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	Summary of My Learning
Upon arrival, guests make their first and final interactions with the front desk before leaving the hotel. This department allocates accommodations, welcomes, registers, books, and pays for resident guests. When I managed the Hilton hotel's front desk (Jayanti, 2023). The manager of the front desk is in charge of greeting guests, organising front desk tasks, and supervising administrative staff. Supervisors at the front desk provide management occupancy and financial data. Employees in these sub departments often work several jobs (Cooke, 2022). Lift operators, cashiers, desk clerks, reservation supervisors, and bell workers are among the front desk employees. Certain roles may only be found at boutique and smaller hotels due to the many responsibilities that their front desk staff members bear. Keeping visitors and hotel property safe is the primary duty of the front desk. PMS software is used to enhance work management in numerous front desk positions in hotels. By assisting hotel employees in comprehending operations, PMS software may increase revenue, time management, and efficiency. Thanks to technology, front desk operations may now be automated, increasing worker productivity and comfort. Information technology facilitates quick decision-making for management. Effective communication was the subject of another level (Efimov et al., 2019).
Skills required to work in the front office
The front desk personnel manage the check-in and check-out procedures for many guests. The first positive impressions have a crucial role in ensuring client satisfaction (Ubiquity staff, 2022). Proficiency in communication is crucial for front office personnel. You have the ability to communicate with visitors using both verbal and nonverbal means. Establishing a connection with visitors requires effective and meaningful interactions between the front office personnel and clients. Effective communication by front desk workers is essential for handling visitor inquiries, resolving issues, and fostering collaboration throughout the organisation. Front-desk personnel must have proficient problem-solving skills (Ubiquity staff, 2022). 
The skills are listed below:
· Developed and maintained sales skills; Helped with the reservation process; Called or entered criteria to book resorts and other accommodations, verified availability, and got confirmations.
· Encouraged cooperation and top-notch support by consistently working with many divisions.
· Successfully established outstanding customer service and teamwork by overseeing everyday interactions across departments.
· Enhanced the community-building efforts of the Incline Running squad.
· The completeness, correctness, and comprehensibility of the guest service, reservation, and accounting records were confirmed.
· Offer valuable visitor services, such as recommendations for hotels and nearby attractions.
· Awarded for providing outstanding guest service in surveys of satisfied customers.
· Helped to provide positive customer service reviews and praise for tenacity, zeal, and focus in performance reports (Yee & Cimino, 2020).
· Keep up a high standard of customer service for both internal and external clients, and interact with all corporate divisions in an efficient manner.
· Presented training to help front desk staff enter reservations for Busch Gardens into the computer system more quickly.
· Finalize the guest registration process by using a computer system to enter and verify the necessary reservation details.
· In order to guarantee visitor satisfaction, I helped management with administrative duties and delivered first-rate customer service.
· Collaborate with other hotel departments to plan events that will improve communication and client satisfaction.
· Maintain continuous communication with managers, supervisors, and other departments to ensure visitor satisfaction (Yee & Cimino, 2020).
· Managing finances, maintaining stock, offering membership services, executing promotional advertisements, maintaining the facility neat, and cultivating exceptional relationships with clients
· Reconciled each cash draw separately and followed proper cash handling procedures to minimize accounting disparities (Meisha, 2019).


