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	Learning from front office placement:
The front desk is an important part of running a hotel. I ran the front desk at the Nelson Premier Inn Norwich Norfolk. Businesses can get a lot out of front office services, such as: Improve Efficiency: Front office services can help improve efficiency by simplifying processes, cutting down on paperwork, and making it easier for customers to talk to the business. Asaki and Sandy (2023) say a lot of different types of people work at the front desk. Front desk, cashier, ticket manager, and lift bell staff are a few examples. Some jobs can only be found at certain hotels, since front desk workers at smaller or more specialized hotels may have to do more than one thing. Front desks use PMS software because it makes managing work easy. The PMS program helps you figure out how the hotel works. This could help you better handle your time, make more money, and get more done. A hotel front desk management system makes work easier by letting the front desk staff do more from one place. The uniform system makes it easy for hotel staff to quickly enter data, make changes, and run the service unit. As technology improves, some front desk jobs can be done by machines. Everyone can do the job faster and better. Office management is the job of planning, organizing, and carrying out work in an organization and its buildings. This includes making the office a focused place to work and directing and arranging the actions of office workers to meet business goals.
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Description
Nelson Premier Inn Norwich Norfolk, so I know how important it is for people working at the front desk to be able to talk to guests easily and get to know them. I learned how to solve problems while working at Nelson Premier Inn Norwich Norfolk. This helps people who work at the front desk. What a terrible mess! There's a lot of work and problems at the front desk. A front desk manager is not the same as a front office manager. Front desk managers are in charge of customer service, while front office managers work in a variety of fields. As the front desk manager, you are in charge of the front desk, the welcome area, and the support staff. Front desk workers need to be able to quickly give customers information (Hjelt & Syynimaa, 2018).
Feelings
Being able to talk to people all the time is why I picked the front desk. I think that people who work at the front desk talk to a lot of people as they come and go. I used to think it was my job as the front desk manager at the Nelson Premier Inn Norwich Norfolk to make sure the front desk went smoothly every day. I used to do my job the right way. At times, I'm in charge of other people who work at the front desk. At first, I didn't talk to them at all. Some people I talked to had trouble getting to work early. I didn't keep track of my time well enough, so I let it happen (Paily et al., 2019).
Evaluation
Most of the time, I'm in charge of the other people who work at the front desk. When I first tried to talk to them but failed. Some people I talked to had trouble getting to work early. Because I couldn't keep track of my time, I let it happen. The Front Desk's job is to take in and put away guest information, make sure everyone is happy with their stay and set up room comforts. Because of how it's set up and how it works, it was easy to sell things and help people at the front desk. I now know what the daily tasks of managing a front desk are. It's possible that one of the rules and methods used to keep the number of users high is to make it easier for guests to check in and out (16). As soon as check-in is over, the front desk staff may be told to quickly get guest services staff to help guests with their bags and show them to their rooms (Mahendra, 2022).
Conclusion
Some problems in a business can only be fixed by the Front Office. I've learned that the way a business is run can sometimes make it so that the best front desk staff can't fix trouble. Both when you talk and when you don't talk is very important in the service business. Think about the time I spent in a hotel. I was happy and pleased when the first person I talked to was nice and listened carefully, which helped us get along. When front desk workers can easily and quickly talk to each other, a lot of things change.
Plan of action
I know how stressful it can be to work at the front desk because I've been there. I had to meet guests, find out what they needed, show them around the hotel, and tell them what made it unique. I also had to make sure that each guest felt important. And I'm not good at organizing my time or thinking things through either. I will get better at these things after a certain amount of time (Goodenough, 2022).
The time frame is six months.
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	Trip Advisor Review Response 150 words +/-10%
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Dear valued client,
[bookmark: _GoBack]Hey there, Thank you for working with us. We're glad you picked our hotel. We do everything with the customer in mind. The name is liked by business travellers, families, and cheap tourists. Nelson Premier Inn Norwich Norfolk's psychographic grouping is based on the beliefs and way of life of its target market. The company stresses ease, quality, and value in its advertising. Our hotel tries to give our guests the best rooms and services possible. To show off world service by making sure every hotel guest has a good time. The hotel is good for groups, work travellers, and people on vacation. As a company that helps people come up with new ideas, we are passionate, driven, and caring. Our company knows that to get the best return on investment (ROI), we need to hire smart, focused, and passionate people. Our goal is to make great places that people can afford so that they can live and work well and make the world a better place. To give our co-workers important work, skills, and job growth without any obstacles to entry or desire. Happy to hear that you liked it. Would things get better now? Let's wait for you to come. Thanks for taking a look at us.
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	Letter of complaint response 500 words +/- 10%

