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	  Hospitality is a fantastic sector that offers a diverse variety of career opportunities. I was lucky to have such an opportunity as I’ve spent ten amazing weeks in the Ibis Hotel, Northampton. One of the duties was front office. The front office is crucial in connecting guests and the administrative office. Their duties are essential to ensure guest satisfaction and business success. We prefer to refer to our customers as guests to emphasize their importance, as the word guest better reflects the full spectrum of hospitality, explained Sturman, and I agree. Ibis Northampton has a warm and home-like vibe.  Bardi's research in the field of hospitality management provides a basis for comprehending the managerial responsibilities of the front office. These duties involve a variety of tasks, including managing reservations, conducting financial transactions, and maintaining records. Exactly these were the main duties for me as a receptionist at the Ibis Northampton. 
    I had a challenging start in the new department, but my colleagues were helpful and welcoming.              Communication and organization are important skills in the front office job, and my team shared their knowledge and experience to support me. First, I had difficulties managing check-ins and check-outs as I never experienced this before, and there were technical issues sometimes, but the team was amazing in guiding me to make the process smooth and positive for me and the guests. Emotionally, the experience was a rollercoaster as the placement was alongside other personal duties such as work and family. But I set myself that when I am at the front office I have to be there 100 % and have the emotional intelligence to deal with different guests and situations.  I agree with Cornell’s study response that we must have “Life in Balance”. My experience at Ibis Northampton made me feel my life was in balance as everyone cared about the rest of the team as well as guests' life situations and mine as well. The management was amazing and made me feel part of their family.  
   If I had to evaluate my overall experience, I would say that I’ve learned a lot from the team. Continuous learning and improvement is what a front office job requires as it is essential to stay on track with new technologies, new expectations, trends, and necessities. The duties of a receptionist go beyond just completing transactions, they involve the creation of lasting experiences. I’ve met guests who came to say hi and give some treats as a thank you gesture for the team for having a nice stay at the hotel.
Tesone presents the front office in hospitality as being responsible for emotional exchanges with guests. The way the receptionist welcomes the guest will create the atmosphere for the rest of the day in most cases. I agree that the receptionist must adapt to the guest to satisfy his needs and as a result, offer him a happy stay. We managed so many times to surprise guests when offered free early check-in, a free drink or even reminding them of some important staff, or at least smiling at them. 
On the other hand, modern hotels rely heavily on their front office staff to ensure efficient communication and immediate access to information for guests. The front office staff handles guest requests and operates under considerable stress due to the complexity of their work. They have in-depth knowledge of the hotel's organizational structure and operations. However, the front office also serves as a lightning rod for guest complaints, which can be frequent and intense. Guests often complain about noise from the street or are upset when they can't check-in early. One day, we had a technical issue when the system went down briefly. But no matter what happened, the team, including the manager managed to find ways to satisfy guests and make the work go smooth with no stress. Despite the challenges, front office staff are committed to ensuring that every guest has a positive and memorable experience.  There was always clarity in communication, team organization was good as everyone knew their responsibilities and was focused on completing them. We did our best to calm the spirits and make things go smoothly. When this was impossible, the guest was offered the choice to be refunded and check out as they were not satisfied with any options they were offered.  Being at the reception involved sometimes food and beverage responsibilities too such as serving drinks, offering cutlery and even cleaning the tables in the dining area. 
   Being at Ibis Hotel Northampton helped me understand how difficult it is to work with guests and try to make them happy, as well as respect them regardless of their occupation, background, religion or other personal matters. This will impact my future hospitality profession as I'm looking forward to finding a job in the hotel industry.
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Dear Irena, I appreciate your kind words regarding your stay at the Ibis Hotel Northampton. The team will be delighted to hear your feedback. We take pride in providing high-level service and comfortable accommodations, so it's great to hear that we met your expectations.
At Ibis, we strive to create an inviting and peaceful environment for our guests, and I'm glad you found our facilities clean and well-maintained. We are lucky to have a great location. We value your suggestions about our hotel staff; they work tirelessly to ensure every guest feels valued and cared for throughout their stay, including preparing for upcoming check-ins. If you plan on staying with us again, please let us know in advance so that we can make arrangements to ensure a pleasant stay.
Best regards, 
Olga Brinza