Personal Reflections
I learned a lot about human communication by actively participating in the course material, especially the chapter on nonverbal communication. Nonverbal communication is the use of nonverbal signs and signals to convey meaning and interpret it. We see this occurrence every day. I was unaware of how often the actions in this chapter are used in our day-to-day conversations before reading this chapter. Effective and cohesive communication is essential for the front office (Jayanti, 2023) 
Applying the Theoretical Knowledge
One of the market leaders in the academic writing sector is Academic Knowledge. Since our founding, we have grown stronger and stronger; we now represent a wide spectrum of exceptional writing and research talent from across the globe. Students in all academic areas may benefit from Academic Knowledge's custom-written example answers (Altmann, 2023). We enlist the best academic expertise to collaborate with us on this. Our goal is to provide the best academic writing assistance out there. We provide a highly customised model response service by assigning the most qualified writer to each assignment. Our primary areas of expertise include academic writing and research, as well as proofreading and marking across all subject areas. Having better communication skills would enable me to interact with hotel guests in an expert way. I possess the abilities and know-how required to interact with visitors, manage issues, and provide them accurate, clear information (J. et al., 2012).
Importance of The Topic in Hospitality
In addition to overseeing visitor information and room statuses, the hotel front desk offers the best possible guest experience. For a hotel to run well, it needs the right personnel, equipment, layout, and training. Employees from areas that deal directly with customers, such marketing, sales, and service, usually make up the front office. The majority of the firm's income is produced by the front office as it interacts with customers directly the most. Pre-arrivals, check-in, checkout, reservations, and visitor departure are all managed by the system. The department also makes sure that visitors are happy. For a hotel to succeed, its front desk staff must delight customers and provide outstanding service (Albayrak, 2015).
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Dear valued customer,
Hello, I really appreciate your cooperation. We are appreciative that you have chosen to stay at our hotel. Our strategy is based on prioritising the requirements and satisfaction of our customers. As part of a complete marketing plan, Hilton Worldwide Holdings Inc. uses its loyalty programme, Hilton Honours, to encourage repeat business, improve customer happiness, and set itself apart from rivals. Hilton strives to provide a seamless and intuitive experience by creating settings that foster community, productivity, and a sense of belonging. The newest style beautifully balances a contemporary feel with classic charm. Regardless matter whether visitors are working or simply unwinding, the aim is to create an environment that promotes their comfort and relaxation. To make the world a better place by providing exceptional hospitality and ensuring that every hotel and guest has an unmatched experience. Our hotel tries to accommodate both business and leisure travellers as well as large groups. In order to reward exceptional people and performance, our recognition strategy makes use of cutting edge technology, noteworthy event planning, and distinctive award presenting. Our objective is to emerge as the leading worldwide hospitality provider, meeting the needs of patrons, staff, and owners. Exceptional accommodations, cuisine, and beverages are our company's main priorities. Our aim is to provide our guests with comfortable, fairly priced housing so they may live well, work well, and contribute positively to the community. To achieve a favourable return on investment, our business recognises the need of building a staff of skilled, driven, and passionate workers. We value the time and effort you invested in providing your comments. We are appreciative of your stay to our hotel.
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	Letter of complaint response 

	
Sincere salutations Federick, Donald Ronald,
We at the Hilton Hotel are sorry to hear that your stay wasn't as pleasurable as you had hoped for; our current objective is to deliver great guest experiences. We've taken note of your recommendations and will make the necessary improvements. We sincerely apologies for the subpar service you received. Even though you had made reservations in advance, you write in your message that you were unable to check in because your accommodations were not available. In addition, there were no noise disturbances from nearby homes, the accommodations were really clean, and the dining selections were superb. The Hilton Hotel's management would like to apologies if there was any difficulty for any of its visitors while they were lodging there. To address this concern, we have provided further training to our front desk employees. We're putting a lot of effort into coming up with a solution. As a result, when guests arrive, hotel staff members are instructed to hold their baggage and provide meal vouchers for the hotel restaurant as a form of payment. From your vantage point, the higher degree of disruption in your living area may be caused by your loud neighbors who are creating noise in their own homes. It's heartening that our efforts are off to a good start. Recent developments in insulation technology have resulted in a significant rise in the effectiveness of insulating walls and floors. Many measures were taken to lessen the issues that arose inside the house. Soundproof windows and drapes were fitted, while panels and tiles adorned the walls and ceiling. To ensure that the doors shut gently, proper fitting of the doors is also crucial. The Hilton Hotel introduced the idea of a "floating bedroom" to the hospitality sector first. Consequently, the hotel was able to effectively manage the noise from the outside as well as the disturbances from the activities on the bottom level. In this design, every bedroom is an independent unit that isn't connected to any other bedroom. The implementation of architectural modifications aims to surpass the noise reduction criteria set out by the World Health Organisation (WHO). Among these improvements are quadruple-glazed windows and acoustic linings installed in the walls and ceiling. We also have other staff members on hand who are committed to maintaining the cleanliness of the lodgings and amenities. The employee will be responsible for changing the bed sheets and towels in addition to ensuring sure there is enough ventilation and replenishing the room with supplies. Thoroughly dust the lavatory, according to cleaning guidelines, and dab regularly touched surfaces with disinfectant. Utilizing a hoover, finish cleaning the carpet and upholstery. Minimize or remove trash from the bathroom. It has been reported that you are not happy with the warmth or blandness of our cuisine. To keep food warm, you may also utilize hot warming trays, multicores, slow cookers, and toaster ovens in addition to chafing dishes. In order to raise the quality of the meal, we also consult the chef for guidance. The customer claims that after contacting the front desk, their lodgings were not altered. We have carefully reviewed our documents and found that we were unable to make any further arrangements for you. We sincerely apologies for the seriousness of the problem and that we were unable to do more to enhance your evening. We are giving you a gift voucher or coupon for a future visit in addition to the fake pine. Additionally, you will get 50% off your next visit to our Hilton Hotel.
We really appreciate your commitment and would want to express our gratitude for your tireless work in formulating well-considered recommendations.
Sincerely,
Front Desk Manager
Hilton Hotel





