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        Having the opportunity to work at the front desk in a hotel will require a good understanding of the policies and procedures that applies to your job role as well working around customers and their needs. Putting this into practice can be very challenging sometimes but being equipped with the right set of skills and knowledge will play a huge role in the way of managing these arising situations and dealing with customers.
          During my placement within the front office department, I was given a variety of responsibilities aimed to ensure smooth operations and excellent customer service. My main duties included greeting and assisting customers, respond phone calls, lead appointments, and pick up administrative tasks such as data entry and filling forms. Additionally, I assisted in maintaining guest records, always ensuring accuracy and confidentiality. All the time I worked closely with the front office team to maintain a professional and welcoming atmosphere for all visitors.
          Initially, I felt a mixt of excitement spiced with a hint of nervousness as I embarked on this placement experience. I’ve been enthusiastic about applying theoretical knowledge to real-world situations, gaining valuable insights into the hospitality industry. The fast-paced environment presented challenges, but it also offered opportunities for growth. Managing guest inquiries and check-ins amidst the hustle and bustle of the front office who taught me to stay composed under pressure and maintain a friendly demeanour, even during peak hours. I experienced moments of satisfaction when successfully resolving guest issues and facilitating seamless check-in processes, but there were also instances of frustration when confronted with challenging situations, such as handling irritate guests or managing overbookings. Despite these hurdles, each experience served as a learning opportunity, fostering resilience and adaptability.
         Overall, I believe my placement experience in the front office department was positive. One aspect of the experience that stood out as particularly positive was the opportunity to interact with a diverse range of guests from various backgrounds and cultures. This experience, besides improving my communication skill also cultivate a deeper appreciation for cultural sensitivity and empathy in guest interactions, contributing to their satisfaction.
         I successfully fulfilled my duties and responsibilities, effectively managing tasks such as scheduling appointments and addressing customer inquiries, even there were instances where I struggled to maintain composure, particularly when faced with unexpected challenges or high-stress situations. I recognize there’s potential for improvement in aspects like time management and multitasking, as I sometimes found myself overwhelmed by the volume of tasks.
          Reflecting on my placement experience, I realize that the critical role that plays in the front office environment is effective communication. Clear and concise communication is essential not only in interactions with guests but also in collaborating with colleagues to ensure a good and efficient workflow to problem-solving situations. The support and guidance provided by my colleagues and supervisors were detrimental in helping me navigate the demands of the front office. Their mentorship enabled me to develop my skills and grow more confident in my abilities over time spent there. 
        Collaborating with colleagues from housekeeping, maintenance, food and beverage departments underscored the importance of teamwork in delivering seamless guest experiences. Every interaction, whether in person or over the phone, carried significance in influencing guests' perceptions of the hotel. 
        This placement experience has been invaluable in shaping my understanding of front office operations and honing essential skills such as communication, organization, and customer service. I’ve developed a profound understanding of the significance of teamwork effective collaboration in attaining departmental objectives.
In hindsight, there are areas where I could have improved my performance. Seeking additional training in conflict resolution techniques or cultural competency could have equipped me with better tools for navigating challenging situations. 
      Moving forward, I am committed to continuous learning and development in hospitality management. To capitalize on the lessons learned from my placement experience, I plan to seek out additional opportunities for professional development, such as workshops or online courses focused on time management and stress management techniques, that will bolster my confidence and effectiveness in the future for front office department. 
       Additionally, I aspire to cultivate a proactive mindset, always seeking innovative solutions to enhance guest experiences and streamline front office operations. I also intend to solicit feedback from both supervisors to pinpoint areas for growth and implement targeted strategies to address them.
        Overall, my experience working at the hotel front office department was life-changing, invaluable in providing me with practical skills, knowledge, shaping my understanding of hospitality management and reinforcing the importance of effective communication, professionalism, and cultural sensitivity. I am grateful for the opportunity to enhance guest satisfaction I am excited to apply these valuable lessons in my future endeavours within the hospitality career.
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	Trip Advisor Review Response 150 words +/-10%

