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	Summary of My Learning
The level of guest satisfaction is intrinsically linked to the performance of a hotel's front office. During the duration of a customer's visit, it is evident that the front desk personnel maintains the highest level of direct interaction with clients. Presently, I am engaged in a professional placement at Premier Inn Sittingbourne. The provision of a pleasant image by the front office's operations staff significantly enhances the likelihood of consumers rebooking a room and subsequently composing a good review. According to Gumaste et al., (2015), it may be argued that the front office has a direct impact on the overall success of the organization. The front office of a hotel is an essential component of its operations, since it serves as the first point of interaction for guests. This sector encompasses a wide range of activities including reservations, guest interactions, check-in and check-out procedures, telephone services, financial transactions and payment processing, currency exchange services, room assignment, and handling queries.
During the presentation, I acquired knowledge about the Front Office, which is sometimes referred to as the central core of a hotel. Within the realm of the hotel sector, one may refer to it as the foremost segment of accommodations that comprises the entrance and reception area of a structure. The phrase "Front Office" refers to the physical placement of this department inside the hotel's lobby, allowing for its visibility to customers, clients, and other individuals. This particular portion assumes the responsibility of integrating all components and effectively disseminating the findings to other domains (Heyes, 2017).
It is really accurate that around two-thirds of a hotel's revenue is generated from the sale of its lodging facilities, making this department crucial for the overall profitability of the organization. According to Heyes, (2017), it is crucial to provide useful services at every phase of the visitor experience, including pre-arrival, admission, occupancy, and departure.
The seminar provided me with a newfound understanding of the significance of the Front Office department within Premier Inn Sittingbourne.
Skills required to work in the front office
The personnel working in the front office often engage in frequent encounters with many guests throughout their arrival and departure. Establishing positive first impressions is crucial in order to promote consumer happiness. Effective communication between front office personnel and clients is crucial for establishing a favourable rapport with visitors. Effective communication skills are crucial for front office personnel to effectively handle inquiries from visitors, resolve any issues that may arise, and ensure smooth collaboration with various departments within the organisation. Problem-solving is an important skill that is necessary for those working in front office positions. The front office department faces a significant amount of activity and confronts several unanticipated hurdles. Therefore, it is essential that front office staff acquire the requisite competences to expeditiously handle such situations by delivering efficient replies that are in line with the visitors' expectations. Technical competence is recognised as another significant skill. The technical competence of the staff refers to their proficiency in using the software and technological resources used by the hotel, hence enabling smooth and efficient operations. Furthermore, it is essential that the personnel exhibit proficient organisational abilities, a scrupulous focus on precision, and the ability to cooperate seamlessly as a cohesive unit (Gillies, 2011).
Personal Reflections
During the course of my academic pursuits, I have gained a comprehensive understanding of the significant role that effective verbal and nonverbal communication plays in the context of the hospitality industry. After reflecting on my experience as a hotel guest, I had a feeling of satisfaction and fulfilment when my first engagement included a kind person who exhibited attentive listening abilities, therefore establishing a favourable rapport between us. Inglis, (2017) asserts that the impact of effective and efficient communication inside the front office is significant.
Applying the Theoretical Knowledge
The successful operation of the front desk and hotel is contingent upon the practical application of theoretical knowledge. The acquisition of theoretical knowledge is essential in order to enhance comprehension of the front office. For example, the acquisition of my enhanced communication abilities will facilitate my ability to engage with hotel guests in a way that is both proficient and polished. I have acquired the knowledge and skills necessary to effectively engage with visitors, therefore fostering a rapport, addressing any concerns that may arise, and delivering concise and accurate information to them. According to J. et al., (2012), my capacity to effectively navigate challenging circumstances and provide prompt and effective solutions has been further developed via my theoretical comprehension.
Importance of The Topic in Hospitality
In the hospitality business, the front office is an essential component. The employees are attentive to the requirements of the guests and manage the business operations of the hotel. In the case that visitors run into any issues during their stay, they should approach the front desk in order to get assistance. In addition, it is the responsibility of this department to generate money from hotels. The significance of the department is in its role of catering to the needs of all patrons of the hotel (Mondal et al., 2023). The system manages several aspects of the visitor experience, including checkout, check-in, reservations, pre-arrivals, departure, and guest departure. The department also aims to assure the satisfaction of visitors. In order to achieve success, it is essential for a hotel to ensure that the front desk consistently provides exceptional service and that customers' satisfaction is consistently maintained (Albayrak, 2015).
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Dear valued customer,
Hello, I really value your informative input. We would like to express our sincere gratitude for selecting our hotel. According to customers, there is a lack of consistency in the experience provided by the Premier Inn Sittingbourne Kent. Numerous individuals who embarked on journeys regarded the motel as being tidy and cosy, notwithstanding minor concerns pertaining to cleanliness and a dearth of utilities. The levels of noise may exhibit variability, hence causing some visitors to experience disturbance due to external auditory stimuli. The rooms have been subject to criticism due to inadequate temperature regulation and a need for renovation. Numerous patrons voice discontent about the quality of service and perceived adequacy of monetary worth, highlighting antiquated amenities and subpar Wi-Fi connectivity. In general, there is scope for improvement in the service and facilities provided by the hotel. Our business prioritises the supply of high-quality lodgings, as well as food and beverage services. Our business recognises the need of developing a competent, motivated, and enthusiastic staff to provide a satisfying return on investment for stakeholders. We would like to express our gratitude for the time and effort you have dedicated to provide insightful feedback. Your attendance is anticipated in the immediate future. We express our sincere gratitude and profound appreciation for the significant amount of time you have dedicated to giving us your evaluation.
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	Letter of complaint response 500 words +/- 1-%