	Element 1 – Pre-Arrival



	The contacts a guest has with a hotel before they arrive make up the pre-arrival phase of the guest cycle. The reservation process is the most important pre-arrival job. The hotel that the guest stays at during their vacation is their choice. A number of factors influence these elements, including advertising campaigns, prior experiences, recommendations from friends and co-workers’, business relationships, close proximity, bookings made via travel agencies, loyalty programmes, reputations, and corporate affiliations. 
Reservations at hotels are greatly influenced by the efficacy and efficiency of the booking process. The level of communication that develops between the reservation agent and the visitor is one crucial component. Travellers consider a variety of factors while selecting a location to stay, such as the availability of leisure activities, price, and the variety of hotel options. 
The sales office, also known as the reservation centre, mostly serves private individuals and small companies. For companies, it's important to retain a favourable image and actively promote sales. 
Once the reservation agent has authorised it, it is put into the hotel's software system. The hotel visitor cycle starts with the generation of this reservation record. As part of this reservation, the hotel will be able to provide the guest personalised service, taking into consideration the specific requests made by the customer. 
The hotel uses reservation data to calculate the right tariff for each guest's stay and allocate rooms based on visitor preferences (Kalmbach HE, 2022). 
Reservations may assist with proactive service, but its primary purpose is to guarantee that visitors have a place to stay when they arrive. Guests choose their accommodation in advance of their arrival. Numerous variables, such as prior hotel stays, advertisements, word-of-mouth referrals, close proximity to the targeted location, business relationships, reservations made via travel agencies, hotel reputation, and participation in loyalty programmes, may affect a visitor's choice of accommodation. 
Other elements that may potentially have an impact on a visitor's decision to book a stay include the ease of the booking procedure and the reservation agent's ability to effectively convey information about the hotel's amenities, including room options, prices, surrounding attractions, and recreational activities. 

	

Element 2 – Arrival




	Before they may check a guest in or register them, front desk staff must confirm the visitor's reservation. For front desk staff, walk-ins and reservations provide two more sources of income. 
To check in, you'll need paperwork or registration cards. Make and fill out an information card at the front desk to collect the required information. The registration card should include the following details: billing instructions, the number of adults and children, reservation details, address, personal information, non-resident passports and visas, and payment card information. Registration cards are required for both hotel owners and guests to get legal benefits. 
Upon arrival, visitors register and are assigned to a room. The tourism-hotel sector grows quickly. The front desk may provide prices and hotel packages to travellers. 
The registration process is complete after the payment method and departure date have been verified. Upon request, managers and attendants take guests to their rooms. Additionally, they might provide guests room keys and directions. The visitor receives a Registration card (Reg. card) during check-in, which they must complete. The front desk uses this card to gather vital information. The registration card should include the following information: billing instructions, reservation details, the number of occupants (adults and children), address, information on the passports and visas of non-citizens, personal data, and payment card information. Both the tourist and the hotel must sign the registration card for legal reasons (Jayanti, 2023). 

