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Description: During my placement at Ibis Budget Newport Hotel, I had various responsibilities related to front office work that was essential for delivering excellent guest services. Some of my key tasks included managing reservations, handling check-ins and check-outs, addressing guest queries, and ensuring top-notch customer service. The front-office activities are undoubtedly crucial in establishing a positive impression of the hotel among guests. These activities help to provide guests with a high-quality experience, which can impact the overall success of the hotel. (Padma and Ahn, 2020).

Feelings: I had a mixed experience at the Ibis Budget Newport Hotel. While I found it satisfying to handle guest inquiries, check-ins, and check-outs, it was also stressful during the busy hours. Unexpected changes in room availability made it difficult for me to adapt, problem-solve, and grow professionally and personally. It was an emotional roller coaster, from the thrill of overcoming obstacles to the pleasure of providing hassle-free service. Overall, this placement helped me understand the dynamic nature of the hospitality field and taught me to accept and tackle the challenges associated with front-office operations (Booking.com, 2024).

Evaluation: During my placement in the front office department of Ibis Budget Newport Hotel, an evaluation of my performance was conducted which revealed some strengths and weaknesses. A key strength identified was my effective communication skills, both with guests and colleagues. Good communication skills played a crucial role in organizing reservations, answering guest inquiries, and ensuring smooth check-in and check-out. By presenting information accurately and professionally, I was able to create a positive guest experience.     Additionally, I displayed proficiency in problem-solving, overcoming challenges such as no room availability and late reservations. My ability to remain calm under pressure and find practical solutions enhanced the efficiency of front-office operations (Yang et al., 2022).

However, I also recognised an area for improvement in multitasking. The fast-paced nature of this environment required addressing several tasks simultaneously, and developing my multitasking abilities would enhance my capacity to manage multiple responsibilities at once (all.accor.com, 2024).
I want to improve my conflict resolution skills, especially during peak hours, to maintain a positive work environment and ensure customer satisfaction. This self-assessment is a part of my ongoing professional development plan in the front office industry.

Analysis: During my placement experience at Ibis Budget Newport Hotel, I gained a deeper understanding of the front office's responsibility for delivering excellent guest experiences. Interacting with both guests and coworkers highlighted the crucial role of customer service in the hospitality industry. Every encounter, whether a guest asking questions or a co-worker working on a project, was an opportunity to improve the overall ambience of the hotel (Adeani et al., 2020).
During my interactions with guests, I realized the importance of providing a comfortable atmosphere. The front office is the starting point for guests, and the impressions formed here are crucial in shaping their entire stay. Warm and efficient service not only satisfies guests but also creates a positive image for the hotel (Ngoepe, 2021).
Additionally, working with colleagues reminded me of the interdependence among front office activities. A functional environment requires an integrated and supportive team. Effective communication and proper exhibition of teamwork are necessary elements to sustain a functional environment. These elements also influence guests' overall view of the hotel's hospitality. This has strengthened my belief that the front office plays a significant role in building an enjoyable and memorable guest experience (Simkus et al., 2023).

Conclusion: During my placement experience, my perspective on how the front office influences guests' perceptions was significantly altered. Interacting with guests and colleagues made it clear that it's crucial to provide a comfortable and reliable setting for everyone. The front office is perceived as the hotel's image, which ultimately determines guests' overall perspective of the establishment. The placement has enabled me to expand my perception of the intricacy of details in providing quality customer service in hospitality (Fang and Partovi, 2022).


Action plan:
	Skills/ objectives I have to achieve
	Action taken
	Place
	Time

	Multitasking Efficiency
	I am enrolled in an online multitasking course.
Practiced multitasking during off-peak hours
	Both workplace and home.
	Becoming proficient at multitasking is a continuous process that requires time and dedication.

	Conflict Resolution Proficiency
	Attended conflict resolution seminar.
I have sought mentorship from an experienced colleague (Rabiul et al., 2023).
	Workplace
	It will take approximately three months to fully understand and acquire the necessary skills.

	Continuous Learning
	Subscribed to industry publications and registered for upcoming industry webinars.
	Workplace
	Learning and adapting to new trends and conditions is a continuous process (Yang et al., 2022).

	Feedback and Improvement
	Initiated regular feedback sessions with supervisors and established a self-assessment schedule (Simkus et al., 2023).
	Both at the workplace and at home.
	Experts' feedback suggests that improvements will take 4-5 months.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Guest,

     Thank you for taking the time to share your wonderful review of our Ibis Budget hotel in Newport. We are thrilled to hear that you found the hotel to be one of the finest in the UK for value, cleanliness, and customer service. Your kind words about our team and their dedication to providing excellent service are greatly appreciated, and we will be sure to pass them on to Trev and the rest of the team.
      We're glad you found our hotel's location convenient and our rooms comfortable and clean. We appreciate your feedback on the limited bar and evening food menu and will consider it for future improvements. We're happy you enjoyed the continental breakfast.
      Once again, thank you for choosing to stay with us at the Ibis Budget Newport. We hope to welcome you back to our hotel soon!