	
Sincere greetings Donald Ronald Federick,
We, the management of Premier Inn Sittingbourne, express our gratitude for receiving your feedback. We extend our heartfelt apologies for the substandard level of service that you encountered. According to your correspondence, you assert that you were unable to complete the check-in process due to the unavailability of your rooms, despite the fact that they were prepared for occupancy upon your arrival. The culinary offerings were of exceptional quality, the lodging facilities were impeccably maintained, and the neighboring individuals did not pose any disturbances. The Premier Inn Sittingbourne would like to extend its apologies for any inconvenience that may have been caused as a result of our visit to the hotel. We have retrained our front desk employees in response to your complaint, and we are attempting to fix the problem. Consequently, the hotel staff has been directed that, should visitors arrive, it is best to keep their bags and give them coupons for the hotel restaurant as payment. You claim that the excessive noise in your room is coming from the rowdy neighbors making noise in their homes. What we are doing has started at some point. We can now insulate our floors and walls more successfully. Acoustic windows, drapes, wall and ceiling panels, and tiling were all added to lessen noise in the house. The doors also need to be equipped with quiet closing mechanisms. Premier Inn is the company that originated the "floating bedroom" idea. This allowed the hotel to handle noise from the bottom floor celebrations as well as from the outside. With this arrangement, every bedroom is an independent unit that doesn't communicate with the others. To achieve better noise reduction than what the WHO recommends, acoustic linings are placed to walls and ceilings and windows are double-glazed. In order to keep the rooms and toilets clean, we also hire fresh housekeepers. He'll replenish the room, ventilate it, and change the towels and bed sheets. Thoroughly dust, clean, and sanitize high-contact lavatory areas. Vacuum the upholstery and flooring. Take out the trash from the bathrooms. It is said that you have expressed dissatisfaction with our meal for being bland and watery. In addition to chafing dishes, other appliances that may be used to keep food warm include multicores, slow cookers, toaster ovens, and heated warming trays. We also talk with the chef to improve the quality of the food. You claim that your accommodations were not upgraded, even after you called the front desk. It seems from reviewing our documentation that we were unable to provide you with a different room. We regret the loudness and wish we could have done more to ensure you had a more enjoyable evening. We offer our sincere regrets. We would like to offer you a $100 coupon that may be used to your next stay at the Premier Inn Sittingbourne in light of the unpleasant experience you had. We anticipate that your future visit will exceed our anticipations.
We are really appreciative of the time and effort you have taken to provide your commentary.
Sincerely,
Daniel Fieraru 
Front Desk Manager
Address of hotel: Sheppey Way, Bobbing, Sittingbourne
Postcode: ME9 8RZ
Premier Inn Sittingbourne





Component Three
In accordance with the nature of the interaction and the level of activity, the Guest Cycle consists of four fundamental stages. In the process under consideration, pre-arrival, arrival, stay, and departure may be subdivided into four phases: Kwan et al., (2017) delineate the travel experience into four distinct phases.
In order for the front desk personnel to manage a guest efficiently throughout their entire sojourn, they must possess an all-encompassing comprehension of guest services and procedures. Front desk staff of a hotel are most capable of delivering exceptional service to visitors when they possess a comprehensive understanding of the operational complexities inherent in the establishment (ABBOTT, 2022). By employing the methodical Guest Cycle approach, front desk operations can be systematically managed.
	Element 1 – Pre-Arrival 

	A hotel option is determined by the visitor in the pre-arrival phase. Numerous elements can impact guest decisions, including prior experiences with the establishment, word-of-mouth recommendations from acquaintances and colleagues, advertising campaigns, business affiliation, hotel brand reputation, travel agent booking practices, and loyalty programmers.
A variety of factors can impact a guest's decision to make a reservation, including the agent's communication skills and the level of convenience offered. These elements should encompass comprehensive information regarding the hotel's services and amenities, such as rooms, rates, recreation areas, and nearby attractions (Hewson, 2017). 
The area designated for individual and non-group reservations is referred to as the sales office. Hotel staff should possess a robust sales-oriented mindset, while the hotel itself should project a positive external image.
Once the hotel administration software verifies that a particular reservation is acceptable, a reservation is generated. The establishment of this reservation record signifies the commencement of the restaurant patron cycle. The hotel staff is capable of delivering customized service to the visitor throughout their sojourn as a result of the guest specifications outlined in this reservation. Hotel personnel collect guest preferences during the reservation process in order to allocate rooms and ascertain the suitable room rates that guests are responsible for paying to their accounts throughout their sojourn (Hewson, 2017).
The utilization of reservation data enables anticipatory service that is advantageous to guests. Despite this, the primary purpose of making reservations is to guarantee the availability of a room for the passenger upon their arrival at the hotel (Hewson, 2017).

