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I've learned from researching this subject that working at a hotel front desk at Hilton Garden is a multidimensional position that necessitates a broad skill set. It is an interesting but difficult industry that requires a variety of skills to succeed. It will examine the fundamental abilities needed to succeed at the hotel front desk and how they are used in the business (Deloitte, 2021).

One of the most important abilities needed for a front desk job is effective communication. It is crucial to be able to communicate effectively with clients, colleagues, and managers. This involves the capacity to communicate effectively both orally and in writing, to listen intently, and to convey complex information in a clear, succinct manner (EHL Insights, 2021). For instance, when handling customer concerns, a front desk representative must actively listen, show empathy for the client, and offer an appropriate solution that meets those demands. My personal experiences working in at Hilton Garden hotel have taught me that excellent customer service starts with straightforward communication.

A staff at a front desk must also be capable of fixing problems. It is crucial to possess the capacity to critically analyse events and provide visitors with answers to their problems (Lim, 2010). This calls for a combination of rational reasoning, creativity, and the ability to work under pressure. For instance, if a guest's reservation cannot be found in the system, a front desk staff member must act quickly and effectively. I ran into a visitor who had a problem with their hotel while I was an intern. I was able to offer the guest a suitable resolution after thorough consideration and discussion with my supervisor.

In the hospitality sector, time management is crucial. The ability to multitask, prioritise, and manage time effectively is essential. This includes managing check-ins and check-outs, responding to visitor questions, and carrying out administrative duties like data entry and report preparation (Redcarnationhotels, 2022). During busy times, many visitors may be arriving and exiting at once. Front desk staff members must be skilled at time management in order to guarantee that each guest receives fast care.

When working at a hotel front desk at Hilton Garden, the importance of attention to detail cannot be stressed. A front desk personnel must be careful in their work if they are to provide customers with correct and current information. This requires reviewing names, room numbers, and reservation details twice to identify any mistakes that can result in unhappy customers. During my internship at Hilton Garden, I once had to deal with a circumstance when a visitor was given the incorrect room. It became clear that the mistake had been caused by a failure to pay attention to detail, emphasising the value of thoroughness in my work.

I was able to practise my numeracy skills while handling financial transactions at the front desk throughout my placement at Hilton Garden. I learned how to compute hotel rates, apply discounts, and handle payments in a variety of ways. I also had to manage inventory, which meant ordering supplies, keeping an eye on the availability of rooms, and updating the system to reflect changes. The importance of numeracy in the hospitality sector and its potential impact on client satisfaction and revenue were highlighted by this experience.

The hotel sector places a premium on numeracy because front desk staff are responsible for handling financial transactions like check-ins, checkouts, and payments. To avoid mistakes that can cause customers to become dissatisfied, they must compute hotel prices, taxes, and other expenses precisely. Additionally, knowledge of numbers is necessary for inventory management, which includes monitoring usage, buying supplies, and tracking room availability. For forecasting and decision-making, understanding financial data is also crucial, which helps with revenue optimisation and profit maximisation.

As front desk staff members communicate with co-workers from many departments, such as housekeeping, maintenance, and food and beverage, collaboration emerges as another crucial ability in the hospitality sector. Smooth operations depend on effective communication, task delegation, and feedback gathering (JeanBaptiste, 2017). Collaboration also includes conflict resolution because team members may differ, making amicable solutions necessary to maintain a productive workplace. Additionally, working with clients to meet their requirements and develop strong relationships is essential.

Therefore, numeracy and teamwork are crucial abilities for front desk employees in the hotel sector. I learned the value of teamwork for accomplishing shared objectives, efficient delegation, crystal-clear communication, and dispute resolution throughout my placement at Hilton Garden. In order to manage inventories, analyse data, and maximise profits, numeracy is essential. Developing these talents helps the hotel succeed by ensuring that customers receive first-rate service.

The clincher for a front desk agent is exceptional customer service abilities. This includes always being cordial, approachable, and friendly to visitors (Daoust, 2021). A front desk employee must anticipate visitors' wants and provide them with individualised service that goes above and beyond. This includes making suggestions for nearby restaurants, attractions, and activities that visitors can take part in while visiting. My placement at Hilton Garden taught me that what sets mediocre hotels apart from excellent ones is going above and beyond to make a guest's stay memorable. Finally, the front desk position at Hilton Garden hotel requires a variety of complex skills that may be cultivated and enhanced with the correct education and experience. 
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	Trip Advisor Review Response 150 words +/-10%

	

Mr. Michael S, (2023). " Booking for nearby concert." Trip Advisor, [November 07, 2023].