Best regards,
Beatrice
Ibis Budget Newport














	Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	
Mrs Joanna Blake                                                                        Beatrice Gherasim
558 Longford Road,                                                                     Front Desk
Swansea                                                                                      Ibis Budges Newport Hotel
SA1 2AR                                                                                      164 Malpas Road, 
                                                                                                     Newport 
                                                                                                     NP20 5PP
                                                                                                    12/02/2024


Dear Mrs Joanna Blake,

     We would like to express our utmost gratitude for allowing us the opportunity to resolve the matter promptly. We extend our sincere apologies for the frustrating experience you encountered in Room  330 of our hotel. We highly appreciate your feedback and would like to assure you that your concerns are of utmost importance to us. Upon receipt of your complaint, our primary objective was to address each identified issue thoroughly and take appropriate corrective measures to prevent any recurrence. We would like to outline the steps we have taken and are currently undertaking to rectify the problems you have brought to our attention:

 1. Room Cleanliness: We have conducted comprehensive training sessions for our housekeeping team, specifically addressing the challenges you experienced. Our focus has been to train them in meticulous room cleaning practices. Furthermore, we have conducted an extensive survey of all rooms, including room  330, and have implemented necessary corrections to our cleaning protocols.

 2. Wi-Fi Service Our IT department has examined and enhanced our Wi-Fi network infrastructure for a more reliable connection. Technical glitches have been resolved and we are confident in the standard level of service.

 3. Noise Levels:  We're improving our noise control efforts to address the disturbances you mentioned. Our staff has been reoriented on the importance of tranquillity, and we've taken steps to mitigate noise in affected rooms to improve the guest experience.

 4. Customer Service: We apologize for the poor service you received. We are reviewing our staff's behaviour and implementing communication and attentiveness training. Your feedback has initiated a customer-centric cultural shift.

      Immediate Actions:
 In recognition of the inconvenience caused during your stay, we have taken the following immediate actions:

 1. Refund: You will receive a full refund for the inconvenience you experienced.
 2. Personalized Apology: The staff members involved in your experience have personally extended their apologies.
 3. Ongoing Monitoring: We are committed to continuously monitoring and following up to ensure sustained improvements.

     Future Steps:
 Moving forward, we have planned the following steps to enhance our services and create a better guest experience:

 1. Guest Feedback Response Team: We will introduce a dedicated team to address guest concerns in real time.
 2. Periodic Surveys: We will conduct regular surveys to gauge guest satisfaction and identify potential areas for improvement.
 3. Collaboration with External Quality Assurance Agencies: We will collaborate with external quality assurance agencies to uphold a consistent standard of service.

      We apologize for the inconvenience caused and will make necessary changes to ensure a delightful stay for all clients.
We would like to show our appreciation by offering you a complimentary two-day stay at our hotel. This will allow you to witness firsthand the positive changes we are implementing. To coordinate your future reservation, please contact our reservation department. 
        If you have any further inquiries or apprehensions, please feel free to reach out to us. We are eagerly looking forward to your return and aspire to provide you with an exceptional experience.

 Yours sincerely,

Beatrice Gherasim
Front Desk
Ibis Budget Newport Hotel











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

The hotel front office serves as the gateway to guests' experience, and it demands more than just technical expertise. This essay focuses on four key skills that are vital for successful front office operation: customer service skills, communication, organisational skills, and problem-solving abilities. To put an accent on the practical knowledge of the core competencies, industry cases from actual life will be woven into the story (Tanković et al., 2021).

	
Key Skill 1 – Customer Service Skills  


	The hospitality industry relies on excellent customer service to ensure guest satisfaction. Premier Inn is a well-known hotel chain that excels in this area, with every staff member committed to delivering top-notch service for a seamless and unforgettable experience.

This hotel's key strength lies in its ability to empower its employees to not only meet but exceed customer expectations. The focus extends beyond transactional relationships, and the commitment to creating unique experiences becomes a reality. Every team member strives to understand the individual preferences and needs of their guests and anticipates their requirements proactively. This approach portrays the significance of superior customer service skills that can enhance a hotel's reputation and significantly boost overall guest satisfaction (Jawabreh et al., 2020).

The hotel's commitment to excellence has become a defining feature, leading to customer loyalty, positive reviews, and word-of-mouth recommendations. By emphasizing the value of service, this hotel has set the standard for the hospitality industry, demonstrating that caring for and attending to guests is at the core of a prosperous enterprise (Waqanimaravu and Arasanmi, 2020).