	



Dear Aileen A, 

     Thank you for your kind words! We're thrilled to hear that you had such a fantastic time during your 5-days break regarding Royal Grosvenor Hotel.
    Our team takes great pride in providing exceptional service, and they work tirelessly to ensure every customer visit is perfect, from the cleanliness and comfort of our rooms to the attentiveness of our staff.
    Ensuring our guests' satisfaction is our top priority, and we're glad to hear that you found our staff helpful, friendly, and attentive to your needs. It's also fantastic to hear that you enjoyed the comfort and cleanliness of your room, as well as the stunning sea view. Our goal is to provide a home away experience and still feel as home for our guests, being delightful to know that we achieved this for you.
   We look forward to welcoming you back to the Royal Grosvenor Hotel for another unforgettable stay! 

Warm regards,
Roxana Pesu 
Royal Grosvenor Hotel Administration
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Letter of complaint response 500 words +/- 1-%

	
                                                                                                 Mrs Roxana Pesu, 
3-5 Knightstone Rd
Weston Super Mare
BS232AH

Subject: Response to Complaint

Dear Mrs. Blake,
       I am reaching out to you regarding your recent concern expressed regarding your accommodation stay in our hotel. I deeply apologize for the less-than-satisfactory experience you encountered during your stay and want to assure you that this experience won’t happen again in our hotel. We take every guest's feedback seriously, and I appreciate you bringing these concerns to our attention. 
      In response to your concerns about cleanliness, we have taken immediate action to address this issue with our housekeeping team to ensure that such lapses do not occur again in the future. 
      Our housekeeping team has undergone supplementary training to uphold the utmost standards of cleanliness in our rooms. We have also implemented stricter inspection protocols to prevent any lapses in cleanliness for future, added additional training and quality control measures to ensure our standards are consistently met. 
      Regarding the Wi-Fi service, we understand how important it is for our guests to stay connected, especially for work purposes. Our IT team has been notified of the issue, and they are working to improve the Wi-Fi connectivity and speed to provide faster and more reliable internet access throughout the hotel, trying to upgrade our network infrastructure to provide a better experience for our guests. We apologize for any inconvenience caused by the raised noise level experienced during your time spent with us. We are committed to providing a welcoming atmosphere four our guests, and we sincerely apologize for falling short of that commitment. The hotel exploring soundproofing solutions for our rooms to further minimize noise disturbances and understand how important a good night sleep is to our guests, aiming to providing a tranquil environment for all.
       I express my apologies for the subpar customer service you experienced during your time at the hotel. I can assure that our staff has received an up-to-date training around customer services, and we hope that this won’t happen again as the services provided represent our image in quality customer services. I have personally spoken to our front desk team and emphasized the importance of proactive and helpful customer service. We will conduct additional training sessions to improve our staff's communication and problem-solving skills.
       Mrs. Blake, once again, please be reassured your feedback is invaluable to us, as it helped identifying areas for improvement and take appropriate measures. Please do accept our sincere apologies and come back for a free short stay of two-nights for free along with a voucher for a meal at our on-site restaurant, hoping that in this way we can regain you as a customer for amazing hotel experiences. 
       For any other information’s contact me at 07480595778 or roxana_pesu@yahoo.com to discuss your decision regarding the offer made.
         I assure you we are committed to rectify the issues you encountered and brought to our attention, hoping we will have the pleasure of reseeing you soon and continue to create memories with us.


