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[bookmark: _Toc159430304]Description:
I started my shift in the Holiday Inn Sunderland on 17/1/2024 as a front desk team member. As a receptionist, my primary duties encompassed the input of reservations, facilitation of visitor check-in and check-out processes, and provision of information regarding the Holiday Inn hotel's extensive array of services and amenities (Tesone, 2010). Using the Mews system, the daily responsibilities included answering phone calls, interacting with visitors, and ensuring that the check-in procedure ran smoothly (Avelini, Ivanka, & Milena, 1995). The occupancy rate of the hotel generally dictated the quantity of day. I was also responsible for, among other things, processing reservations, describing the various packages, and responding to inquiries about the Holiday Inn hotel's guest list. It was my responsibility to oversee the check-in and checkout processes, provide assistance to guests, and maintain the lounge area. To complete the assigned mission, exceptional communication and organisational skills were required (Bauldry, Shanahan, & Boardman, 2012).
[bookmark: _Toc159430305]Feelings
Engaging in the endeavour evoked within me a feeling of satisfaction and accomplishment. I regarded each assignment with an attitude of growth and an appreciation for the opportunity to acquire experience at the Holiday Inn Hotel. Because of the stress-free environment and cheerful office atmosphere, I was content with my job. The experience far exceeded my expectations, and I am now even more enthusiastic about the prospect of working extended periods at the front desk in the future (Bryant, Raphael, Schrecker, & Labonte, 2011). An already joyful existence was enhanced by the positive and supportive work environment, while the absence of tension was the most notable feature. Additional objects that were noteworthy included. It not only met, but also exceeded my expectations; I am now quite intrigued by the prospect of working at the front desk for some time (Kusluvan, Kusluvan, Ilhan, & Buyruk, 2010). 
[bookmark: _Toc159430306]Evaluation:
An exceptional work environment was cultivated through the motivational staff and effective communication from leadership. A portion of the positivity was augmented by the capacity to assist visitors and provide superior service at the Holiday Inn hotel. If I had the opportunity to redo the entire experience during a similar placement, I would adhere to the same approach due to the overall positive reception (Bird & Rieker, 2008). If I were to resume my job search, I would give precedence to positions that provided a pleasant work environment and effective collaboration, as these were the two most crucial elements that contributed to my achievements.
[bookmark: _Toc159430307]Analysis
Valuable insights were gained regarding professionalism and self-control from this particular experience. I demonstrated my proficiency by maintaining composure in high-stress situations and adapting to the demanding work environment (Eisingerich, Rubera, Seifert, & Bhardwaj, 2011). Due to my capacity for adaptation to the assigned tasks and the gradual nature of the learning process, I did not identify any significant concerns at the hotel. Notwithstanding the potential obstacles that may emerge, I am enthusiastic about the forthcoming undertakings due to my aspiration to acquire proficiency in overseeing obligations and the commercial facet of the institution  (Reliefweb, 2020). The Holiday Inn hotel facilitated the development of my self-control and tension management skills. Effectively managing multiple duties simultaneously while collaborating harmoniously with team members was a critical factor in the success of the experience at the Holiday Inn Hotel. The placement endeavour transpired seamlessly due to the competent staff and encouraging environment (Ni-Made & Pande, 2021). 
[bookmark: _Toc159430308]Conclusion:
I express my gratitude for the opportunity to engage in collaborative efforts with an exceptional team in light of the circumstances that have unfolded. The placement was remarkable on account of the constructive feedback it received from superiors and colleagues, as well as the encouraging environment that was present. This experience strengthened both my enthusiasm for the hospitality industry and my resolve to further my education and career in this captivating sector. By advancing in my career at the Holiday Inn Sunderland, I acquired a comprehensive understanding of the hospitality industry. Each interaction stimulated my personal development and sparked a desire to acquire further knowledge in the intricate domain to which I was introduced. 
Action Plan:
To underscore the multifarious nature of the hospitality industry, a fusion of front desk and janitorial experiences was presented. In consideration of prospective enhancements, I suggest augmenting the workforce of cleaners to accommodate their psychological and physical welfare (Avelini, Ivanka, & Milena, 1995). The health of the workforce would improve if employees experienced less stress due to the arduous nature of their employment. I recommend that forthcoming apprentices seek out organisations that cultivate a similarly cooperative and supportive atmosphere as the one I had the privilege of observing. An environment that is encouraging and supportive significantly impacts the performance of both individuals and groups (Clair, Clark, & Hinote, 2007). In its entirety, my front desk experience provided me with invaluable insights into the hospitality industry. The placement was both pleasurable and fruitful due to the harmonious team dynamic, the diverse range of responsibilities, and the welcoming atmosphere.
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	Trip Advisor Review Response 150 words +/-10%

	