Dear Mr. Michael S,

Thank you for your glowing review of your recent stay at Hilton Garden Inn. We are thrilled to learn that our commitment to service and attention to detail surpassed your expectations. 
Your kind words about the excellent welcome and the outstanding service in the restaurant and bar truly warm our hearts. Making guests like you feel special is our priority, and we are delighted to have achieved that during your visit. 
Your perfect ratings for value, rooms, location, cleanliness, service, and sleep quality are immensely appreciated and motivate our team to continue delivering exceptional experiences. We value your feedback and are honoured to have been part of your concert experience. 
We look forward to the pleasure of welcoming you back to Hilton Garden Inn for another wonderful stay.

Warm regards,

Mohammed Shamim
Hilton Garden Inn Team


Best Review link:
https://www.tripadvisor.com/Hotel_Review-g186402-d224734-Reviews-Hilton_Garden_Inn_Birmingham_Brindleyplace-Birmingham_West_Midlands_England.html#REVIEWS
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	Letter of complaint response 500 words +/- 1-%

	
Mr. Ronald Federick,
17 Trinity Court,
Swansea,
SA1 2AR

Dear Mr., Federick,

Subject: Comprehensive Resolution of Your Recent Stay Concerns

I trust this letter finds you in good health. I want to extend my sincere apologies for the less-than-satisfactory experience you encountered during your stay at our hotel on the 26th of August. Your feedback is invaluable to us, and I am writing to assure you that we take your concerns seriously.

I am genuinely sorry to hear about the issues you faced, specifically regarding the quality of breakfast, disturbance from the neighbouring room, and the cleanliness concerns in room 205. Please allow me to address each of these matters comprehensively.

Firstly, concerning the quality of breakfast, I understand the importance of starting the day with a warm and appetizing meal. We are taking immediate steps to review and enhance our breakfast offerings to ensure they meet the high standards our guests expect. Our culinary team is working on refining the menu, monitoring food temperatures, and implementing additional training to ensure a delightful dining experience for all our guests.

Regarding the disturbance caused by the baby crying in a neighbouring room, please accept our sincere apologies for the inconvenience. We acknowledge that a peaceful and comfortable environment is crucial for our guests. We are implementing measures to reinforce our policies regarding noise disturbances and exploring additional ways to enhance soundproofing in our rooms. Your feedback serves as a reminder of the importance of maintaining a serene atmosphere for all our guests.

Lastly, I want to address the cleanliness concerns you raised about room 205. The conditions you described are certainly not acceptable, and I am deeply sorry for the disappointment you experienced. Our housekeeping team is undergoing retraining, and we are reinforcing our cleaning protocols to ensure the highest standards of hygiene and cleanliness are maintained in all our rooms. We have also conducted a thorough inspection of all rooms to address any potential issues promptly.

To express our commitment to rectifying your experience, I would like to extend an invitation for a complimentary two-night stay at our hotel. I believe this will allow us to demonstrate the improvements we are implementing and show you the level of service and hospitality we strive to provide.

In addition to the complimentary stay, we will be implementing a follow-up procedure to monitor the effectiveness of the improvements we are putting in place. This includes regular guest satisfaction surveys, increased staff training, and enhanced communication channels to address concerns promptly during guests' stays.

Once again, I sincerely apologize for the inconveniences you faced during your stay. Your feedback is crucial in our ongoing efforts to enhance our services, and I want to assure you that we are taking proactive steps to prevent similar situations in the future.

I hope you will consider giving us another opportunity to exceed your expectations and provide you with the exceptional experience you deserve. Please do not hesitate to contact me directly at m.shamim@hotmail.com to discuss your complimentary stay or any further concerns you may have.

Thank you for your understanding, and I look forward to the possibility of welcoming you back to Hilton Garden Inn for a much-improved experience.

Kind regards,

Mohammed Shamim
Manager
Hilton Garden Inn
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Introduction:

The hotel guest cycle is a critical framework that encompasses four distinct stages: pre-arrival, arrival, duration of stay, and departure. Effective management of each stage is crucial for delivering a seamless and satisfactory guest experience (Pizam & Shapoval, 2015). This essay will engage with relevant and current literature to describe and evaluate the key elements required in managing each stage of the hotel guest cycle, supported by evidence from further reading and real industry examples.

