
	
[image: UWTSD new Logo]

Component One: Student Journal (learning log) 750 words +/- 10%
Contribution to Overall Module Assessment: 25%
	Student No:
	2230813 – Sarda Kumar
	

	
	
Module Title:
	Hotel Administration and Front Office Operations
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Dan Payne
	

	
	
	
	

	
To work in the hotel front office, there are several key skills that are important for success. These skills include excellent communication: Strong verbal and written communication skills are essential for interacting with guests, colleagues, and other departments within the hotel. (Hansen, P., 2022)
The Schön Reflective Model is the model that helped me to describe best my experience at the Forest Pines Hotel by using both in and on action reflection, and I’ve been able to identify my weaknesses and try to change them into strengths. (Hull Univ., 2023)
Clear and effective communication helps ensure smooth operations and guest satisfaction.
This isn’t going great for me as I’m not a native English speaker. Is not necessarily a problem as I am fluent in English, but it can be difficult at times to understand exactly what someone needs immediately. For example, during my placement at Forest Pines Hotel, as I was at the reception, I noticed that many guests would tell me their name in order for me to check them in and, sometimes, I struggled to understand. So instead, I was asking for an ID or reservation number, making it easier for me to understand and to be able to provide my best services.  
Although this is one of my weaknesses now, I will improve my communication abilities by taking English courses, in order to make it a strength in the future.
Customer service is another skill required – providing exceptional customer service is very important for the front office role. This is a skill that I possess – I’m always thinking that the customers need the best services I can provide them with, so I am always friendly and ready to help them in any ways necessary. 
Organization and multitasking are very important for the front office staff as they often handle multiple tasks simultaneously, such as checking guests in and out, answering phone calls, and managing reservations. 
As customers come and go on a daily basis, I became more organised and able to prioritise tasks and this is essential for efficiency and guest satisfaction.
Problem-solving is the ability to think quickly and find solutions to guest issues or complaints and is crucial for the front office. This may involve resolving conflicts or accommodating special requests. (Hcareers, 2021)
One of the incidents I recall is from a few days ago when a couple came to the reception saying they have a reservation, but we couldn’t find it in our system, although they had a confirmation e-mail for the room at our hotel.
My colleague and I managed to find the problem that was with the site they made the booking on, and we had to create a new reservation for a similar room as the one they had reserved previously was not available at the moment,  so the problem was solved quickly and efficiently.
Attention to detail is vital when handling guest information, processing payments, and managing reservations. (Bardi, J., 2011)
Being meticulous and thorough in all front office tasks is important and I consider that I definitely have this skill because in the short time I’ve been working at the reception I was able to manage and process all the check-ins and check-outs even though it was something new for me. 
Computer literacy as in the proficiency in using hotel management software, reservation systems, and other computer programs is necessary for front office tasks such as checking guests in/out, managing bookings, and processing payments. (Tae Goo, K., et al., 2008)
Familiarity with technology and the ability to adapt to new systems are not a problem for me as I’ve always worked with computers in my previous jobs.
Teamwork or collaboration with colleagues from various departments is common in the front office so being a team player and effectively communicating with others is essential for providing seamless guest service.
Sometimes it can be difficult to understand the needs of one of my colleagues due to the language barrier at times – but I can easily tell them to just explain me again as I am having trouble understanding the accents or the abbreviations they use, and they understood. 
Cultural Awareness represents another key skill for a front office worker. Having a thorough understanding of the cultural disparities among guests holds utmost importance when it comes to delivering top-notch customer service.
Because I am from another country it was easier for me to understand the cultural barriers some customer may have so I did everything in my powers to make sure they are as comfortable as possible in their standing at our hotel. 
It is imperative for the staff to acknowledge that certain cultures might possess distinct anticipations regarding personal boundaries, leading them to be more cautious or conventional in how they engage with others. (Joseph, Y., 2023)
By possessing these key skills, individuals can excel in hotel front office roles and contribute to a positive guest experience.
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	Trip Advisor Review Response 150 words +/-10%

	Anna J., 2023 

Dear Anna J.,

Thank you for taking the time to post a review of your recent visit to our Hotel!
We were glad  to read that you had a lovely stay at our hotel with your partner and happy to surprise you with the additional packages you received for the anniversary and hope you both liked them and had a great time!
Alex is really an excellent employee and a star so your feedback is definitely appreciated and will be shared with her!
As for the review concerning our meals – we are thrilled that you enjoyed it and we appreciate that you highlighted the price-quality report for our food and beverages.
Team Forest Pines is delighted to read that you were pleased with your stay, and we look forward to welcoming you back soon.

