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Component one: Learning Log 
[bookmark: _Toc149844488]Identify key skills required to work within the hotel front office. 
During the placement working  at the front office, I discovered I needed to have communication skills as this helped me to talk with customers in person and over the phone. This becomes one of the crucial tasks to be performed in the arrival and departure of guests in a hotel’s front office. Some of the other varieties of tasks of this department like registration, room allocation, reception, reservation of a resident guest are maintained by the front office. Thus, the efficiency or the skills of the employees in the front offices is very important to represent a better presence of the hotel to the customers. Some of the skills for the front office which I needed were technical skills which I needed to work with a computer to keep accurate customer records in a system and to manage the transactions between customers and company. Problem-solving skill helped me to solve any problems regarding customers’ damaged keycards, incorrect room charges, lack of internet connection or unexpected problems occurred. Leadership skills helped me to assign tasks to manage my time during my stay there, skills also need to be enhanced regularly as per the fluctuating preferences of the customer and the market trends. The proper maintenance of these skills has helped me in properly interacting with the customers and providing the best quality of hospitality service to them in a hotel. The front office employees of Ibis Styles Birmingham NEC & Airport Hotel need to acquire these skills to sustain the competitive presence and reputation of the organization. This also helps in increasing the opportunities for expanding its operations in the different domestic and global markets of operation. 

Analyzing reflective practice, reflecting on own skills, experience using KOLB’s Learning Cycle model of 
My presentation skills helped me to develop that the customer satisfaction can be done through efficient experiences and knowledge of the front office managers of the hotel. According to the comments of Corgel et al. (2011), the increase of customer experience helped me increase the reputation of a hospitality service-providing organization. This made me learn that providing a better experience to the customer can help in earning competitive opportunities along with increasing the brand presence. However, according to KOLB’s Learning Cycle, 1984, increasing the experience of the customers alone does not provide sufficient resources for learning experiences in different situations. This includes many cases that do not get mitigated alone with experience it needs to meet some learning goals obtained from performing the work. This also helped me in developing my experiences about the efficient management of resources in the hospitality service providing industries in the UK. In this type of situation, I have maintained the preliminary experiences obtained from the work performance and some of the problem-solving skills learned from performing work. This experience has helped me in solving some working issues with the skills of thinking, discussing, or creatively in solving customer dissatisfaction. This made me learn that literary experience also needs some of the learning experiences obtained from performing work to meet certain goals of a company. As opined by Alexakis and Jiang (2019), the employees of the front office in a hotel need to have efficient knowledge about operational skills like efficient customer management and problem-solving. This made me learn that the skills also need to be maintained by some of the administrative practices for sustaining the skills applied in the workplace by the employees. 
Linking with theoretical principles and with industry examples of the key skills identified 
The stability of the hotel business in the UK is sustained by their capability to manage the customers efficiently. According to Hammer (2016), the efficiency of revenue managers in hotels needs to avoid misunderstandings and solve complexities with continuous adaptation of technologies in work. This indicates the administrative bodies of an organization need to follow theological principles for solving complexion occurred in hotel business. According to “Innovations theory”, the description of a working pattern and the speed of implementing new ideas to perform some activities to spread the preference of a product or service. This theory can be applied by the hospitality sectors of the UK to retain their customers. Furthermore, the application of this theory can help in enhancing the quality of service provided by the hospitality service provider of the UK. Thus, applying this theory has also helped me enhance my skill of providing the best quality of hospitality service to the customers from the front office of hotel in the UK. One of the hospitality service-providing organizations of the UK, Premier Inn Limited tends to provide premier rooms to the guests (Premierinn.com, 2023). This presentation of better hospitality service improves by innovating services within the accommodations according to the preferences of the consumers. Moreover, this indicates the skill of adaptability by the administrative department of this hotel in the UK. According to Mensah et al. (2021), the application of practical skills in the administration and front office management of a hotel helps in increasing competencies.












































	


Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
A positive response can help in increasing the reputation of a brand among the other competitors in the market. The first step of the response is to thank the responders for interacting with the brand and request them to stay connected. This can also ask for an expression of his/her commitment to improve and ask for their suggestions. The company can also appoint a team to actively find queries from the customers and respond to the feedback as early as possible. This can help in making the customer's positive feedback use as one of the best ways for advertising through customer's content (Nyström and Mickelsson, 2019). In case the feedback consists of any criticism then the company needs to explain a brief rationale of the issues and provide an effective solution to make the customer rely on the brand. This might also include asking for alternative solutions from the customers as per their expectations of liking. 




