Yours sincerely, 
Roxana Pesu
Royal Grosvenor Hotel Management Team













	





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

	
Key Skill 1 – Customer Service Skills  


	
    Customer service represents the capability of staff do deal with customers’ expectations and needs, making sure they are meet. It is very important for the front desk employee of the hotel to be friendly and well-trained staff as it’s the first face a customer will met, responsible for creating positive impressions, ensuring guest satisfaction, and providing an excellent customer service. These skills involve active listening, empathy, patience, and the ability to anticipate fulfilling guests' needs, to go above and beyond to exceed their expectations. 
     Customer service plays an important role in the hospitality industry, as the guests will trust for their needs to be meet without expressing them knowing how important the impact of customer service experience within the image of the hotel is.
      The front desk employee strives to provide exceptional service to guests throughout their stay, from the moment of booking to check-out and beyond as an exceptional customer service is a cornerstone of success in hotel industry, and it not only enhances guest satisfaction but also contributes to positive word-of-mouth recommendations, repeat business, and brand loyalty.
     By delivering exceptional customer you can build guest loyalty and enhancing the hotel's reputation. 
It’s very important to put customer values and needs first as they will feel listened and valued aiming always for delivering best customer services in the hotel industry. 


	Key Skill 2 – Communication Skills 

	
      Communication skills are fundamental for success in the hotel industry, but also for particularly within the front office operation, being an essential skill for anyone working in the hospitality industry. 
      According to Larsen & Wood. (2019), communication skills are very important for front office operations, to convey information accurately and build rapport with guests, ensuring guests fell heard and understood.
      In addition to guest interactions, effective communication is essential for front desk staff, as they need to communicate effectively with colleagues from other departments, such as housekeeping, maintenance, and reservations, to ensure seamless coordination and delivery of services, being effectively as part of a team. To be a front desk staff member will mean that you will be the most frequent face that customers will see, and this is why who’s holding this position needs to speak very clearly and always maintain a positive approachable attitude. It is detrimental for communicating in a precise way and adapt for each one needs to facilitate their stay and needs are met. Communication needs to be clearly verbally and written making sure customers understand the working policies of the hotel during their stay. According to Alzoubi and Bataineh (2019), communication breakdowns can lead to misunderstandings, dissatisfaction, and poor service delivery among guests.
   Always maintaining a professional behaviour, even in challenging situations, is essential. Front desk staff should be courteous, patient, and maintain a positive attitude towards guests and colleagues. Communication Skill it is important for front desk staff to create a memorable relationship with guests, help them when they need, by delivering exceptional service.

	
Key Skill 3 – Organisational Skills 

	
    Organizational skills play an important role in hotel front office operations also, enabling staff to manage tasks, resources, and guest interactions effectively. By cultivating a culture of excellence and investing in training initiatives that emphasize time management, attention to detail, and task prioritization, hotels can ensure that their front desk staff are equipped with the necessary skills to excel in their roles and deliver exceptional service to guests, enhancing operational efficiency and minimizing errors.
     Effective time management is particularly important in hotel front office operations, where staff must juggle multiple tasks simultaneously, such as check-ins, check-outs, handling phone calls, reservations, debating guests' concerns. A good organisation of the reception will need to include accurate records, good organisation of working area as well manage time effectively and be able to plan activities for efficient work with customers. 
    As accuracy and precision are essential when processing reservations, managing guest records, and handling financial transactions. Even minor errors can have significant repercussions for guest satisfaction and the hotel's reputation, making attention to detail a critical competency for front office staff. Task prioritization is also fundamental for managing workload and allocating resources effectively in the front office. Front desk staff can ensure that critical activities are addressed promptly while maintaining a focus on long-term goals and objectives, by prioritizing tasks based on urgency and importance.


	
Key Skill 4 – Problem Solving Skills 

	
	In the hospitality industry, unexpected difficulties and guest concerns are inevitable, bringing the front staff in situations that require abilities of problem-solving interventions. The ability to think critically, identify solutions, and resolve issues promptly is essential for maintaining guest satisfaction and preserving the hotel's reputation, as effective problem-solving skills contribute to service recovery and guest loyalty.
       The most challenges situations for a front desk employee to deal with require a good training ethical and understanding the best way to deal with these situations, making sure the customer satisfaction comes first and their problems are solved in a calm and responsible way. 
       A very handy tool for a receptionist is their ability to solve issues while having the customer in front of them which this is why is so detrimental for the training to be delivered with regularity and precision while bringing good strong examples of managing this sort of situations that require immediate attention for quick problem solving.
       It is detrimental for each customer to receive a quick response and solution to their encountered problems to facilitate a good stay experience for them and a brilliant customer service support to make them feel valuable and listened to their needs while offering solutions.
       Problem solving staff will encourage customers to come back for the services offered knowing their needs and opinions are listened while making unforgettable memories.
      