	Screen shot of referenced Trip Advisor review used:
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Reference
1. Dean Elphick, Best ways to respond to positive hotel reviews, 2023. Available at: How to respond to positive hotel reviews - Little Hotelier
2. Irena P, Tripadvisor/Ibis Hotel Northampton, September 2023, available at:  IBIS HOTEL NORTHAMPTON CENTRE - Updated 2024 Prices (tripadvisor.co.uk).
3. 6 Tips for Responding to Positive Reviews With Reply Examples. Available at: Tips for Responding to Positive Reviews with Reply Examples (broadly.com)

	

	

	

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

	
Olga Brinza
Sol Central, Mare Fair, GB
NN1 1SR NORTHAMPTON
UNITED KINGDOM
January 15th, 2024
Dear, Mrs Joanna Blake,
  Thank you for bringing your concerns to our attention. We express our sincere apologies for the negative experience you had during your stay at our hotel. As a hospitality industry organization, we prioritize our guests' comfort and satisfaction, and it is distressing to learn that we did not meet your expectations in multiple areas. 
  First and foremost, I want to address the dissatisfaction with room cleanliness. Cleanliness is a fundamental aspect of our service, and I sincerely apologize for any issues in this aspect. We have a rigorous cleaning protocol in place to ensure that all rooms are thoroughly cleaned and sanitized between guest stays. However, it appears that we may have overlooked some details during your visit. Rest assured, I will personally investigate this matter and take corrective action to prevent similar incidents from occurring in the future. We could move you in another room if the problem would be raised to the reception. 
  Regarding the Wi-Fi service, I understand the importance of reliable internet access, especially for guests who rely on it for work or staying connected with loved ones. It's disappointing to hear that you experienced issues with our Wi-Fi during your stay. We continuously strive to maintain a high standard of connectivity throughout the hotel, and I will work with our technical team to address any deficiencies in our network and improve the overall experience for our guests. At the same time, I would advise you next time to check the settings on your work laptop as we had the issue before when the laptops are restricted to connect to our Wi-Fi. 
  We understand that noise levels in the hotel can significantly impact the quality of your stay, and I apologize for any disturbances you encountered. We aim to provide a peaceful and relaxing environment for all our guests, and I regret that we failed to meet this expectation during your visit. As I already mentioned, please let us know next time you visit us so we can offer you a quiet room based on availability. If neighbours disturb during night our security can help with this or reception can move guests to make sure everyone feels happy and safe. We are a hotel that needs upgrades and ill rise noise concerns with our team so we can review our noise control measures and implement additional strategies to minimize disruptions and ensure a more restful experience for our guests in the future.
  Finally, I would like to apologize for our customer service. Our staff are trained to provide exceptional service and hospitality, and it's concerning to learn that you did not receive the level of attention and assistance you deserved. Please know that your feedback is invaluable to us. I will personally address this matter with our team to ensure that all guests are treated with the utmost professionalism, courtesy, and respect at all times.
  In conclusion, I want to extend my sincerest apologies for the shortcomings you experienced during your stay. Your satisfaction is incredibly important to us, and we are committed to taking the necessary steps to address the issues you've raised and improve the overall quality of our services. Should you choose to give us another opportunity to serve you in the future, I am confident that we can provide you with a much more positive and enjoyable experience. Thank you for bringing these concerns to our attention, and please don't hesitate to reach out if there's anything else we can do to make amends.
Sincerely,
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	
   The front office of a hotel serves as the gateway to the guest experience, making it a pivotal hub that requires a diverse set of skills for efficient operation. The crucial key skills essential for success in the front office of a hotel, with a focus on customer service skills, communication, organizational abilities and problem-solving. I think these abilities can be applied effectively in the constantly evolving hospitality industry, in order to deliver a smooth and satisfactory guest experience. 
To meet the needs of your customers and help them to solve any problems front office must have customer service skills, especially in the hotel industry. Customer service is the process of helping and supporting customers before, during, and after they stay in a hotel. It covers everything from providing information about deals and prices to resolving customer complaints. I’ve experienced situations when hotel treated in a kind way a family with a disabled child offering them all the support to make them feel home.
  Good customer service usually makes the difference between a satisfied guest who will return to the hotel and an unhappy guest who will choose to stay somewhere else next time. In my opinion, customer service is a key element of competitive hotels, helping to build long-lasting relationships, recommendations, and business success as well. The front office must possess this skill to achieve high levels of customer satisfaction, retention, and better brand relationships. I think it’s the little things that can make a big difference, and often it’s the businesses that go the extra mile that guests remember the most. In today’s competitive marketplace, good customer service is essential for businesses in the hospitality industry.


