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   The hotel front office in hotel industry frequently serves as the initial point of contact for guests, opening the door to their whole stay. The receptionist, who is at the core of the hotel’s front desk operations, it has a crucial role in delivering efficient and smooth check-ins and check-outs as well as providing excellent customer service as they are the first encounter between the hotel’s staff and the guest. They often serve as the hotel’s face, reflecting its values, culture and dedication to guest satisfaction. The responsibilities involved in a front desk assistant can start from replying to emails related to bookings, allocating rooms, check-in and check-out, handling payments, personal data information in a securely manner to collecting feedback and customer excellence. In order deal with these responsibilities there are a certain set of skills required (Tewan, 2009).
  As a student during my placement, I tried to identify these key skills required to be a successful receptionist using the ERA reflective circle. I believe that customer service is at the heart of a front desk assistant, and at any job in hospitality in general and it helps developing other skills. Customer service is very important because being the first contact with the guest, it is vital to offer a positive and warm welcome as you shape the image of the establishment and set the vibe for the guest stay. Possessing high customer service it helps in fostering a positive relationship with the guest and improve their experience. During a check in the guest asked about the vegan options of our restaurant. I presented him the menu but he didn’t seamed to be very impressed and said he’ll find something to go out. As one of my friends works in a popular vegan restaurant I offered my self to book a table for him and help with directions. She was very appreciative and said “you service was 5*” (Hudson and Hudson, 2012).
  Related to customer service, I consider communication skills are crucial in the front office department. It is important to be able to actively listen to guests, understand their needs and have a clear communication in order to create a welcoming and reassuring atmosphere. Communications skills have also a vital role in the departments collaborations across the hotel, as it can significantly increase or decrease the guest satisfaction. I have learned that having a clear communication between departments it will reduce complaints and help the hotel deliver the expected standards. For example, a guest prepaid for a bottle of champagne to celebrate their anniversary on arrival. It is important to pass on the information to Food and Beverage Team to fulfil the guest request. In addition to that, the reception manager put a box of chocolates, a card and a bouquet of flowers for them, which turned to be a nice touch and it was another proof of excellent customer service (Karina, 2023).
  As in any departments across a hotel, problem resolution skills are very important. As much as we try to be perfect, problems will occur, and complaints will follow. It is very important that complaints to be dealt professionally, empathize and show appreciation for the guest feedback. During my placement the training involved some problem-solving scenarios to develop this skills. In some cases, compensation may be indicated, in the proportion of the issue, such as complimentary beverage or meal, room upgrade or voucher. It is important follow up the guest to ensure the solution was satisfactory. During a shift, a guest called and complained that the bins in the rooms were still full from the previous stay and the shower gel was missing in the bathroom. The supervisor in charge promptly offered them a complimentary glass of champagne and nibbles in the lounge and promised to rectify the issue immediately. By the time they’ve finished their champagne, the room was sorted and guests were very happy with the solution (Iverson, 2001).
  In the contemporary modern period most of front desks fully digitalised and I consider that having the required hard skills in technology, such as Office proficiency, property management systems and booking systems knowledge it is vital in conducting the day to day operations. Having an expertise in digital skills help in offering a seamless check-in check-out or in offering support with bookings or payments (Ismail, 2002). 
  During my time in the placement I understood that this important abilities are more then just a component of my job description; they constitute the core of hospitality and help deliver a great guest experience during their stay (Williams et al, 2020).
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Dear Fiona,

 I would like to thank you for taking the time to write this excellent review after your recent stay to our hotel. We are delighted to hear that you had a good sleep in our comfortable rooms and enjoyed the service of our valued staff member on the terrace. We are very proud of their hard work and the appreciation from the guest will be passed on to the staff members.
  I am happy to see that the refurbishments didn’t go unnoticed and found our breakfast offerings delicious and plentiful.
  If you would like to discuss the few issues (not hotel related) please don’t hesitate to contact me privately.
  Thank you for choosing to stay at Ibis Hotel Plymouth and hopefully we will welcome you back soon!