In the ever-evolving landscape of the hospitality industry, effective management of the hotel guest cycle stands as a cornerstone for success. The guest cycle encompasses four pivotal stages: pre-arrival, arrival, duration of stay, and departure. Each stage presents unique challenges and opportunities, demanding careful consideration and strategic implementation to ensure a seamless and memorable guest experience. This essay embarks on a comprehensive exploration of the key elements essential for managing each stage of the hotel guest cycle, drawing insights from contemporary literature and real industry examples.

The dynamic nature of the hospitality industry necessitates a deep understanding of consumer behavior, technological advancements, and industry trends. As outlined by Anderson et al. (2019), shaping the future of technology in hospitality is integral to meeting the evolving expectations of modern travelers. This underscores the importance of not only acknowledging the traditional elements of the guest cycle but also embracing innovative solutions and emerging technologies that can redefine each stage.


Element 1 – Pre-Arrival:

The pre-arrival stage marks the beginning of the guest's journey and sets the tone for their entire experience (Pizam & Shapoval, 2015). According to Anderson et al. (2019), effective communication is paramount during this stage. The hotel's website, social media platforms, and communication channels must provide accurate information regarding room types, amenities, and reservation processes.

Real industry examples include hotels utilizing personalized email campaigns to communicate with guests before their arrival (Li et al., 2016). These campaigns often include relevant information about the hotel's facilities, local attractions, and personalized offers based on the guest's preferences. Such practices not only enhance the guest's anticipation but also contribute to a positive first impression.










	
Element 2 – Arrival 


	
Element 2 – Arrival:

The arrival stage is a crucial moment that can significantly impact a guest's perception of the entire stay (Xiang et al., 2015). Literature highlights the importance of efficient and personalized check-in processes during this stage (Siguaw et al., 2016). Online check-in options, express check-in counters, and dedicated staff can expedite the process, minimizing wait times and enhancing guest satisfaction.

Real industry examples showcase innovative approaches to streamline the arrival process. For instance, some hotels employ mobile check-in apps that allow guests to bypass the front desk entirely, heading straight to their rooms upon arrival (Kim & Kim, 2018). Marriott International's Mobile Key program is a notable example, offering guests a seamless and contactless check-in experience through their smartphones.



	
Element 3 – Duration of stay 


	

Element 3 – Duration of Stay:

The duration of stay is a critical period where guest satisfaction can be cultivated through various elements (Lam & Hsu, 2014). Academic literature stresses the importance of delivering consistent and high-quality services throughout the guest's stay. This includes maintaining clean and well-equipped rooms, prompt room service, and personalized attention to guest needs (Gursoy et al., 2013).

Real industry examples highlight the implementation of advanced technologies to enhance the duration of stay experience (Neuhofer et al., 2015). Some hotels employ smart room systems that allow guests to control room settings, order room service, or request assistance through voice commands or mobile apps. Such innovations contribute to a more comfortable and enjoyable stay.

Moreover, effective communication and personalized services during the duration of stay play a crucial role (Chen et al., 2012). Hotels leveraging guest data to anticipate needs and preferences can offer customized services, creating a memorable experience. For instance, if a guest has previously expressed a preference for extra pillows, ensuring these are in the room upon arrival enhances the guest's perception of personalized service.


	
Element 4 – Departure 


	
Element 4 – Departure:

The departure stage is the final opportunity to leave a lasting positive impression on the guest (Siguaw et al., 2016). Academic literature underscores the importance of a hassle-free and efficient check-out process. Express check-out options, transparent billing practices, and personalized farewells contribute to a smooth departure experience (Anderson et al., 2019).

Real industry examples include hotels offering express check-out services through mobile apps or in-room technology (Li et al., 2016). Guests can settle their bills seamlessly and receive electronic invoices, minimizing the time spent at the front desk during departure. Additionally, personalized gestures such as handwritten thank-you notes, or small parting gifts convey appreciation and leave a lasting positive impression.

Conclusion:

Effectively managing the hotel guest cycle requires a comprehensive understanding and meticulous attention to each stage: pre-arrival, arrival, duration of stay, and departure (Pizam & Shapoval, 2015). By engaging with relevant and current literature, we have explored key elements crucial for success in each stage, supported by evidence from real industry examples. As the hospitality industry continues to evolve, staying attuned to emerging trends and technologies will be essential for delivering exceptional guest experiences throughout the entire cycle.
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