	






Element 3 – Duration of stay


	During business hours, the hotel is represented by the front desk personnel. Hospitality operations and inquiries from guests are managed at the front station. Details and items are provided to visitors.
Staff at the front desk must respond to client inquiries promptly and accurately. A proactive approach is to going above and beyond for customers. This strengthens the hotel's appeal.
Accounts of hotel guests may be impacted by expenditures from the travel desk, restaurants, telephone, and the internet. The complaints are observed by the front-office personnel. Visitors' credit limits and account activity must be monitored by the front desk. The opinion of the front desk agent makes a difference to hotel guests (Jayanti, 2023).
Visitors primarily interact with front desk personnel. Agency information sources may be consulted by travellers.
Personnel at the front desk must go above and beyond to respond truthfully to inquiries and requests from patrons. By providing proactive service, front-desk personnel aim to surpass client expectations. The loyalty of visitors will be enhanced.
Upon visitors' arrival, security is the initial concern. Protecting currency and valuables is covered in the subsequent topics. Consistent with hotel policy, the front desk personnel manage visitors' possessions, keys, property, emergencies, and safe deposit boxes.
Guests of the hotel have access to a travel desk, telephone, internet, and dining services. Through front desk procedures, the majority of these costs are billed to visitor accounts. Most visitors' expenditures are on lodging.
At the time of occupancy, the front desk verifies that visitor account expenditures do not exceed credit limits. Visitors' primary point of contact is at the front desk. tourists and vendors who provide information.
At the front station, excellent and timely guest service is required. Guests' expectations are endeavoured to be surpassed by the front desk staff. Hotel accommodations are thereby encouraged.
Safety is another concern of tourists. An individual safeguards their funds and assets. In addition to managing visitors' belongings, safe deposit boxes, keys, and emergencies, the front desk is obligated to adhere to hotel protocols (Jayanti, 2023).

	

Element 4 – Departure 

	The visiting cycle finishes with guest services and accounting, or departure.
Guests must return their keys, exit their room, pay their bills, and depart the hotel after checking out. Front desk workers notify cleaning crew and update room availability as a visitor departs. Hotel room status is updated automatically by property management software (Jayanti, 2023).
A guest feedback form is also sent out to gather hotel guests' thoughts. Guest services and accounting conclude after departure, the fourth and final step of the visitor cycle.
Hotel guests get a detailed bill summary and their room keys when they check out. The front desk updates room availability and notifies the cleaning staff after guest departures. Hotel property management software automatically updates room status.
The front desk also distributes the visitor feedback form to get comments on the hotel's overall guest experience (Jayanti, 2023).














Component Three
The whole procedure a guest goes through, starting prior to their arrival and concluding with their departure, is known as the "guest cycle." The interactions and activities that occur define the four phases of the guest cycle. The four steps of the procedure are summarised as follows: Travelling is divided into four stages: arrival, pre-arrival, stay, and departure. 
During a guest's stay, front desk staff members need to be knowledgeable about accounting rules and guest services. To provide outstanding service, front desk staff members need to be familiar with hotel operations. One front desk management strategy is called the Guest Cycle (Kalmbach HE, 2022). 
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Mr. Ronald Federick,17
Trinity court, Swansea
SA12AR

September 15t 2023
Subject: Complaint
Dear Sir/Madam,

Ihope this letter finds you well.
I am writing to express my disappointment and dissatisfaction with my recent stay at your hotel. Unfortunately my
experience overnight on Saturday 26t of August in room 205 fell far short of the standards I had expected. I believe it is

important to bring these to your attention.

Firstly 1 was deeply dissatisfied with the quality of the breakfast on Sunday morning, the food served was cold and
tasteless. As a guest believe it is reasonable to expect awarm and appetizing meal to startmy day and this certainly was not
the case. Secondly I was subjected to a considerable amount of noise throughout the night due to baby crying in a
neighboring room. The incessant crying made it near impossible to sleep, I believe it's the hotel’s responsibility to ensure a
peaceful and comfortableenvironment for all guests.

Lastly I was appalled by the cleanliness of room 205. The bath had visible strands of hair and the toiletwas unclean. As a
guest, hygiene is of upmost importance to me and it was disheartening to discover such unhygienic conditions.

1 hope that my feedback will contribute to the overall improvement of your services and I will look forward to hearing

from yousoon.

Yours Sincerely,
R Federick

Mr. Ronald Frederick,
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Manchester Hilton, Deansgate
Everything about the stay was amazing! We stayed for a company award night
and had a fantastic time. Al the staff were superb, the meal served was done.
with miltary precision and was beautiful. Breakfast was amazing, and
especially being greeted by Lana Banana whose name in itself couldnt fail to
make you smie. Really comfortable bed and i slept solid for 8hrs! Thank you
to all the staff that made it just oerfect.

Date of experience: 02 November 2023
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