Kindest regards,

Iuliana Cotovanu
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	Letter of complaint response 500 words +/- 1-%

	
Mr. Ronald Federick.

  I hope my reply finds you in excellent health, and I would like to express my gratitude for considering Ibis Hotel Plymouth to sleep during you trip. The feedback you’ve sent in your letter regarding your recent stay with us is very important as it is a valuable source for developing and a chance to offer to our guest a better and more delightful stay.
  
  Firstly, I would like to express my sincere apologies for any of the troubles you had during your recent stay, and we are disheartened to find out that the cleanliness, breakfast food quality and sleep quality were not at our usual standards. We would like to inform that your criticism is beneficial to us as we are committed to rectify those issues as soon as possible.
  
  Our head chef has been informed about the disappointing breakfast you had during your stay. Although he is clearly displeased that the standards slipped in that particular morning, himself and the kitchen brigade are already working to fix the issues thanks to your constructive feedback. He will take the necessary measures that will ensure the breakfast will be at the highest standards possible and our beloved guests’ expectations will be exceeded.

  I strongly believe that a relaxing and quiet ambiance is essential for a satisfying hotel visit. I would like to sincerely apologise that this mandatory requirement has not been achieved, and that the little one wailing in the room next to you interrupted your sleep. We appreciate your opinion, which will definitely help us to enhance the sleep quality of our guests. At Ibis Hotel Plymouth, we value the comfort the quality of our guests sleep and have dedicated ourselves to make the necessary adjustments in order to offed the highest standards of sleep quality. We have contacted a third party specialised in these issues and we are confident that such inconveniences will be avoided in the future.

  Regarding the hygiene concerns discovered during your stay, please accept my sincere apologies again and I regret that our cleanliness standards has not been achieved in your room. It appears that we fell short of offering our great standards in the matter of hygiene and cleanliness during your visit and our housekeeping manager has been informed about it. As we speak, our housekeeping manager is analysing the issues, and I am sure she will take the necessary measures to avoid such disappointments in the future. Your comments had a vital input and will us prevent similar problems in the future for our guests.     

      We appreciate your helpful and constructive feedback and would like to compensate for any difficulties you had during your last stay with a free stay code for next time when you decide to book with Ibis Hotels. I have high hopes that you will accept our honest apologies for any of the faults you encountered during your stay with as. I also hope that this illustrate our drive and passion towards offering a superior stay for our guests.
  
  Looking forward to welcome you back in the not too distant future to enjoy a stay at the standards you deserve.

 Warmest regards,

Iuliana Cotovanu

General Manager at Ibis Hotel Plymouth

------------------------------------------------------

E: ICotovanu@Ibishotelplymouth.com

T: 01752601087

A: Ibis Hotel Plymouth 
Longbridge Rd, Marsh Mills, Plymouth, PL6 8LR



   


















































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

	
Element 1 – Pre-Arrival 


	   In the hotel sector, the pre-arrival phase refers to the period preceding a guests planned arrival at a hotel. The guest, during this time, makes the booking, contacts the hotel and organise their stay. It is an important step in the guest hotel cycle as it sets up the groundwork for the full guest experience. The bookings can be made through the hotel’s webpage or through third parties or travel agencies such: Booking.com, Expedia, Hotels.com or many others. An easy and accessible booking system can increase the conversion rate and drive revenues for the hotel, therefore it is crucial to have a well managed booking system. After the booking is completed a confirmation follows, mostly by e-mail, and it contains relevant details such as room rates, check-in/check-out times and cancellation policies (Andrews, 2013)
   The pre-arrival element can also include booking personalisation after the guest has reserved his room. He can communicate any preferential requests like disabled acces or dietary restrictions. It is important that these request are recorded properly by the hotel and efficiently managed in-house in order to fulfil the guest expectations. The pre-arrival phase is also a good opportunity to upsell. Specials offers tailored to the guests needs, can be e-mailed to them or promote the hotel’s restaurant or any other facilities. It is important that this components of the pre-arrival stage are efficiently engaged and clearly communicated to ensure that guests arrive well-prepared and with a positive impression at the hotel (Hammer, 2016).






