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Component One: Student Journal 

Description: I was responsible for a broad range of duties and responsibilities from start to finish during my time working in the front office department. However, in my opinion, the goal of carrying out this set of duties and obligations was to guarantee that the public spaces and guest were always greeted well and welcoming (Hu et al., 2022). These duties included to pperform various   tasks like managing travel activities, maintaining the records and files and maintaining the reception area while welcoming the guests with warmth and humbleness (Melián-González and Bulchand-Gidumal, 2017). In Addition, these responsibilities included not only making sure the guests are welcomed properly but also ensuring that the hotel reputation is displayed in a way that highlighted great customer service. However, I was also assigned the responsibility of helping to organise the department's programmes and administer inventory. Therefore, as the front officer staff I was given responsibility for both of these tasks.
Feelings: When I first started working, I remember feeling overburdened by the physical demands of the job and the particular attention to detail needed to keep the guests welcomed and satisfied. However, I had firsthand experience with this. I was filled with joy and a sense of accomplishment as soon as I realized how much my efforts had immediately improved the guests' experience. In Addition, this happened as a result of getting used to the schedule and the processes. Nevertheless, as I got to know them better, I began to feel this way towards them. 
Evaluation:  As a member of the front desk department, I was responsible for a range of tasks that significantly impacted how satisfied guests were with the hotel's overall level of service. The rooms must be maintained to a high standard of cleanliness to give the visitors a pleasant stay that they will cherish for a very long time (Sayin and Karaman, 2019). In my opinion, I think that this is a notable accomplishment or strength that also significantly enhances the hotel's previously established reputation. Due to my line of work, I had the opportunity to directly influence how visitors formed positive impressions of my establishment while they were there. Therefore, this was my strength and I made it my responsibility to see that the guests were taken care of and comfortable while they were staying at the facility.
Analysis: It was crucial to maintain a high standard of professionalism and excellent communication throughout the entire process. Also, it wasn't easy to ensure that the front desk department would run well and that the guests would be happy with the service they received. However, the team members were able to delegate tasks to each other and split up the work in an easy-to-understand manner because of the open lines of communication that they shared (Saxena, 2019). However, I made sure the guests were welcomed properly and they gain all the acknowledge they want regarding the hotel policies efficiently. However, I think that I was weak when interacting with coworkers and making sure we all were on the same page. However, with time I overcame this and made sure that interactions with coworkers and guests were conducted professionally fostering a healthy work environment. In Addition, this directly led to a positive outcome, which in turn had a beneficial impact on the hotel's brand image (Christie and Dima, 2023).
Conclusion: I was in charge of a variety of tasks as a member of the front desk department, and my work greatly affected how satisfied guests were with the hotel's overall level of service. I made sure that the guests and employees were maintained to a high standard of professionalism to give the visitors a pleasant stay that they would cherish for a very long time. I think that this is a notable accomplishment that also significantly enhances the hotel's previously established reputation.  Due to my line of work and my commitment to the job role, I had the opportunity to directly influence how visitors formed positive impressions of my establishment while they stayed at the hotel. Also, I made it my responsibility to see that the guests were taken care of and comfortable while they were staying at the facility (Betts, 2020). 
Action Plan: In my opinion, it was crucial to maintain a high standard of professionalism and excellent communication to make sure that the front desk department would run well and that the guests would be happy with the service they received (Bello and Bello, 2017). However, this was completed in agreement with the action plan. I ensured that the team members were able to delegate tasks to each other and split up the work in an easy-to-understand manner because of the open lines of communication that they shared. With this, we made sure the rooms were cleaned as quickly as feasible and as efficiently as possible by completing these tasks. Interactions with coworkers and guests were conducted professionally, which fostered a healthy work environment (Dalimunthe et al., 2019). This directly led to a positive outcome, which in turn had a beneficial impact on the hotel's brand image. Therefore, in future, I will make sure that I and my team work with dedication to help the organization we work in grow. 
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Component Two : Practical task( Scenario)