	Screen shot of referenced Trip Advisor review used:
[image: ]
Figure 1: Customer review of “Ibis Styles Birmingham NEC & Airport Hotel”
(Source: All.accor.com, 2023)


	

	

	

	Letter of complaint response 500 words +/- 1-%

	

                                                                                        Mr Smith Ronald,
                                                                                     20 Victoria road,
                                                                         Swansea 
                                                                         SA1 2RE

                                                                                         September 1st, 2023



Subject: Apologising for poor hospitality services

Dear Sir/Madam 
I hope this letter will help you to accept our apologies for our poor hospitality service provided to you. 
I am writing this letter to address your complaint about the poor hospitality service provided by us. I hope this letter will help you to mitigate your disappointment and solve the complaint about poor room service on 26th of August at room 205. I am sorry for the overall poor service faced by you and provide you necessary compensation to satisfy you. Moreover, the company also assures you that we will provide you with better hospitality service in the future and fulfil all your expectations by providing personalized room service. The company provides value to our customers and meets your expectations. Therefore, the company promises you to provide the same or rather the more personalized and expected hospitality service at the same price that you have paid to us. Moreover, this will also provide better noise-free accommodation and a big living area to make your spending more joyful in our hotels. 
One of our faults is that the bath had visible strands of hair and the unclean toilet will be solved by providing you with a luxurious bathroom. This will contain hygienic grooming kits, clean towels and expected temperature-controlled water. I hope this will help you to reduce the bad image regarding our hotel that you have obtained from our services. This is also a promise from the top-level management to provide the best services to every customer and take every minute responsibility of the guest. Moreover, the company will also try our level best to provide hospitality services beyond your expectations. 
A major part of the company process of addressing your complaint will be solved by implementing the different room service staff and chief cook to provide the expected food service to you. We hope this all will help you change your perspective about our hotel and make us one of the first and foremost hospitality service providers. The identification of customers' requirements and managing them efficiently is the main work of the front office department of our company. Thus, the efficiency or the skills of the employees in the front offices will be very important to represent a better presence of our hotel to the customers. 
Some of the more skills like excellent verbal communication, teamwork, adaptability, and customer satisfaction service will be adopted by the administration of our hotel. This will also help in increasing our opportunities for expanding business operations in the different domestic and global markets of operation through a large hotel chain. 
Our employees of the front office will also have an efficient knowledge of operational skills like efficient customer management and problem-solving. This will make our company’s administration learn the skills required maintained by some of the administrative practices for sustaining the skills applied in the workplace by the employees. If there is anything that we can do to make your experience better, please do not hesitate to let us know.

Yours Sincerely,
S Ronald 
Smith Ronald,




















































Component Three-Portofolio-4 Elements 
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
Processing the requests of the guest is the key function of the hotel authority in the pre-arrival stage. The most significant component remains fulfilling all the requirements of the guests as per their directions during the booking period. As per the views of Özdemir et al. (2019), in the pre-arrival stage, the hotel authority needs to focus on all the requirements that the customer has for their pleasure and comfort. On the other hand, Cobanoglu et al. (2021), highlighted that arranging the room and the preparation of the facilities help to bring the loyalty of the customers. Therefore, it plays an important role in managing the relationship with the customers. The booking period of the Pre-arrival session within the hotel industry plays a significant role in the context of customer management within any hotel organisation. 
Providing the customer with multiple choices in the selection periods helps to serve the customer at the highest capacity, which is important for later-stage success. The creation of a guest folio for the customers is important for increasing the level of satisfaction of the employees within an organisation. As per the views of Stringam and Gerdes (2021), the creation of a guest folio provides the opportunity for an organisation to provide all the services at reasonable prices. Additionally, it can be useful for hotel organisations to generate a better communication environment. Additionally, the creation of a guest folio can be useful for an organisation to provide all the services based on the budgeting and the affordability of the customers.