Kind Regards
Team Forest Pines
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Letter of complaint response 500 words +/- 10-%

	
Good afternoon, Mr Ronald Federick,

Thank you for taking the time to provide us with your feedback following your stay at Forest Pines Hotel on August 26th. 
We appreciate your valuable time and effort in sharing your experiences with us.  We sincerely apologise for discovering that your recent experience did not live up to your expectations. Please be assured that we place utmost importance on receiving feedback and genuinely appreciate your honest input. We deeply regret that we were unaware of your concerns and therefore could not address them during your visit.
We regret our inability to fulfil your breakfast service expectations, and we apologise for any shortcomings that may have occurred – one of the possible reasons for this could be that the breakfast is being served in a frame time so it can happen that the food goes cold at certain hours at the ending time of the meal.
Regarding the second matter you are mentioning concerning the disturbance caused by a crying baby,  we empathise with the frustration that arises when circumstances deviate from our intended course, and we apologise for any inconvenience this caused during your stay. Had we been aware of this problem, we could have offered you a different room to ensure a more peaceful environment and made sure that your sleep is not disturbed. 
Finally, we would like to express our heartfelt apologies for the cleanliness concern in your accommodation. We truly understand and share your disappointment when a room fails to meet your expectations in terms of cleanliness. I fully comprehend the various factors that have contributed to this letdown. We will take additional measures to address this matter accordingly.
I am happy to offer you a complimentary stay of one night with bed & breakfast, and full access to our facilities, or alternatively we can give you a 50% refund. 
This offer is valid for six months so please send us an e-mail with your preferences.
Rest assured, I will personally gather all of your feedback and pass it forward to effectively address the concerns as  these are  not the standards of our hotel and  it aids us in pinpointing specific areas where enhancements can be made to elevate the quality of our services.
I deeply apologise for the disappointment you experienced regarding the overall service provided to you during what should have been a rejuvenating vacation. We deeply regret that the experience did not live up to your expectations, and we assure you that your feedback will be carefully considered. 
If there is any additional information or topic you wish to include or talk about, kindly inform us as we endeavour to rectify any concerns or issues for our esteemed guests. 
We genuinely hope to have the chance to welcome you back in the near future.

Kind Regards
Team Forest Pines


























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

	
Element 1 – Pre-Arrival 


	To ensure a smooth pre-arrival experience for guests, hotels must prioritise efficient communication, exceptional customer service, and streamlined processes. By meticulously planning and executing various strategies, hotels can leave a lasting impression on their guests before they even step foot in the property. (Morch, A., 2016)
Firstly, effective communication is crucial in guaranteeing a smooth pre-arrival experience. Whether it is through personalised emails or phone calls, hotels should promptly reach out to guests to confirm their reservations and gather any specific requirements they may have. (Athanasius, Z. et al., 2011)
Moreover, other key element is the customization which refers to the understanding and accommodating guest preferences, such as room location, bed type, amenities, and any additional services or arrangements requested.
The check-in preparation focuses on ensuring the room is ready, clean, and equipped with necessary amenities before the guest's arrival and the hotel can also provide a welcome package by offering leaflet with information about the hotel services, nearby attractions, and any events during the guest's stay to enhance their experience. (Martinez, Y., 2022)
Furthermore, the Forest Pines Hotel is enhancing the pre-arrival experience by offering an online check-in option that is saving guests valuable time upon arrival if they wish.
To summarise, optimizing the pre-arrival experience in hotels necessitates effective communication, outstanding customer service, streamlined processes, and the utilization of modern technologies. By following these aforementioned strategies, the hotel is creating a remarkable impression on their guests even before they arrive. 







