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I greeted late check-in guests and filled in guest paperwork in the filling system of room numbers on guests’ arrival and departure of that day. I used a device to scan all 20 points around the hotel. After checks were carried out the device printed out a receipt to identify which points, I had checked and recorded all information in the daily fire walk logbook. I counted and recorded the cash flow on all three tills the reception till, the bar till and the Starbucks till. All information on how many notes and coins there are and if any till was over £100 was to put the money bag logged and securely in the safe.
In the morning shift from 7 am to 3:30 pm I greeted guests and checked in guests for breakfast. I collected the guests at check-out guest and answered internal calls from the guests and followed up on their requests. I answered external calls from clients and transferred them to the correct department. I also answered emails and did the booking of the group company reservations. I did the uniform checks and took note of what uniforms we had for each department, so I typed and printed it for the manager. I Checked on the system who hadn’t checked out yet at 11.30 so I informed them with a polite reminder. I noted and changed the details of guests that have extended their stay and notified the housekeeping staff that guests were still in their allocated rooms.
[bookmark: _Toc158112504][bookmark: _Toc158114381]Feeling:
I was on night shifts for 2 weeks which were 8 hours long each day there were a couple of guests around the bar. I felt tired sad, and sleep deprived but I had to carry on doing my duties in the hotel as well as duties in my personal life during the day. At the front desk, there was limited time to sit most of the time I was standing. I enjoyed the morning shift at the front desk more than the night shift. I met a lot of guests also I asked them about what their next plans were and gave them directions to the train stations or the local shops. I got to meet the managers for each department within the hotel. The atmosphere of the hotel was very nice also my colleagues and managers were very friendly and encouraged me to learn and left me at the front desk by myself for a few minutes which made me feel confident. If I needed any help my colleagues happily explained. The lunch was free and was freshly made by the hotel chef so I enjoyed it.
[bookmark: _Toc158112505][bookmark: _Toc158114382]Evaluation
At the front desk night shift the line manager Shaun and my colleague Kylie were nice helpful people they showed me how to do my duties, especially Kylie. The duties that I had was explained to me properly. My feelings are mixed as my colleagues were nice and the task was good my only issue was students at night, At the front desk morning shift I felt like part of the team, and I evaluated that there is a future in the hotel hospitality industry. I did many tasks that employees would do with weeks of training. I felt I was thrown in the deep end, but I felt I benefitted from it as I learnt fast, and I felt my colleagues trusted me to carry out the tasks.
[bookmark: _Toc158112506][bookmark: _Toc158114383]Analysis
I analysed that the night shift did not fit in with my life at all it was very difficult to carry on with my day as I hardly had any sleep. Whereas the morning shift was different I enjoyed the morning shift at the front desk I had meaningful tasks to do. All tasks were enjoyable and meeting guests was nice also the hotel was full of staff. My strong points were working on the opera system answering calls and filing documents. My weak point I would say is being more confident around my colleagues. I have experience in administration and hospitality so I know I can do the job and I need to build on self-confidence.
[bookmark: _Toc158112507][bookmark: _Toc158114384]Conclusion
For level 6 experience I would like to experience more of a managerial role in the business to experience more depth of suppliers and co-operate side of the business. I would like to be involved in the marketing, sales, and finance side of the hotel in my level 6 placement. I would like to work on my confidence level in meeting new people on a professional level and be confident in the work that I do. I know I have it in me, and I have good hospitality skills, behind a screen or over the phone. I would like to have this confidence face-to-face. In my next placement would like to be in a more professional, luxury 5-star hotel.
[bookmark: _Toc158112508][bookmark: _Toc158114385]Action Plan:
During my day shift at the front desk one of the customers was very unhappy with the service he received the evening before. He came to the front desk asking to speak to the manager. The manager spoke to the unhappy guest at the front desk when the front desk reception area was busy, I felt that the manager should have taken the guest away from another guest, so they didn’t feel uncomfortable, and the negative complaint did not harm the reputation. If it was me then I would be thorough with any complaints and advise all staff to note compliant and make sure it is all logged into the system so the other staff within the hotel is aware of it. I would want the staff to be trained enough to deal with the complaints there and make the guests happy. The hotel should have a checklist and a plan on what to teach the students rather than some staff repeating the same thing to the students. An organised checklist on how to learn from basic booking reservations to more complicated reservations.
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	Trip Advisor Review Response 150 words +/-10%

	
I am grateful for your TripAdvisor review of The Holiday Inn. Please accept my sincere appreciation. I appreciate your time and effort in composing it. We are delighted to learn that your vacation surpassed all your expectations. Your favorable remarks regarding the smoothness of your stay and the assistance provided by our personnel are appreciated. One of the greatest motivators is the knowledge that our group's endeavours to surpass your exacting service criteria were valued.
Your feedback serves as a source of inspiration for us to consistently improve our services and ensure that every guest at The Holiday Inn has an exceptional time. Your commendations will be comprehended and valued by all members of the team, particularly those that you emphasised in your evaluation. We express our profound gratitude for your continuous support. It brings immense joy that you have selected The Holiday Inn as your exceptional vacation destination. We eagerly anticipate your return shortly for another extraordinary experience.