	

	

	

	Trip Advisor Review Response 

	Your review is greatly value, and we appreciate your continuous trust. Your five-star rating makes our contribution to become better and inspires us to look back on the reasons we delight in what we do. With our excellent goods, services, and customer support, the hotel and its team always make sure make every encounter special for each of our customer.  Once again, the Hotel and its staff appreciate your choice and value your opinions. Also, the hotel is always delighted to give our best always. Through positive feedback like these keeps us motivated to develop our company better. In Addition, the hotel will keep up our efforts to make every encounter with the Hilton Hotel unforgettable. Overall, thank you for the wonderful review and for being such a wonderful customer. We will always value your unwavering support and hope to consistently surpass your potentials when you work with us. Kindly, tell us what you would want to see more of, please. As an organisation, we are keen to value your thoughtful remarks highly. The Hotel feel delighted to fulfil when our consumers are satisfied. We look forward to another great experience with you soon. 
Sincerely, 
Manager of Hilton Hotel






	Screenshot of referenced Trip Advisor review used:
[image: ]
Figure 1: Review (Source: Trip Advisor UK, 2023)

	

	

	

	Letter of complaint response 

	
Head of Manager,
Hilton Hotel,
The UK.

Dear Joanna Blake,
I hope you receive this email in good health. I am writing you in reply to your email in which you shared a bad experience with our hotel. Firstly, I am extremely sorry that you had to undergo a bad experience at the Hilton Hotel UK on your last visit. We appreciate that you have shown your concern and took time to write us. We are sorry if you formed any inconvenience or annoyance. Still, your email made us check very closely at exactly what was going on. Given that it will help us figure out what needs to be improved and keep up the high level of service and kindness which the hotel management want to offer. We also appreciate your feedback and want you to know that we are considering the issues you have brought up. Hilton hotel and its staff is deeply sorry for any harm or trouble this can have caused you during this time. I looked into what was going on because you were worried, and I am currently taking some steps. The hotel will be going to give the staff further instruction, alongside a focus on housekeeping and customer service, to make sure that everyone on the team has the skills and information they require to manage similar situations in the future. This is because tougher quality control rules have been made for your email.  We have already started training our employees with enhancements to Communication. However, now the hotel staff makes sure that throughout any guest’s time with us, visitors will be able to easily voice any worries or problems they may have by using our improved channels of communication. To ensure that similar issues don't arise again, these checks will involve frequent inspections and follow-ups. Likewise, this have been the necessary points of contact to concentrate on creating a process for addressing complaints from visitors. 
The Hotel have decided to give you a one-day check-in to our hotel for free whenever you want to as a token of our apology and regret for the trouble you have had.  We want you to know that we are dedicated to finding a solution that meets your needs and that you can once again have faith in our property. I hope this initiative brings you comfort. The hotel is incredibly grateful for your business and hope you will give us another chance to treat you with the legendary warmth and attention to detail for which we are renowned.  The Hotel sincerely apologize for any inconvenience you had on your most recent visit to our facility. If you have any queries or if there is anything else we can do to help, don't hesitate to get in touch with me at this number 901 5670922. 
We would like to thank you for bringing this to our attention as well as for your understanding and patience while we look for a solution.

Yours Sincerely, 
Mr Staffen Rukin,
Head of Manager, 
Hilton Hotel.







Component Three: Portofolio

	
Key Skill 1 – Customer Service Skills  


	
Customer service skills refer to promptly addressing the customer’s complaints and developing an appropriate plan of action to mitigate it (Rahimi et al 2017).  Such a service is appreciated by the guests and results in greater customer satisfaction. Since this essay requires such skills to be in context with the front desk operation, customer service importance multiplies tenfold. 

The staff present at the front office are one of the first people the guest has an interaction with. Not only that but with any query, the front office is the department who has to handle such queries and resolve them effectively. As researched by (Özdemir et al 2019) there are 3 stages of guest stay (pre-arrival, arrival & accommodation, stay, and departure. Each of these steps are carefully analysed to understand how service quality can be improved in the hotel sector. 