	

Key Skill 2 – Communication Skills 


	

Effective communication is crucial for the smooth operation of any hotel, including Premier Inn. In the front office, communication skills are essential for a variety of tasks, such as handling customer inquiries, processing reservations, and managing staff schedules. Communication plays a crucial role in service encounters, influencing perceptions and shaping the overall customer experience (Tanković et al., 2021).
Premier Inn not only recognizes but also emphasizes the significance of clarity and empathy in communication as an essential part of responsible service. The staff members undergo rigorous training to communicate effectively, resolve issues efficiently, and provide superior service that exceeds guests' expectations (Lucas, 2020).
Here are some ways in which communication skills are essential for front-office operations at Premier Inn:

1. Customer service: It is crucial for the staff working at the front office to possess excellent communication skills to cater to the needs of guests efficiently and handle any problems that may arise promptly and effectively. This includes being able to listen actively, speak clearly and politely, and respond promptly to inquiries.
2. Reservation management: Front office staff must be able to communicate effectively with customers to process reservations, including taking bookings, confirming reservations, and handling cancellations or changes.
3. Staff management: It is imperative that the front office staff can effectively communicate with other staff members within the hotel, such as the managers, housekeeping, and maintenance personnel, to ensure the seamless and efficient functioning of the hotel.
4. Crisis management: In the event of an emergency, such as a power outage or a fire, it is crucial that front office staff effectively communicate with both hotel staff and guests to ensure the safety and well-being of all individuals present.
In the digital age, online communication cannot be underestimated. To interact with guests, respond promptly to inquiries, and demonstrate their consistency in customer service, the hotel strategically employs social media. In other words, this comprehensive perception of communication emphasizes the nuances of the skills required for seamless front-office operations, confirming that communication is not just a tool but also the essence of a complete and superior guest experience (Huang et al., 2021).


	
Key Skill 3 – Organisational Skills 


	Organisational abilities overcome any barrier between the smooth running of a front office and the dynamism of the hotel business. The organisational skills needed for efficient booking management, coordinating with the other departments, and working on multiple tasks are quite detailed. In hospitality, no organisational effectiveness is only advantageous but critical for achieving effectiveness in operations (Chawla, 2020).
Premier Inn stands as a symbol of organisational efficiency in the hospitality industry. The hotel shows such commitment by investing in sustained training programs that improve the organisational skills of its front office staff. This loyalty is exemplified through the seamless check-in and check-out processes, consistent and efficient inventory management, and standardized hotel operations across all the chain's properties around the world (Ali et al., 2021).
Besides ordinary activities, organisational skills are necessary in crisis management.
The company has a well-defined structure, and standardized procedures, and uses technology and automation to streamline its operations. Premier Inn places a strong emphasis on employee development, regularly reviews and updates its processes and procedures to stay ahead of the competition, and has a customer-centric approach to its operations. The company also works closely with partners and has a robust performance measurement and monitoring system in place. In uncertain challenges, the ability to adapt and organizational agility becomes critical, which makes the role of organizational competencies a pillar of success in the dynamic hotel industry (Olimovich et al., 2020).



	


Key Skill 4 – Problem-Solving Skills 


	One luxury hotel chain that stands out for its proactive approach to problem-solving is The Ritz-Carlton. In the hospitality industry, the role of problem-solving skills in the process of service recovery is extremely important (Huang et al., 2021). Known for its exceptional service and attention to detail, The Ritz-Carlton has a reputation for going above and beyond to address guest needs and resolve issues swiftly. 

Here's how The Ritz-Carlton demonstrates proactive problem-solving (The Ritz-Carlton, 2024):

1. *Anticipating Guest Needs*: At The Ritz-Carlton, the staff is trained to anticipate guest preferences and needs. They pay attention to details such as room temperature, amenities, and dietary restrictions, creating a personalized experience for guests. 

2. *Empowered Employees*: At the Ritz-Carlton, employees are empowered to resolve guest issues on the spot, without needing to escalate to a manager, ensuring quick and efficient solutions.

3. *Service Recovery*: The Ritz-Carlton follows a service recovery process when a guest encounters an issue. They apologize sincerely, listen actively, and take immediate action to rectify the situation.

4. *Learning from Mistakes*: Ritz-Carlton sees mistakes as chances to improve. They hold regular "lineup" meetings where employees share service excellence stories and discuss challenges faced. This learning helps prevent similar issues in the future.

5. *Personalized Solutions*: The Ritz-Carlton offers tailored solutions to guests, such as room changes or noise-cancelling headphones, based on individual needs. This personalized approach prioritizes guest satisfaction. 
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This is one of the finest Ibis Budget hotels in the UK
Review of Ibis Budget Newport

Q@O®O®O®® Revicwed November 26,2023

This is one of the finest Ibis Budget hotels in the UK in my humble opinion given the value for
money, cleanliness and above all the wonderful customer service from a team that really care
about their customers.

The location is right next to the M4 motorway with its connections to all of South Wales, for
those using public transport there is a bit of a walk to the nearest bus stops which links with the
town centre of Newport and the main railway station and also to towns such as Cwmbran and
Malpas together with a fast link X30 bus to Cardiff City Centre.

The hotel is spotlessly clean if a little jaded in terms of upkeep and décor.

The rooms are functional and have all you require for a comfortable nights sleep plus a nice
television and wonderful Wi-Fi.

The bar is limited, as is the evening food menu (pizzas only) and breakfast is a continental
affair.

My abiding memory of the Ibis Budget Newport will be the genuine warm and friendly customer
service from the tremendous team at the hotel; with special mention to Trev who is amazing
and a true credit to the business. More

Date of stay: November 2023

See all 788 reviews