	
Element 2 – Arrival 


	   In the hotel industry, the arrival phase refers to the period of a guest’s stay when they physically arrive at the hotel and check-in. Guests go rom the planning and pre-arrival phase to the occupancy stage after the check-in is done. This part of the guest hotel cycle it is distinguished by a sequence of crucial activities and interactions and it includes check-in at the from desk, room allocation, the exchange or key cards or conventional keys, giving general information about the facilities and services to guests and confirming any special requirements(Baker et al, 1995).
   The arrival phase has a strong impact in forming the initial impression of the hotel and setting the tone for the overall experience of the visitor during their stay. It is an important touchpoint in the guest hotel cycle and gives a chance for the hotel to stand out and establish a positive impression. Greeting them with a warm smile is a mandatory requirement in order to make the guest welcomed and going through the key parts of the arrival in a friendly but professional manner it has a huge impact in setting the mood of the guests. Offering a great customer service, by taking the guest personally to the room instead of giving directions and assisting them with luggage when possible is a great way to exceed the guest expectations. 
  The arrival phase, if all the key elements are managed properly with an extra touch of customer service can build the structure of a successful and pleasant guest stay leading to repeat business and recommendations (Holt, 1990).








	
Element 3 – Duration of stay 


	
   The duration of stay is the phase where the guest experiences the hotel services and facilities. These services contributes towards the guests’ general experience in the hotel. If he has an enjoyable stay as a result of service excellence then the guest can be an ambassador of the hotel through his online feedback or recommendations to friends or family. To achieve the high standards of service, the front desk office must be able to co-ordinate with other departments of the establishment efficiently (Woods et al, 2007).
   During their stay, the front office is creating and maintaining the guests accounts by the receptionists. Also, during the guest stay, the front office desk is an information centre. Guests often come and ask about local attractions, restaurants or about the hotel amnesties. The receptionist must be well trained in order to provide a full range of information about the hotel’s products, services and facilities. Another factor that is managed by front desk is complaints.  The front desk is responsible to handle and respond to the guest queries or complaints from all relevant departments and give to the guest directions or satisfactory solutions (Vallen and Vallen, 2014).
  During the duration of stay is very important that the front desk is always available to support the guest with their preferential request and to handle them in efficiently in order to strengthen the guest satisfaction and create a memorable stay (Tesone, 2010).






	
Element 4 – Departure 


	
	The departure element is the final but equally important phase of the guest hotel cycle. At this stage the guest comes at the front desk office to settle their accounts by using their preferred method of payment, which can be by card, cash, voucher or bill to the company. The front office assistants must prepare the guests’ bills  at the time of departure. It is important that the bill is clear and concise and all charges are explained with care and at the end the balance should be zero. At the time of departure support with the luggage is offered by the concierge or he may even keep the luggage safe for a while after check out (Solomon, 2018).
    The departure of the guest is also an opportunity to collect feedback, which can be essential in spotting areas that need improvement but also a change to cover up for any inconveniences that a guest may face during their stay at the hotel. Voucher or discounts for future stay can be offered as a compensation for any complaints, which dealt properly can result into service recovery and guest fidelity. The departure is also the last face to face interaction with the guest and it is crucial to offer a warm farewell with the offer to welcome back with pleasure at any time, as it is the final impression to the guest (Rutherford and O’Fallon, 2007).
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Perfect place to get your head down!

“This hotel is exactly what you should expect, a great place to sleep! The room was clean and
comfortable and had everything you should need. The restaurant and lounge area were refurbished and
had a lovely balcony to eat or enjoy your drink. Breakfast had everything you could need on a buffet and
it was delicious. While staying | had a few issues (not hotel related) and the staff here were second to

none! There a real credit to this hotel and truly hope they are appreciated & *
Read less a

Date of stay: June 2023

Trip type: Travelled solo