Thank you,
Shunom Qureshi














































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

	




Holiday Inn Sunderland,
Kheel square,
 							Sunderland 
Sr1 3DS
13/01/2024

Dear Ms. Blake,

We trust this correspondence finds you in good health. I express my gratitude for your time in providing feedback regarding your stay at The Holiday Inn. I am fully committed to enhancing my performance consistently, and I diligently address the concerns that you have raised. Please accept our sincere apologies for any disruptions that may have occurred during your visit. We express our regret if our hotel failed to meet your anticipated standards. Our objective is to provide exceptional service in every department our guest experiences. We value your input and assure you that we will promptly address any concerns you may have.

You can rest assured that we are diligently investigating each concern that you raised in your correspondence. We deeply apologise for the oversight. We would have made every effort to ensure your comfort and rectify these issues as soon as we became aware of them throughout your stay.

I am aware of the importance of maintaining a clean and comfortable room. Please accept our sincere apologies for any disruptions caused by the maintenance and sanitation issues. I will investigate this issue with housekeeping and have an inspection procedure to be carried out after each room is cleaned.

We extend our sincerest apologies for any inconvenience caused with the Wi-Fi connection and I understand this will have caused immense frustration. To ensure that we are upholding a tranquil atmosphere, we are assessing our existing protocols to identify potential avenues for enhancement. 

The apathetic response you received from our personnel is in stark contrast to the exceptional standard of service that we strive to deliver. I assure you that we will ensure that each member of our staff is conscious of the critical nature of providing prompt and courteous customer service.
Please accept my deepest apologies regarding the inadequate service that you have been provided by our organisation. We highly appreciate your perceptive feedback regarding the service.

To further express our sincere apologies for any inconvenience caused, we would like to present you with a tangible token of our sincere regret. We cordially extend an invitation for you to partake in a complimentary two-night stay at The Holiday Inn, inclusive of breakfast and evening meal, during your upcoming visit. By taking this action, we hope to demonstrate our dedication to assisting you in surmounting your challenges and reestablishing your self-assurance. Your input is appreciated, and it would be a pleasure to collaborate with you again in the future. Please get in touch to organise your stay with us.

Sincerely,

Shunom Qureshi


















































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

	
Key Skill 1 – Customer Service Skills  


	To remain pertinent in the ever-changing and dynamic realm of hotel front desk operations, an extensive range of skills is necessary (Abbey, 1983). These skills are essential for ensuring the efficient operation of the hotel and providing outstanding experiences for its guests. The success of the front desk staff at The Holiday Inn Hotel is contingent upon four essential competencies: customer service, problem-solving, communication, and organisation. By conducting an examination of relevant scholarly works and engaging in dialogue regarding real-life scenarios from the sector, this course shall exemplify the breadth and significance of said capabilities.
The success of a hotel is predicated on its capacity to satisfy its guests. As stated by Brotherton & Wood, (2007) exceptional customer service entails comprehending and fulfilling the expectations of clients, guaranteeing a favorable experience for visitors, and fostering customer loyalty. A host must demonstrate empathy towards their visitors, engage in active listening to ascertain their needs and expectations, and proactively anticipate them to provide exceptional service (Brotherton & Wood, 2007). To proactively address and satisfy the needs of visitors, it is critical to collect data regarding their preferences. Prominent hotels from reputable hotel chains, including The Ritz-Carlton and similar establishments, serve as prominent examples of this phenomenon. Renowned for its dedication to delivering personalised service, The Ritz-Carlton frequently exceeds the expectations of its guests and serves as an excellent example of deliberate actions (Achmad & Yulianah, 2022). In a broad sense, hotel porters assist patrons with the transfer of their possessions between their rooms, vehicles, or taxis. Receptionists may, on occasion, be required to assist a customer in transporting a substantial piece of luggage or package. Although not mandatory, it would be advantageous for many businesses to have the capability to regularly transport and manage awkward, sizable objects. 