	Hi Joanna Blake,
The Nelson Premier Inn Norwich Norfolk cares about all the different kinds of people who stay here. We understand why you were so angry with the service. You said in your email that the pre-booked rooms you asked for during check-in were not available when you tried to do so. The Nelson Premier Inn Norwich Norfolk is glad you could stay with us. They want to say sorry if your stay made things worse. Most Global Distribution System (GDS) methods can be used to get in touch with Premier Inn. When you told us you were worried, we did what we needed to do to train our front desk staff more. We are working to make things right now. So, the hotel staff has been told to hold on to guests' bags while they check in and give them food coupons to pay for their stay. Because of the mess, we've agreed that training is the best way to make things better. A lot of training is done with the staff to make sure that everyone knows how to clean the toilet seats, hang the hand towels, and sweep the floors. This makes each room clean. The idea of "5S" for keeping settings clean is pushed in this piece. "5S" stands for "Organization," "Neatness," "Cleanliness," "Standardization," and "Discipline." These five ideas all work together. It will be "5S" for sure.
From your point of view, the noise in your living area might be caused by your loud neighbors who make noise at home. The jobs we have now have been given to us and are now being started. Because insulation has come a long way, walls and floors can now keep heat in better. I'm sorry, but I need more details or a text message from you before I can say that the house had noise-reducing ceiling panels and tiles, as well as quiet windows and curtains. The moving bedroom was thought up by Premier Inn. The hotel could fix both issues if it was good at dealing with noise from outside and trouble on the lower level. Changes are made to the building to cut down on noise even more than is needed. Soundproofing is added to the walls and ceilings, and windows are double-glazed on all four sides. To keep things clean, we also hire extra people to clean the rooms and halls. Change the sheets and towels, make sure the room has enough airflow, and put things back where they belong. Take out the trash from the bathroom. Heat plates, multicores, slow cookers, toaster ovens, and hot warming trays are just a few of the many ways you can keep food warm. We also talk about how to make the food better. The person says calling the front desk did not change their room after that. We're still mad about how bad things are and wish we could have helped you more that night. We're sorry that happened. Because of the bad experience you had, we'd like to give you a $100 ticket that you can use on your next stay at the Nelson Premier Inn Norwich Norfolk. We expect your next visit to be even better than we thought it would be. Thanks for everything you've done to assist us. To make up for the trouble we caused, you will get a discount on the guest's price. If you deal with problems well, you can turn an unhappy person into a grateful one who will come back.
Sincerely,
XYZ
Front Desk Manager
Nelson Premier Inn Norwich Norfolk




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

	
Key Skill 1 – Customer Service Skills 


	What are customer service skills? They are the things that people do to answer questions or calm customers down and make sure they have a good experience. These skills can be broken down into two groups: hard skills (like being able to learn) and soft skills (like being able to get along with other people). These skills are important for anyone who works with people, whether they do it personally or through other people. 
They care about their customers and make sure they are pleased with the service they receive. Having great customer service is like the holy grail of business. It seems to tell you everything you need to know to do well once you have it. Giving great service isn't always easy, though (Lashley & Lincoln, 2022). 
A newer idea is to look for people with great customer service skills. However, many CEOs say it's just as hard to find as the Holy Grail was in the Middle Ages. People who can talk to each other well can share information, make friends, and work together more efficiently and with more understanding. You have to understand, pay attention, and choose the right tools and ideas.
It's not enough to write or talk; you need to be able to link your ideas in a way that people can understand and connect with. Mastering the art of good conversation is important for getting ahead and making connections in your daily life, at work, and in society as a whole (Lashley & Lincoln, 2022).
Listening with empathy and interest: Put yourself in someone else's shoes to show that you care about them. It means you understand how your customer feels.
How to Really Listen: Listen carefully and don't talk over them. This helps you get a good idea of what the customer wants and what worries them.
Solved the problems quickly and well: Both the individual and the business value time. When you answer questions, complaints, or notes quickly, it shows that you value the customer's time and work quickly. As Tabibi (2023) says, make sure your answers are quick and really solve the customer's problem.
Communication that is clear and works: Use simple, clear language when you talk to people. Don't use words or phrases that your customers might not understand when you talk to them. Allow the customer to answer freely to make sure they understand what you've told them.
Skills and knowledge: In order to do their jobs well, people who work in customer service must know everything about the business. This makes it faster for them to answer questions from customers. Customer service reps should be honest with customers and ask for help if they have questions or when they don't understand what's going on.
Going the Extra Mile: People who go above and beyond (read: "went the extra mile") are the ones that customers remember the most. There are a few ways to do this: give the customer a small discount if there is a problem, make sure they are happy after a problem has been fixed, or just guess what they will need before they do.

