitality" by Peter Murphy and Larry Dwyer, the authors delve into the nuances of communication within the context of the tourism and hospitality sector. The book highlights how clear communication enhances guest relations, facilitates efficient teamwork, and contributes to overall organizational effectiveness.

"Hotel and Lodging Management: An Introduction" by Alan T. Stutts and James Wortman provides a comprehensive overview of communication strategies within the hotel industry. It explores the role of communication in managing guest services, coordinating with different departments, and ensuring a seamless guest experience. The book emphasizes the diverse communication channels used in hotels, from face-to-face interactions to digital communication tools.

Industry Example:
The Ritz-Carlton, known for its unwavering commitment to excellence, places a significant emphasis on communication. The brand's training programs include modules on effective communication, ensuring that all staff members, especially those at the front office, are adept at conveying information clearly and professionally. This commitment contributes to the Ritz-Carlton's reputation for delivering a consistent and exceptional guest experience.

Interpersonal communication is critical in the hospitality industry. The Four Seasons Hotels and Resorts, renowned for its personalized service, prioritizes communication skills in its staff training programs. The brand recognizes that effective communication not only ensures smooth internal operations but also fosters strong connections with guests, creating memorable experiences.









	
Key Skill 3 – Organisational Skills 


	"Hotel Front Office Management" by James A. Bardi provides in-depth insights into the organizational aspects of front office operations. The book explores topics such as reservations, room assignments, and coordinating guest services. Bardi underscores the importance of organizational efficiency and attention to detail in managing the diverse responsibilities of the front office.

"Introduction to Management in the Hospitality Industry" by Clayton W. Barrows and Tom Powers delves into the broader organizational challenges faced by hospitality professionals. It discusses the coordination of various departments, resource management, and strategic planning. The book emphasizes that organizational skills are crucial for maintaining a smooth and efficient front office operation.

Industry Example:
Marriott International, a global leader in the hospitality industry, exemplifies organizational excellence. The company's success is attributed to its robust reservation systems, streamlined check-in processes, and meticulous attention to guest preferences. Marriott's organizational prowess is evident in its ability to manage a vast portfolio of hotels worldwide while maintaining consistently high standards of service.

Hilton Worldwide, another industry giant, places a strong emphasis on organizational efficiency. The brand's commitment to the "Hilton CleanStay" program during the COVID-19 pandemic showcases its organizational agility in implementing new protocols swiftly. This program, focusing on enhanced cleanliness and guest safety, reflects Hilton's dedication to adapting its organizational strategies to meet evolving challenges.






	
Key Skill 4 – Problem Solving Skills 


	"Problem Solving and Critical Thinking for Designers" by Christine M. Piotrowski offers valuable insights into problem-solving techniques applicable across various industries, including hospitality. The book advocates for a systematic approach to problem-solving, involving the identification, analysis, and resolution of issues. It highlights the importance of critical thinking in navigating complex challenges.

"Managing Hospitality Human Resources" by Robert H. Woods and David K. Hayes delves into the human resources aspect of problem-solving within the hospitality industry. The book explores how effective problem-solving contributes to employee satisfaction, which, in turn, influences the quality of guest experiences. It emphasizes the role of training programs in developing problem-solving skills among hospitality professionals.

Industry Example:
Hyatt Hotels Corporation is recognized for its proactive problem-solving approach. Through employee empowerment and comprehensive training programs, Hyatt staff are encouraged to identify and resolve issues promptly. This commitment to problem-solving extends to guest interactions, ensuring that challenges are addressed swiftly and effectively. Hyatt's approach reflects a dedication to continuous improvement and guest satisfaction.

InterContinental Hotels Group (IHG) adopts a data-driven approach to problem-solving. The IHG Academy, the company's global program to develop talent, includes modules on critical thinking and problem-solving. By leveraging data analytics, IHG equips its staff with the skills to identify trends, anticipate challenges, and implement proactive solutions. This analytical approach reflects the evolving nature of problem-solving in the modern hospitality landscape.

Engaging with the insights provided by these resources and industry examples offers a comprehensive understanding of the key skills required for effective front office operations in the hotel industry. Whether it's delivering exceptional customer service, honing communication skills, maintaining organizational efficiency, or adeptly solving problems, these skills collectively contribute to a thriving and successful front office operation.
	











Reference List
Hotel Operations Management 3rd Edition Hayes Solutions Manual
https://testallbank.com/download/hotel-operations-management-3rd-edition-hayes-solutions-manual/
https://lesroches.edu/blog/what-good-customer-service-skills/#
https://lesroches.edu/blog/hotel-customer-service/
https://fastercapital.com/content/Communication-Skills--Key-to-Success-in-the-Front-Office.html
https://www.linkedin.com/advice/0/what-some-strategies-developing-problem-solving
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Nice surprise
Review of Leonardo Hotel Cardiff - Formerly Jurys Inn
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Was slightly worried after booking hotel and reading some reviews, but couldn't have been more
wrong, hotel was lovely and right in centre of Cardiff. Our room was upgraded for free when checkingin
and staff were really nice and helpful. Room was massive with walk in wardrobe and nice and warm.
Also had late check out ot short notice would definitely stay here again,

More

Date of stay: December 2023
Trip type: Traveled as a couple
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This review s the subjective opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor performs checks on
reviews as part of our industry leading trust & safety standards. Read our transparency report to learn more.

See all 2955 reviews