	Element 2 – Arrival 

	The registration process and accommodation assignment for a visitor constitute the initiation of a visitor cycle. The initial stage of the cycle has arrived. The front desk initiates a commercial transaction between the guest and the hotel on the guest's behalf simultaneously upon the guest's arrival at the hotel. A front office staff member is primarily tasked with two responsibilities: managing visitor inquiries concerning hotel rates and purchased packages, and providing answers concerning the hotel's policies pertaining to said packages (David, 2022).
The front desk personnel must at all times ascertain the current status of the guest's reservation prior to commencing the check-in or registration procedure. Irrespective of the status of a guest's reservation, walk-in guests, commonly referred to as walk-in guests, frequently present front desk staff with a chance to generate revenue through their exertions.
Presenting a valid registration card or registration number is mandatory during the check-in process. The front desk receives and completes the card during the registration process in order to facilitate the collection of essential information. The registration card should encompass essential information such as billing and reservation details, personal information, credit card information, address particulars, passport and visa information for foreign nationals, instructions for billing, and the number of occupants in the house. For the hotel and the guest to obtain specific legal benefits, it is necessary for both parties to obtain the guest's signature on the registration card.
Once the payment method and departure date have been verified and signed, the registration process is deemed finalized. Guests are escorted to their rooms by guest service associates or guest service managers, who may also furnish them with directions and a room key (David, 2022).

	Element 3 – Duration of stay 

	
The front office serves as the primary point of contact for hotel operations and assumes the responsibility of managing guest requests. Among the individuals who are furnishing information and provisions to the guests.
The primary objective of the front desk staff is to deliver proactive service and to surpass the guest's expectations. This will incentivize guests to choose the hotel for future stays.
Security is a paramount concern that holds significant importance during the period of guest occupancy. It is imperative for the front desk to adhere to the hotel's standard operating procedure in managing various aspects such as hotel and guest keys, property surveillance, safe deposit boxes, guests' personal belongings, and emergency situations.
During the occupancy stage, various charges such as restaurant charges, telephone expenses, internet fees, and travel desk services can have an impact on both the guest and hotel account. According to the established posting procedures of the front office, the majority of these charges will be recorded on the guest account. Moreover, it is commonly observed that room charges constitute the most substantial expense item on the guest folio in the majority of instances.
During the occupancy stage, additional financial responsibilities of the front office include the verification of charges that have been posted to the guest account, as well as the examination of guest accounts in relation to the assigned credit limit.
Ensuring security is of utmost importance during a guest's stay. Among the aforementioned considerations are those pertaining to the protection of financial resources and valuable assets. The front desk staff is required to adhere to established hotel operational procedures in order to effectively manage tasks such as organizing hotel keys, overseeing property surveillance, managing safe deposit boxes, handling guests' personal belongings, and responding to emergency situations.
During the period of occupation, guests and hotels may potentially accumulate costs for various services, including but not limited to dining facilities, telecommunication services, internet, and travel assistance provided by the hotel. As per the established front office posting procedures, the majority of these expenses are documented and recorded on the guest's account. Furthermore, it is important to acknowledge that in the majority of instances, the primary expense on the guest's bill is attributed to the charges incurred for accommodation.
In addition to conducting a thorough review of charges documented on guest accounts and comparing them to predetermined credit limits throughout the occupancy phase (David, 2022), the front office places heightened emphasis on financial obligations during this period.

	Element 4 – Departure 

	During the concluding stage of the visitor cycle, often referred to as departure, the guest services and guest accounting components are completed.
Upon completion of their stay, visitors are expected to vacate the hotel premises, pay any outstanding bills with precision, return the keys to the hotel, and thereafter leave. Upon the departure of a guest, the front office personnel proceeds to update the current status of room availability and promptly notifies the cleaning crew of the aforementioned scenario. The room status of a hotel is efficiently and automatically updated via the use of property management software.
A guest feedback form is also issued during this period to obtain comments from hotel guests (Albayrak, 2015).
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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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Home from home

Great hotel, stay here regularly with week sometimes weeks on end. Staff always
helpful. Room is always cleaned exceptionally well with no issues. Hotel manager
is always extremely helpful and itis a delight to stay here. Sometimes | request
this hotel if I'm working in the area, even if it means alittle further for me to travel
each day..

Highly recommended..
Thanks for always making my stay feel like 'm at home ©

Readless «

Date of stay: September 2023

Trip type: Traveled on business
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