	
Element 2 – Arrival 


	The arrival experience for guests at a hotel is a critical aspect of their overall impression and satisfaction with their stay. It sets the tone for their entire visit and can greatly impact their perception of the establishment. Therefore, it is essential to ensure that this experience is positive, seamless, and memorable. 
Moreover, upon arrival the guests are warmly greeted by the hotel staff with a friendly and welcoming attitude, possibly by name if known, and helping with luggage or any immediate needs. (Brown, T., 2023)
Consequently, the guests are given a detailed overview about the Forest Pines hotel facilities, operating hours, Wi-Fi details, and any events or services available during the guest's stay as well as about the hotel's policies, including check-out times, breakfast timings, and contact information for guest services or room service. Overall, these transitional cues provide a sense of assurance, making the guests feel comfortable and well-informed from the moment they step foot on the hotel's premises.
This proactive approach ensures that individuals feel valued and attended to, allowing them to unwind and relax after their journey.  (Ugwuanyi, C.C., et al., 2021)
Furthermore, the staff actively engages in small talk, taking the time to learn about their guests' preferences and interests, by doing so, they can personalise the experience and anticipate any specific needs or desires the guests may have.
In summary, a smooth and welcoming arrival experience sets the tone for the guest's overall satisfaction and comfort during their time at the hotel.














	
Element 3 – Duration of stay 


	In order to greatly enhance the duration of stay for guests at a hotel and to provide a positive and comfortable experience, it is imperative to employ a vast array of strategies and techniques. 
Firstly, offering personalised and attentive customer service is essential. By ensuring that each guest feels valued and well-cared for, they are more likely to extend their stay. This can be achieved through training staff to anticipate guests' needs, providing timely and efficient service, also the hotel is offering thoughtful gestures such as personalised welcome amenities. (Sarmah, H., 2022)
Furthermore, some of the key elements for a positive stay at the Forest Pines Hotel are the concierge services such as assisting guests with local information, tour bookings, transportation, and any other assistance they might require during their stay, the service excellence  as prompt and courteous response to guest requests, whether related to room service, maintenance, or additional needs as well as regularly updating guests about any changes, events, or relevant information that might affect their stay. (Hospitality, 2023)
Moreover, the room maintenance like regular housekeeping to ensure cleanliness, tidiness, and the provision of fresh linens and amenities and ensuring access to the  facilities such as the gym, spa, pool, golf, or other recreational activities offered are other key elements that ensure a comfortable stay at Forest Pines Hotel.
In conclusion, creating a welcoming and comfortable environment is crucial. This includes providing well-appointed and stylishly designed rooms, offering a range of amenities and facilities tailored to guests' preferences, and maintaining cleanliness at all times. A positive and enjoyable experience within the hotel premises is more likely to encourage guests to prolong their stay and recommend the hotel to others.










	
Element 4 – Departure 


	To begin, the departure phase is a crucial part of a guest's experience.
One aspect that can greatly contribute to improving the departure experience is ensuring efficient check-out procedures. 
Firstly, the guests at the Forest Pines Hotel are encouraged to settle their bills in advance, allowing for a smoother departure process.
Furthermore, reorganizing the check-out desk or area is facilitating a more seamless transition between guests and additionally, by having a digital check-out system, guests can simply complete the process through their smartphones, eliminating the need for physical queues and reducing waiting times. (Oaky, 2022)
Next, the hotel is offering assistance with luggage and providing storage options if needed, especially for guests with later departures and they have a feedback collection encouraging guests to provide feedback on their stay, either through a survey, comment card, or a personal interaction to understand their experience and areas for improvement. (Jatashankar, T., 2009)
Moreover, expressing gratitude for the guest's stay and bidding them a warm farewell, with a personalised touch or a small token of appreciation is something the Forest Pines Hotel is doing in order to make the guests leave with a positive ending experience. 
Another key element is assuring guests of continued assistance for any post-departure inquiries, forgotten items, or further information needed after their check-out as well as a follow-up communication by sending a thank-you email or message to express gratitude for their stay and inviting them to return in the future. (Vallen, G., et al, 2014)
In conclusion, a positive departure experience leaves a lasting impression and can influence a guest's decision to return or recommend the hotel to others.
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Lovely people and great experience

Me and my partner went to forest pines for our anniversary 21/10/2023. From the
minute we got there to the very end it was lovely and the staff were great. The
ladies on reception were very welcoming and went above and beyond. We had
complimentary things in our room for our anniversary which was such an amazing
touch. We was and are still very grateful for that and made sure we told them !
The staff was very polite and made it a wonderful experience.

We had a meal on the evening and likewise the staff were brilliant. Especially Alex
who was our waitress, she was absolutely lovely, polite, smiley, chatty and did a
great job so hope she gets the recognition she deserves off her management!

The meal itself was gorgeous we got the fillet steak. Forest pines is pricey for
food and drinks but it is luxury so definitely worth the splurge.

Will be returning ! :)

Thanks guys !!!
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