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Title: Front Desk Operations-First Impression

Introduction: Although many people consider that working as a receptionist within the hotel industry is an easy job, behind the scenes is a lot more work than we can think of.

Experience: Things started to seem a little easier once I met the whole team, I was looking forward to seeing what means to be a receptionist working for one of the biggest hotel chains in the country. I started the first day by attending sessions where I learned about the hotel’s policies and procedures. Premier Inn has a set of rules and policies that they follow by providing exemptional quality service. As an outsider, having never been around front desk agents you may think they only do check-ins and check-outs, but they also have a lot of responsibility on their shoulders, they must ensure that customers receive the best service and that the housekeeping department follows all the cleaning procedures to customer service standards. The front desk team along with the managers coordinate multiple tasks while maintaining a welcome appearance. All inquiries are handled with professionalism, we started by welcoming the guests and checking them in offering the key cards so they can access their rooms. Before their arrival, the receptionist always checks around the rooms, ensuring that the room is well prepared, and the guests have everything they need for a comfortable stay.  We have a flux of guests traveling for work, and they are looking to have a pleasant stay. Or families traveling to our town attractions witch they are looking for a warm and cozy atmosphere, to all our guest we have to provide exceptional service. I have noticed that all the staff are working hard by providing extraordinary service by welcoming their guest with hot drinks and chocolate. One particularly important aspect is that the hotel has many regular customers witch they provide them with a loyalty card that can benefit from a nice meal at the restaurant including breakfast or dinner meal. As a front desk agent, you must have empathy, understand other's needs, and offer your customers a pleasant stay at your premises. It is true, that sometimes we find very difficult people to please, so your task is to be patient and try to deliver the best services to each customer. In my opinion, working at the front desk, is a lot of responsibilities, ensuring the safety of the guests and the housekeeping department.  I have learned that communication between housekeepers and the front desk is very important and we must build a strong relationship, and help each other when needed. 

Reflection:  I am amazed at how the front desks handled with professionalism and efficiency their tasks. I have learned how important is good communication with the team. And I am grateful that I had the opportunity to contribute to a positive guest experience.


Analysis: As I reflect on my experience, I am pleased to say that I had a great opportunity to work with a professional team that is creating memorable experiences for their guests and providing their customers with a clean and pleasant environment. I do appreciate how hard the whole team works to reach the standards required by the customers.

Conclusion: I am pleased to say that I am grateful for the opportunity to be around the whole team, and I've been managing to learn and understand how important is to deliver exceptional service, communication, and teamwork. I am excited to continue learning to develop my skills in the hospitality industry.
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	Trip Advisor Review Response 150 words +/-10%

	


 Dear Shan, 

Thank you for taking the time to share your positive experience with us! We are happy to hear that you had an enjoyable stay at Premier Inn Tamworth South and that our team was able to deliver to you quality service. Providing exceptional service is our top priority, and we are happy that we have succeeded during your stay.
Thank you for your kind words we will be sure to pass on all your compliments to the members of our staff, as they will be happy to hear that their efforts made a difference in your stay. Your feedback has been a colossal source of motivation for us to continue delivering outstanding service to all our guests.
We hope to have the pleasure of welcoming you back to our premises in the future. If there's anything that we can do for you during your next stay, please don’t hesitate to let us know. Thank you again for choosing Premier Inn Tamworth South.

Kind regards, 

Irina Diana Buture
Hotel Manager 
Premier Inn South
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	Letter of complaint response 500 words +/- 1-%

	


Dear Joanna Blake, 

Thank you for bringing your concerns to our attention. We sincerely apologize for the unhappy experience you had during your stay at Premier Inn Tamworth South. Your feedback is very important to us as we work continuously to improve our services.
First of all, I want to acknowledge the issues you raised regarding cleanliness, Wi-Fi connection, noise, and service. It is deeply concerning to hear that you did not have the exceptional experience that we strive to provide to all of our guests. Please know that we take your feedback seriously, and we are taking immediate action to rectify the situation, we will be conducting a thorough investigation into the matter and taking the necessary steps to prevent similar incidents from occurring in the future. 
Regarding the cleanliness of your room, we understand the importance of maintaining a clean and comfortable environment for our guests. We have conducted a thorough inspection of the housekeeping procedures and implemented additional training for our staff to ensure that our high standards of cleanliness are consistently met in all guest accommodations. 
Secondly, I have been chasing the network team, explaining the situation regarding the Wi-Fi connection, so they have started investigating where the problems came from. I do understand, how important is for our customers to have access to the internet connection during their stay with us. I have contacted the front desk agent that is been on the shift during your stay and we are taking measures to address any issues that disrupt our guest's stay. In addition, I want to address the concerns you raised regarding customer service that you received from our staff. One of our top priority for us is to provide exceptional customer service, and we feel sorry that we disappointed you with this aspect, we have discussed your feedback with our team members and I can assure you we will make improvements to provide high-quality service. 
Once again, I apologize for any inconvenience you may have experienced during your stay at our premises, we would like to offer you a refund so please let us know when it’s best to contact you so we can arrange an appropriate compensation. If there is anything else that we can do to make amends or improve your experience, please don’t hesitate to contact us.
 As mentioned before, thank you for bringing these concerns to our attention, your feedback helps us to continuously improve our services. We sincerely hope that you will consider giving us another opportunity to exceed your expectations in the future.