	
Key Skill 2 – Communication Skills 


	Talking well is more than just sharing what you know. Being aware of how people feel and what they wish to achieve is what it's all about. You should not only be able to say what you want to say but also listen in a way that shows you understand what they are saying. People do more than just share information when they talk to each other mentally. Being aware of how people feel and what they wish to achieve is what it's all about. You need to be able to clearly say what you mean and listen in a way that shows you understand what they are saying.
It seems like talking to people well should be easy. Things always go wrong when we try to talk to other people. Someone else hears something different when we talk, which causes misunderstandings, fights, and anger. This might hurt your relationships at school, work, and home (Aysha, 2022).




	
Key Skill 3 – Organisational Skills 


	Not only do you need to be organized with your work, but also with the things around you. Someone who works in the building would have to keep their cars and tools organized, and someone who works in an office would have to keep their desk clean. Most jobs need to have organizational skills because they boost output and can help a business succeed (Webb et al., 2022).
Time management: If you want to run a successful business, you need to keep track of your time. Setting routines, and meetings, and making plans ahead of time can help you understand my daily schedule and how long it takes to get things done.
Working with others: It's easier to see things from different angles when you work on projects with other people. When you work together, you can share your ideas and get to know your friends and coworkers better.
Delegation: This is when you ask for help by giving someone else tasks that were originally yours. Those with a lot to do should give tasks to other people. It's great to trust each other and get to know each other better when you share hobbies and jobs. Asking for help is a great way to make sure you finish all of your work quickly.
Communications: When you talk about your ideas, feelings, wants, and goals at work, it's important for everyone to be healthy. Having clear communication is important to make sure that everyone knows what they need to do at work. Not only does clear communication get rid of uncertainty, but it also lets other people ask questions and get the answers they need.
Make goals: Setting goals is a great way to stay on track with your team. Self-set goals, due dates, and time limits help you figure out what needs to be done first, plan your day, and arrange your tasks.

	
Key Skill 4 – Problem-Solving Skills 


	You can figure out where a problem is coming from and how to fix it if you know how to solve it. Lots of people think that problem-solving is a separate skill, but it's really a group of skills that work together. Paying attention is a skill that can help you solve problems. Troubleshooting is a tough skill to get good at. Part of it is being able to think critically, make decisions, be creative, and understand what you know.
People who are good at handling problems follow a set of steps that help them break down big problems into smaller ones that are easier to handle. To solve a problem at its most basic level, you need to do three things:
Step 1 – Figure out the issue. You should know what the problem is before you try to fix it. This might seem like a given (Aranha et al., 2022). 
You could study the problem, talk to people who have been affected by it or talk to experts in the field.
Step 2 – Generate a list of possible solutions. Think about how well each choice would work and whether it's even possible to make it happen. 
Once there is a short list of possible answers, the ones that seem like they might work can be tried (Aranha et al., 2022).
Step 3 – Implement the solution. In this step, you also figure out what the answer needs in order to work, such as money, people, or technology. 
Webb et al. (2022) say that the end goal is to find the best and most useful answer that will fix both the problem here and the things that caused it.
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casey6798 wrote a review Feb 3 eee

’ Q Gloucestershire, United Kingdom « 33 contributions

Perfect
Standard room was perfect. | want to day massive thank you to reception staff
whom | found to be so helpful, always smiling, nothing too much trouble. Areal

credit to this hotel. Pub was also excellent. Good food, good service, again staff
just lovely.

Read more v

Date of stay: February 2024
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s josnna Biske,

558 Longord Road,
Swansea
w1248
January 10%, 2026
Subject:Complant
Dear si/Madam,

1am witing to express my disappointment and dissatisfaction with my recent sty in room 330 at
‘your hotel Unfortunately, my experience fl fa short of the standards | had expected, and | bolieve
itisimportant to bring these concerns to your atention.

Firsty, | was extremely disappointed with the cieanlness of my room. The floors were din, there
‘were stains on the bedding. and the bathroom had not been properly cleaned.

Secondly. the Wi-Fi sevice provided during my stay was unreiable and siow. t was rustating to
‘experience constant disruptions and slow speeds, which hindered my abilty 1o work and stay
connected for my work call.

Adaitonally the nsse levels in the hotel were excessive. | was disturbed by loud conversatons and
osse from neihbouring rooms throughout the night, making it dfficul for me to et a restiul
nights sieep.

“The customer senice | received during my stay was teribe. The staff members were unresponsive
‘and unhelpfl to my requests and inquiries.

1 hope that my feedback will be taken serously, and 1 look forward to hearing from you so0n
regarding thesteps you plan to take to addess these concerns.

L ——
oy
-

Josnna Sske
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