	
Key Skill 2 – Communication Skills 


	Fluency in Communiqué Effective and concise communication serves as the fundamental basis for the operations of The Holiday Inn front desk. Hayes and Ninemeier (2009) delineate three distinct forms of communication that are prevalent within the hotel industry: written, non-verbal, and vocal (Alrawadieh, Alrawadieh, & Cetin, 2021). Team members engage in verbal communication with visitors in diverse contexts, including telephone conversations, information exchange, and question-answering. Facial expressions and body language are nonverbal signals that hold significant importance in communicating professionalism and friendliness. The service concept implemented by Four Seasons Hotels & Resorts exemplifies the significance of nonverbal communication within a professional environment (Brotherton & Wood, 2007).
Effective verbal and written communication skills are essential for a variety of front desk responsibilities, such as responding to visitor emails and documenting information about nearby establishments. Hotel front desk operations are hectic, necessitating the capacity to preserve order. Organisational skills consist of the capacity to multitask, maintain meticulousness, and manage time effectively (Ciama, 2012). Effective time management is essential for the timely completion of numerous tasks, including guest check-ins and check-outs, reservation administration, and inquiry processing (Ciama, 2012).









	
Key Skill 3 – Organisational Skills 


	Fifty per cent of the time, front desk personnel must be capable of multitasking to manage the volume of client inquiries, phone calls, and check-ins during prime hours. Vigilant attention to detail is critical to prevent visitor discontentment stemming from complications with payment or reservations (Collin, 2007). The organisational efficacy exemplified by Hilton's OnQ system is the industry's benchmark. By streamlining front desk operations and ensuring a seamless guest experience, this state-of-the-art solution integrates passenger information, reservation management, and payment processing. Guests encounter the front desk agent initially during the check-in process, irrespective of whether they alighted from the hotel foyer. Organisations are seeking proficient individuals in this field who can confidently represent their brand and act as the public face of the business.









	
Key Skill 4 – Problem Solving Skills 


	
	

Because of the ever-changing nature of the hospitality industry, front desk personnel must be adaptable in their capacity to promptly recognise and resolve issues. It is imperative to recognise, evaluate, and subsequently address concerns by the conclusions that can be derived from them (Cosmos, 2014). The front desk personnel are entrusted with the responsibility of attending to a range of visitor complaints, rectifying complications arising from the reservation system, and addressing inconsistencies in room allocations (Cosmos, 2014). Departmental collaboration, proactive problem-solving, and innovative problem-solving are required to identify viable solutions that maintain visitor satisfaction. The proficiency of the customer service team at Airbnb is evident through their timely resolution of any concerns that guests may have. Customer service representatives possess the capacity to respond promptly and ingeniously to guarantee an overall satisfactory experience. When it comes to upholding a hotel's stellar reputation, the timely and courteous resolution of customer grievances often proves crucial (Brown & Lee, 2018). This is because doing so consistently transforms a subpar evaluation into a more favourable one. Although front desk positions should ideally not require multitasking, most people work in fast-paced environments where they are expected to remember multiple tasks at once. It may be necessary to accept credit card payments, sign shipments, greet customers, and answer the phone at any given time. Employers seek candidates with the ability to maintain composure while under duress.
Overall, working at a hotel front desk necessitates a diverse range of skills owing to its fast-paced and dynamic environment. Proficiency in communication, problem-solving, administration, and customer service is imperative for the front desk to function efficiently and provide exceptional experiences for guests. These are fundamental skills that, when integrated with a critical examination of relevant scholarly works and real-life business scenarios, yield a thorough understanding of front desk operations. Successful hotel businesses place a premium on and capitalise on these fundamental competencies. Illustrative instances encompass the personalised attention rendered by The Ritz-Carlton, the strategic marketing methodologies implemented by Marriott International, and Hilton's operational efficiency. It is imperative to cultivate these competencies to effectively oversee a hotel reception area, remain updated on developments within the hospitality sector, and meet the demands of patrons.
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Holiday Inn Sunderland, an IHG Hotel Deals About Location Reviews

Ihis response is the subjective opinion of the management representalive GRG Mot of Iripadvisor LLC.

LizzieR1963 wrote a review 10 Feb wee
©Whitby, United Kingdom « 33 contributions « 10 helpful votes

Always a 5* experience

Although Il only live an hour away | stay here regularly when visiting the theatre,
which is literally 2 minutes walk around the corner. | have been coming since they
opened and have never had a bad experience. The rooms and beds are
comfortable, the bar well stocked and the breakfast delicious. The jewel in the
crown though is the staff - friendly, welcoming and will do anything to help you.
The areais being developed and the newly opened Botanist bar next door is

lovely. | just hope the prices at the HI don’t rise too dramatically as more places O \\\\\ }7]7}@/////2)(((

open around it!!

Readless a Private Vacation Rentals

Date of stay: February 2024
Y v Book now
Trip type: Travelled as a couple
This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadivisor

performs checks on reviews as part of our industry-leading trust & safety standards. Read our transparency
report to learn more.

\(9 Helpful (1 share

IHG Hotel
Responded 2 days ago

Dear LizzieR1963,

o Response from Rob Dixon, General Manager at Holiday Inn Sunderland, an see

01:11
14/02/2024
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