Kind regards, 
Irina Diana Buture
Premier Inn Tamworth South




















































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

	
Key Skill 1 – Customer Service Skills  


	
 The front desk staff is the foundation of exceptional guest experiences, they play a pivotal role in shaping guest's perceptions and expectations. By providing exceptional service to the guests, front desk agents can leave a lasting impression on guests, fostering positive reviews and customer loyalty. Patience is one of the important key skills within the hospitality industry, particularly when dealing with complaints, or customer inquiries, addressing their needs, and ensuring their satisfaction. To deliver exceptional customer service in the hotel industry you must be able to understand the guests' preferences and understand their needs. Another key point is to be kind, and have empathy for the people who seek help due to medical conditions. Nowadays, all hotel chains provide facilities to all types of guests, making them feel comfortable during their stay. By listening attentively and demonstrating empathy, hospitality professionals can tailor their service to meet and exceed guests' expectations.  Customer service professionals must pay attention to each detail, ensuring that guests' requirements are noted and preferences are fulfilled. Front desk staff must build a strong relationship with the housekeeping team dividing the tasks of the day to ensure guests' satisfaction. Adaptability is another key point within the front desk office requirements due to the new trends and level of technology where front desk staff must adapt to the system and enhance the guests' experiences. 
From understanding the guests’ needs and effective communication to problem-solving abilities, customer service skills play a vital role in shaping guests' satisfaction and creating memorable experiences.






	
Key Skill 2 – Communication Skills 


	
Communication plays a vital role in providing excellent customer service and engaging in meaningful with others. When greeting guests, front desk staff are responsible for providing a warm welcome, where verbal communication skills are essential to greet guests professionally. Working at the front desk you must be able to provide helpful information and concrete answers to all inquiries, ensuring that the guests have received all the information they need during their stay. Effective communication skills are necessary when listening to guests' positive feedback or complaints or concerns, either when we are talking about a positive review, as a front desk office we must engage correctly in conversation, when it’s about a complaint or concern we must have empathy and diplomacy to find solutions to resolve the issues. In offering recommendations or information to our guests, communication helps to convey the benefits of recommended options and enhance guests' experiences. Communication skills are also important in the interaction with our colleagues from the housekeeping team and other departments to ensure smooth operations leading to guest satisfaction.






	
Key Skill 3 – Organisational Skills 


	
Organizational skills are indispensable for the front desk staff in the hotel industry, to manage responsibilities effectively, maintain guest satisfaction, and contribute to the overall success of the company. By maintaining accurate records and prioritizing tasks, the front desk office along with other colleagues can ensure smooth operations to deliver exceptional guest service. The front desk office is responsible for managing guest reservations, cancellations, or any modifications, to do that you must have strong organizational skills. Guests may have different requests or preferences, and to ensure the guest's comfort and satisfaction you must provide stronger organization skills. Each day working as a receptionist in a hotel comes with tasks that must be done by the end of your shift, in a busy period you must be able to organize all the tasks to be done before the guests check in or check out without causing any discomfort to our guests. Organization skills aren’t efficient only within the hospitality industry, but also in our everyday routine, helping us not to stress about the tasks we have throughout the day. Working in the hotel industry it is crucial to maintain good organization skills especially when handling financial transactions such as payments, balancing cash registers, and issuing receipts. 






	
Key Skill 4 – Problem Solving Skills 


	
Problem-solving skills are indispensable for the front desk office within the hospitality industry to address guests' concerns, and inquiries and manage operational challenges. The front desk often encounters guest complaints regarding service issues, and room preferences, where problem-solving skills enable front desk staff to listen to guest's concerns, empathize, and understand the guests' requirements. First of all, finding solutions is one of the biggest challenges within the hospitality industry, determining available options and assessing different situations such as overbookings or room availability issues. Within the hospitality industry, misunderstandings or breakdowns in communication can lead to unsatisfied customers, which are true online reviews about the service, and influence the bad brand image and reputation. Behind the scenes at the front desk is a lot of responsibility for the safety of the guests and the team working in the housekeeping or other departments, which means that problem-solving skills are essential for remaining calm under pressure, assessing the situation, and implementing emergency protocols. Clear communication, decision-making, and collaboration with the other members of the staff are critical for navigating emergencies effectively.
“Thinking critically and solving problems creatively take time and effort, and we should apply these scarce resources where they are most needed.” Steve W. Williams 
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One of the best in Tamworth!

First time using a Premier Inn in Tamworth as we usually stay at travelodge but
fancied a change.

Cannot fault the service we received. Alex was exceptional and so helpful and
attentive morning, noon and night during our stay. A real credit to the company!
We didn’t encounter any other staff besides him, but I'm sure they are just as
efficient and all follow in his footsteps.

Room was spacious, clean and well maintained. The location means that the
road can be a bit loud if you're not used toit, but it wasn't an issue during our
stay and this isn't something the hotel can control.

The restaurant is your standard chain pub. Food is edible when there's not a lot
of other places in the area and don't want to order a takeaway. It does get very

busy so I'd definitely suggest booking in advance.

Overall really pleased with our stay here and we'd definitely stay again.
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