The steps through which customer service can be enhanced at the front desk include: warmly welcoming guests which makes them feel valued, addressing their needs and requirements tailored to their individual preferences and effectively handling complaints since any complaint would leave a bad taste in the mouth of the guests however its great customer service that can turn a negative experience into a potentially positive one (Pretko, 2018).


	
Key Skill 2 – Communication Skills 


	
Communication is referred to as clearly and concisely relaying information both internally (within the department) and externally (with guests). This ensures that any query being presented by the guest is acknowledged and will be dealt with accordingly (Sayin et al 2019). It isn’t just about talking but more about providing an ear and listening. A very important use for this skill especially at the front desk is coordinating tasks so as to not keep the guest waiting for prolonged periods of time. 

In a study by (Jawabreh et al 2022), they aim to study how customer satisfaction is affected by internal and external communication. Different hypothesis was tested and a conclusion was drawn out. The main theory revolved around the fact that a welcome grin was always part of the service. It was revealed that communication is necessary for decision making since this allows for information to be gathered and processed. If information is collected from a viable source, its execution and accomplishment of the goal would more likely result in a success. 

Communication in front desks can include relaying to customers any changes in their booked rooms and the reason for such a change, co-ordinating with other departments to ensure a seamless operation and subordinating tasks to the correct division. 


	
Key Skill 3 – Organisational Skills 


	
Organizational skills involve ensuring smooth operation within the hotel premises. These skills require the management and delegation of tasks (Bharwani et al 2017). Their importance lies in reducing the wait times at the front desks as supervisors have to deal with multiple tasks simultaneously. According to (Hayes et al 2017) organizational skills within hotels are significantly important in increasing consumer satisfaction. Such skills are required to keep the queues moving and manage queries in a timely manner. 

In the context of the front desk, organizational skills include the co-ordination of staff shifts to have someone available at all times, managing bookings and ensuring no last minute changes take place and topping up amenities in rooms whilst managing the inventory levels.


	

Key Skill 4 – Problem Solving Skills

	
Lastly but not the least, problem solving skills refer to quick resolution of complaints and this include both the guests and issues arising within the department (Li et al 2018). If such issues are not addressed properly and the problem is not dealt with, internal issues could arise leading to a bottleneck in operational efficiency. Since the hotel environment is very dynamic, problem solving should also be swift as any issue could arise without prior warning. 	

According to (Wang et al 2017), problem resolution is directly linked with the increasing delight in customers. The faster their query is resolved, the more delighted or pleased the customer would be. Situations that may require prompt action could include overbooking of rooms where the number of guests exceed the number of available rooms. Prompt action must be taken and a decision must be reached in favour of both parties. Catering to unique guest’s requests is also another domain where problem solving could come into play. A request could be to provide a lee-way in the check-out timings thus reasons should be provided as to why or why not the request can’t be accepted (Carpenter and Moser, 2020). Lastly, another issue that may require prompt service could be a technical glitch in the system. It’s always best to be prepared in such a scenario with either a back-up or manual log system in order to always keep things moving. 

These skills are not independent of each other. They constantly collide as prompt problem resolution requires effective communication and good customer service requires even better organizational skills. Thus, there is a middle ground, that front desk representatives have to maintain in order to achieve that perfect harmony between guest satisfaction and team morale. 
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Absolutely amazing customer service!

Review of Hilton Reading
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©“aitn I must admit that the customer service me and my partner experienced in this hotel was the best one so
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Nothing was too much trouble for the staff. We felt genuinely welcome there.
Thank you Ruth, Murat and Amela for making our stay so speciall Well done Hilton for employing such
professional and kind staff.
Rooms were very clean and spacious, breakfast was also enjoyable.
Overall 1/10:)

Date of stay: December 2021
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