	
Element 2 – Arrival 


	The first thing important in the arrival stage is offering a warm welcome to the guests who are arriving within the organisation.  As per the views of Lv et al. (2021), warm gestures towards the guests can help to make a good impression on the guests which helps to deliver all the services to the guests. Giving a very good picking-up service offering can help the hotels judge the moods of the customers and normalise the issues of the customers that they have faced since the on boarding.  Based on the views of Yang et al. (2021), fast handover to the rooms and the pre-booked services increases the satisfaction of customers. The the issues due to arrival need to be dealt with by additional services like touring and buffets to the customers to keep them satisfied. All these steps can bring huge satisfaction among the customers that helps to bring satisfaction among the customers. 
The arrival period in the hotels and hospitality industry needs to focus on luggage management and shifting of the guests into the hotel rooms. Handling the luggage with care is essential for creating a good impression regarding the passive services that the hospitality organisation has been delivering. Based on the views of Lukanova and Ilieva (2019), providing a smooth shift to the customers into hotel suites and delivering all the communication-related queries helps to build customer trust.  The complete process is taken into concern by hotel authorities to develop clarity and transparency with the customers. 









	
Element 3 – Duration of stay 


	The auditing of all the expenses and the building for customers is the key requirement for the hotel authorities in the duration period of the guests. The hotel authority needs to focus on all the resources provided by them to avoid any kind of problems associated with the conflict regarding billings. As per the views of Baumber et al. (2021), clear audits and daily updates of the expenses to the customers help to avoid any kind of internal issues with the hotel authorities. This strategy event works to minimise the errors related to customer expenditure, which is essential for customer loyalty. 
Effective messaging to the customers based on their requirements calls and emails can be taken into account for making changes in the process of services. This can help to provide better services to the customers, which makes them more attached to the company's identity. Managing the wealthy assets of the customers is another important function which needs to be focused on during the stay period of the guest. As per the views of Anichiti et al. (2023), the safety factors of the guests play a major role in making decisions to stay further in any hotel. Therefore, hospitality organisations need to arrange the facility for the security of the assets. Additionally, the services for the mail handling of the customers must go through a protected process. The protected process needs to be focused for reducing the errors in functioning. Guests who are coming late need to be provided with the facilities for reservation mail shipment. A service section for changing the facilities of the guests according to their demands needs to be provided. The guest servicing module needs to focus on the room changing facility to meet all the demands regarding the facilities of the rooms. 


	
Element 4 – Departure 


	The departure activity within the hotels needs to be designed for making a long-term relationship with customers for future booking. During the departure procedure of the customers, the luggage optimisation procedure needed to be maintained properly to avoid all kinds of issues with customer engagement. Providing quality luggage and trolley services to the customers and guests can provide the opportunity for co-creating a new developmental setup for achieving long-term advantages in business achievements. As per the views of Liu et al. (2021), the role of language services during departure is huge for making an impact till the end of the hospitality service framework. This helps to create a better brand image over the brand for the customers regarding professionalism. Additionally, providing proper billing and discussing all the elements of the bills are considered effective measures in the period of departure of the customers in the organisational environment. Handling a settlement with the guests in the hotels is an important task for meeting the demands of the customers. As per Banús (2021), settlement with the provisions of taxation in a specific country is an effective strategy for fast and conflict-free settlement. Therefore, organisations need to focus on all such amenities for managing the final marketing plan of final sales, where farewells to the customers need to be provided for final settlements. 
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Perfect location for the NEC

No issues with checking in, we did this online before arriving so only
needed room details and keycards, we were on the ground floor, didnit
have any noise from outside, and only heard a couple of people outside
the door. Bed was ok, a bit hard for me, but it didn't keep me up. My only
issue was not having a fridge, but its not a big deal if you are only
staying for a couple of nights. Breakfast was basic, but good enough,
with a selection of cooked food, cereals and pastries. Staff were nice
and helpful as well

Seeless A