	
Key Skill 2 – Communication Skills 


	
   Communication stands as the cornerstone of success in the front office of a hotel. Effective communication involves not only conveying information clearly but also listening actively to guests and colleagues. Bardi, in his work on hospitality management, emphasizes the pivotal role of communication in shaping guest perceptions and experiences.
   I agree that for the front desk, communication skills are multifaceted, encompassing interactions with guests, colleagues, and other departments to make the work go smooth and offer guests the best stay.  Clear verbal communication is essential when assisting guests with check-ins, providing information about the hotel's amenities, and addressing inquiries. Additionally, written communication skills are crucial for drafting emails, managing reservations, and maintaining accurate records in this department.
Active listening, as highlighted by Corgel is equally important. Understanding guest needs and concerns requires attentiveness and empathy. Tesone's insights into emotional labour emphasis the need for not only exchanging information but also managing emotions effectively during guest interactions. The manager from Ibis Hotel Northampton was a real example of a caring human being. She was listening to guests' personal situations, doing her best to comfort them, and offering her support.
The way the front desk treats a guest in a hotel can influence the success of the business, its reputation, and customer fidelity. We had so many repetitive stays and this proves that the front office makes a difference in the hotel industry.

	
Key Skill 3 – Organisational Skills 


	  The front office is a bustling environment where organizational skills are indispensable. Efficiently managing tasks such as reservations, check-ins, and check-outs requires a well-organized approach. Bardi's comprehensive guide on hospitality management emphasizes the importance of organizational structure in creating a smooth workflow.
Organizational skills extend beyond daily tasks to encompass long-term planning. Coordinating reservations, ensuring room availability, and synchronizing with other departments demand meticulous planning. Being well-organized enables the front office team to handle peak periods effectively, providing a positive experience for guests.
   Furthermore, the organizational structure influences teamwork and collaboration among front office staff. Clear roles and responsibilities, as discussed by Corgel, contribute to a harmonious work environment, reducing the likelihood of errors and enhancing overall efficiency. While being at Ibis Northampton I was impressed with how responsible and organized the team was, and the way they started and ended shifts, with detailed handovers and financial checks.
  Organizational skills for the front office department are a must as they handle a lot of information, that has to be stocked properly. In my opinion, a hotel is at risk if it fails at the organizational level. From my experience in the hotel, I can declare that from office’s organization influences the atmosphere and the whole work process of the hotel. Only a wrong date or a wrong reservation can create huge problems for the whole hotel. that’s why, organizational skills should be a must for a front office candidate. This influences directly the success of the hotel, the vibe of the team, and customer satisfaction.

	
Key Skill 4 – Problem Solving Skills 


	  In the unpredictable world of hotel management, problems are inevitable. Whether it's handling guest complaints, resolving booking discrepancies, or addressing technical issues, the front office team must possess strong problem-solving skills. Corgel's observations on the practice of management science in hospitality emphasize the need for adaptability and quick thinking in such situations. The front office in my opinion must handle situations quickly and well so the guest doesn’t feel that there was an issue.
Effective problem-solving involves identifying the root cause of issues and implementing timely solutions to make customers happy and carry on with their daily routine at the hotel ensuring less disturbance. The ability to remain calm under pressure is crucial in resolving conflicts and maintaining professionalism during challenging situations. The team spirit should be maintained, and a lot of communication and understanding are essential at the front office department. 
   Moreover, collaboration with other departments becomes essential in solving complex issues. Interdepartmental communication and problem-solving, contribute to a cohesive and integrated approach in managing challenges that affect the front office.
The hotel front office department comprises fundamental skills that are crucial for the hotel's success. The significance of this department lies in its ability to create a positive first impression and enhance the overall guest experience, which in turn has a direct impact on customer satisfaction and retention rates in the hospitality industry.
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Amasing value for money paid

Amasing value for money paid, clean, fresh, big room, comfy bed, 5-10mins walk
to the town centre, check out 12pm. Was suprised to find shower gel,
shampoo/con: ning in the bathroom for this price. Stayed 1 night, double bed
room. Parking £8 for 24 hrs. The only thing to improve - hotel staff could be not so
loud in the morning as some guests might require some sleep till after Tlam.
Overall highly recommended.

Read more ~

Date of stay: September 2023

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.

3o




image3.emf
X

Olga Brinza

Hotel Manager


image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