We express our profound gratitude for your valuable time in narrating your exceptional stay at the Holiday Inn Sunderland. We are ecstatic to learn that your weekend getaway was splendid and that the addition of the new restaurants and pubs to our website increased its desirability. It gives us great pleasure to learn that you appreciate our roomy lodgings, accommodating personnel, and diverse breakfast selections. We greatly appreciate your time in providing us with your feedback. We shall assess the potential advantages that the St. Mary multi-storey structure can provide to enhance the comfort of our visitors. Your feedback is greatly appreciated, as it will contribute to the overall understanding of our hotel among our guests. 
Your opinion is greatly appreciated, and we eagerly await your return. I would like to extend my sincere gratitude for your selection of the Holiday Inn Sunderland for your opulent accommodation. 
Best regards,
Syed Ahsan Ali
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	Letter of complaint response 500 words +/- 1-%

	
Dear Sir/Mam,
We would like to extend our sincere gratitude for your time in sharing your recent experience. We deeply regret that your stay fell short of the anticipated standards that you have come to anticipate from us, seasoned professionals in the hospitality industry. As members of the Gold Elite, we sincerely apologise for falling short of your expectations.
We extend our sincere congratulations on your candid admission that the reward for arriving late for check-out is identical to the prize determined by the rotating wheel. Please accept our apologies; this particular aspect of your visit fell short of your expectations. Insisting that every encounter and benefit we offer contributes tangible value to our visitors is fundamental to our ongoing development endeavours. You can have confidence that we are presently evaluating our guest involvement programmes to enhance their pertinence and level of customer engagement. 
Please accept our sincere apologies for any inconvenience this misunderstanding regarding the availability of meals upon your return from the performing arts may have caused. Due to your considerable expertise as a night porter at a five-star hotel, we highly regard your contribution and recognise the critical nature of accurate and unambiguous information. Furthermore, we are initiating supplementary training for our staff to ensure that they can articulate our services and communicate with one another proficiently, especially about crucial details like culinary selections. 
Your assertion that the hotel ought to furnish comprehensive service to every guest was valid. Our sincere apologies for the duration of your visit not living up to your expectations. We are conducting a comprehensive examination of all policies and procedures to maintain our dedication to ongoing enhancement. The objective of this evaluation is to ascertain that the amenities specified are accessible to all guests, irrespective of the hotel's occupancy status. This is taken extremely seriously. Your seasoned expertise underscores the criticality of upholding an ongoing standard of excellence in the services provided. We are incessantly committed to enhancing our operational procedures to ensure that we fulfil our promise to offer our visitors all of the services that are advertised. 
We extend our sincerest apologies for any inadvertent omissions and for any situations in which our front-of-house personnel neglected to convey regret. To enhance our dedication to visitor satisfaction, we are augmenting the training programme for the delivery of genuine apologies. Regarding this, we appreciate your understanding and forbearance very much. 
We are delighted to offer you a complimentary night's accommodation and a guaranteed late departure during your next stay, as a token of our appreciation and sincere regret for your continued patronage. This exemplifies our dedication to providing you with the highest quality of service feasible. We are grateful for your valuable feedback, as it assists us in fulfilling our objective of ongoing improvement. Our objective is to restore your confidence by delivering an exceptional and impeccable experience that meets the rigorous standards set by IHG. 
With sincerity, 
Syed Ahsan Ali














































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

	
Key Skill 1 – Customer Service Skills  


	Introduction:
The comprehensive analysis explores the essential skills that are necessary for effective front desk management in the hotel industry. Ensuring exceptional service and establishing a favourable client perception is imperative for achieving success in the dynamic and competitive hospitality sector. The front staff of the hotel is in charge of coordinating this endeavour. It is a dynamic environment in which particular abilities are crucial to the success of the endeavour (Shoffner, 2008). As the primary interlocutor of any organisation, receptionists are obligated to project a courteous and polished persona. It is vital to establish a positive first impression. In conclusion, the receptionist's cordial salutation serves as an indication of the organization's stellar customer service. Although effective front desk management entails considerably more, the role of a receptionist requires a distinctive combination of practical and interpersonal abilities. This article undertakes an analysis and assessment of the fundamental competencies necessary for efficient hotel front desk operations, drawing upon pertinent scholarly works and practical illustrations from the hospitality industry. In conducting this evaluation, four areas of competency will be assessed: problem-solving, communication, organisation, and customer service. 
[bookmark: _Toc159430312]Customer Service Skills:
Faultless customer service is an absolute necessity for front desk operations. Due to this, the hotel industry is propelled forward by delivering exceptional customer service. According to an exhaustive review of the literature by Seh, Irene, & Awo, (2018), proactiveness, empathy, attentiveness, and perseverance are essential elements of successful customer service (Seh, Irene, & Awo, 2018). Due to their frequent direct consumer contact, front desk managers are required to possess exceptional customer service skills. Possessing the ability to resolve issues and deliver information with a positive attitude is of equivalent significance to responding to inquiries. It is imperative that front-desk administrators consistently extend cordial and warm greetings to patrons as an integral component of their exceptional service. It is expected that front-desk personnel will significantly surpass the expectations of visitors. The Canopy's renowned "Gold Standards" and focus on individualised service ensure that the hotel consistently exceeds the expectations of its clientele (Shkuda, 2013). Facilitating the reduction of tensions and fostering mutual understanding among individuals are essential components of effective conflict resolution. If two colleagues hold divergent perspectives regarding the most effective course of action to resolve a dispute, the front desk manager should have the ability to assume the role of a mediator to facilitate a mutually beneficial agreement.