Reference List 

Alzoubi, S., & Bataineh, A. (2019). The Impact of Communication on Guest Satisfaction in the Hospitality Industry: A Comparative Study of Hotels in Jordan. International Journal of Academic Research in Business and Social Sciences, 9(10), 9-24.
Hilton Hotels & Resorts. (2023). Welcome to Hilton. Available at: https://www.hilton.com/en/.
Hyatt Hotels Corporation. (2022). Hyatt Hotels Corporation. Available at: https://www.hyatt.com/.
Yeoman, I., Ingold, A., & McMahon-Beattie, U. (2010). Understanding the impact of tourism on small businesses in rural communities. Tourism Management, 31(1), 1-12.
Marriott International. (2022). Marriott Global Source. Available at:  https://www.marriott.com/.
O'Neill, J. W., & Palmer, A. (2019). The role of emotional labor in service delivery: A comprehensive review and critique. Human Resource Management Review, 29(2), 167-184.
Ritz-Carlton. (n.d.). Our Gold Standards. Retrieved from https://www.ritzcarlton.com/en/Corporate/About/GoldStandards.
Ertugrul, M., & Karadag, E. (2014). Conflict resolution in the hospitality industry. Journal of Tourism Research & Hospitality, 3(2), 1-8.
Bitner, M. J., Ostrom, A. L., & Morgan, F. N. (2013). Service Blueprinting: A Practical Technique for Service Innovation. California Management Review, 50(3), 66–94. https://doi.org/10.1525/cmr.2008.50.3.66

Larsen, J. H., & Wood, T. (2019). Communication in the Hospitality Industry. In Introduction to the Hospitality Industry (pp. 57–76). Goodfellow Publishers Limited.

Indeed (2022) Guide to housekeeping skills (with tips and examples). Available at: https://www.indeed.com/career-advice/career-development/housekeeping-skills




image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
u @ uipadvsorcouk ¢

@t + 0

untsd. iy 1 resourcelcontent/Ho. & ROYAL GROSVENOR HOTEL - Updated 2024 (Weston super Mare) & REVIEW Great 5 days break away, highly recommended - Royal Grosvenor Ho.

. P X
Reserve direct for our best

rate guarantee.  mookNow Hef tZ

Plan travel early. Hertz. Let's Got

.Tripadvisor Q Whereto? Discover  Trips  Review @ o

Westonsuper Mare  Hotels  ThingstoDo  Restaurants  Flights  Holidoy Rentals ~ Travel Stories ~ Cruises  CarHire  wes

Royal Grosvenor Hotel Great 5 days break away, highly recommended!

N Review of Royal Grosvenor Hotel
Lowest prices for your stay
[ ] @@ Reviewed | week ago

Gheckin Gheckout Aleenh
I E1 222 I Bl 25 @ Have just returned from a fabulous 5 day break at the Royal Grosvenor Hotel. The staff are extremely
helpful and friendly, and went out their way to ensure everyone was happy. The room was very
oy Guests comfortable and clean. Had a lovely sea view and food and entertainment were excellent. Highly
£ 1r00m, 2 adults, 0 children recommended!

Date of stay: January 2024

Booking.com £90 - Trip type: Travelled solo

v Fully refundable before Sat, 3 Feb .z \L/:‘cu:ﬂon

conod
opodo  £90 (iiEs)

v Fully refundable before Sat, 3 Feb

Service

s Read our transparency report t

s

Prices are provided by our partners, and reflect nightly roo.