	
Key Skill 2 – Communication Skills 


	
Effective communication Skills: 
Effective communication is a critical component of efficient front desk operations, encompassing interactions with clients and seamless coordination with colleagues from different departments. The research examines various facets of communication, including active listening, verbal and nonverbal communication, and the capacity to adjust to diverse communication styles (Tesone, 2010). A receptionist should be able to handle challenging interactions, deal with clients or coworkers who are short on time, and communicate ideas concisely and using voice or written means, such as text or email. Receptionists are in charge of handling difficult contacts as well as presenting consumers with accurate information about the organisation. Hilton International, a worldwide hospitality company, places a high value on communication skills development in its training programmes, highlighting the importance of being concise and accommodating (Tewan, 2009)







	
Key Skill 3 – Organisational Skills 


	
[bookmark: _Toc159430313]Organisational Skills: 
Because front desk jobs are varied, having strong organisational abilities is necessary for managing a wide range of tasks. According to (Wahyu, Niken, Mulyati, & Maya, 2022), effective time management, job prioritisation, and departmental coordination are required to maintain front desk operations. In today's tech-driven workplace, a receptionist should be capable of managing software and hardware. This includes expertise with various types of office technology, such as copiers, printers, and phone systems. A receptionist's skill set should include word processing, excel, desktop publishing, and any other industry-specific applications that may be required. The Clermont Hotel places a heavy focus on training participants to become better organisers. This is because the corporation places a high value on these skills, which are essential for supporting effective operations. Receptionists are expected to accomplish a variety of responsibilities regularly, including answering calls, scheduling appointments, taking and forwarding messages, and completing administrative work on time. This position necessitates exceptional multitasking abilities in addition to traditional receptionist skills such as time management and duty prioritisation (Wittemann, 1989). Being calm in the face of criticism while working under pressure is one example. 








	
Key Skill 4 – Problem Solving Skills 


	
Problem solving skills: In the fast-paced world of hotel front desk operations, where unforeseen barriers are common, the ability to resolve issues quickly is crucial. According to the literature, one must be quick on their feet, adaptable, and imaginative to address problems promptly and keep guests delighted (Zomerdijk, Leonieke, & Jan, 2007). Problem-solving skills training is one of the world-famous Leonardo Royal Hotel employee development courses. This is one technique for cultivating a culture that prioritises preventive over reactive problem-solving. Because there are no coworkers to consult with, a receptionist must be able to function autonomously. It is critical to have quick thinking, imaginative problem-solving abilities, and the ability to put teammates, clients, and customers at ease. According to a Harvard Business Review study, persons who share similar values are more likely to work well together. The marketing team is more likely to socialise outside of work, whereas IT personnel are more likely to be close-knit. This explains why these two groups tend to get together (Sigala, 2020). 
It is not always helpful to work alongside coworkers who share comparable backgrounds, opinions, or certifications as receptionists. They must have exceptional interpersonal skills to connect with clients and guests face-to-face, as well as the capacity to form strong bonds with all staff members, including executives and higher management. 
[bookmark: _Toc159430315]Conclusion:
To summarise, mastery of important characteristics is required for success in front desk operations in a hotel. Competence in problem-solving, communication, organisation, and customer service is required to provide great customer service and ensure client satisfaction (Kusluvan, Kusluvan, Ilhan, & Buyruk, 2010). The supervisor in charge of that department oversees the entire front desk. They must excel at assuring customer satisfaction, influencing others, and leading a team. In addition, they must be able to handle difficult complaints and customer service concerns. This post provided readers with a full understanding of the worth of each ability by combining pertinent data and real-world firm examples. Front desk personnel can benefit greatly from ongoing training and development initiatives, as well as an unwavering commitment to excellence. This keeps hotels successful in a world that is constantly changing.
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Sunderland’s best hotel

Stayed for the weekend, great location that is getting better every time | visit.
More new bars and restaurants in this part of the city. Great rooms, friendly staff
and avery good breakfast selection | would highly recommend. Parking over the
road in St Mary multi storey, would be nice if the hotel could come to an
agreement for discounts for guests.
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Date of stay: February 2024




