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[bookmark: _Toc159194003]Component-1:
Description:
Upon my initial foray into the hospitality industry, I had extended night and evening duties at the front desk of the Holiday Inn Sunderland. I graciously consented. My first shift was the night shift that started on 17/01/24 from 10 pm to 7 am. Additionally, I completed a rotation in the janitorial department, an entirely novel experience that presented its challenges and benefits (Yuliana, 2011). 
[bookmark: _Toc159194004]Feelings:
The invigorating and unexpected aspects of the night shift secretarial job were without a doubt the most memorable. The late hours of the work were stimulating, but I was concerned that I would neglect my family and fail to get sufficient rest. To further complicate matters, I was assigned the responsibility of conducting fire safety inspections while on my feet. Furthermore, the obscurity of the night prevented me from applying the knowledge I had recently acquired (Knodel, 2023). An atmosphere distinct from the night shift resulted from the low rate of customers and the variety of interactions that occurred. Assisting a Muslim guest in discerning the qibla direction and the dynamic nature of the shift was an absolute delight. In light of system failures and overbooking, the group's positive outlook on overcoming obstacles contributed to their overall sense of achievement (Barreto & Mayya, 2023). A range of sentiments was expressed in response to the shift from housekeeping to domestic. The exceptionally high standards of hygiene were readily apparent, notwithstanding the physically demanding and labour-intensive nature of the task. 
[bookmark: _Toc159194005]Evaluation:
The night work at the front desk provided significant educational benefits, as stated in the evaluation. Operating the till and the OPERA system were both components of the job responsibilities. Kyle, the night shift manager, played a crucial role in providing clear definitions for each of these duties. The multifarious nature of the work was exemplified by the numerous tasks performed, including preparing the breakfast area and installing fire-resistant flooring (Dillo, Ingrid, & Peter, 2014). Christopher oversaw an energetic midnight shift. Increasing my knowledge of the OPERA system, assisting guests, and resolving an overbooking issue all contributed to the development of my understanding of front desk operations. The positive mood of the shift is a result of the supportive staff and strong relationships with customers (Fitzgerald, 1991). 
[bookmark: _Toc159194006]Analysis:
Reflecting on my tenure at the front desk, I can affirm that the positions emphasized the value of effective collaboration, flexibility, and innate aptitudes for providing exceptional customer service. Although the night schedule provided a more laid-back atmosphere for learning, it also limited opportunities for practical experience as there were fewer clients present (Richardson, 1991). On the other hand, the night shift epitomized the dynamic nature of the front desk through its provision of employees with a diverse range of interactions and challenges. Emphasis was placed on the criticality of the janitorial department's duty to uphold hotel sanitation standards. The evident psychological and physical fatigue experienced by the housekeeping staff served as a poignant reminder of the importance of ensuring adequate personnel levels (Putri, Ketut, & Ni, 2023). 
[bookmark: _Toc159194007]Conclusion:
Through my employment at the Holiday Inn Sunderland, which included cleaning and front desk duties, I was able to acquire a comprehensive comprehension of the hospitality industry. The experiences were challenging yet beneficial in that they illuminated the diverse range of skills necessary for different professions. Both the night shift and housekeeping concur that in a fast-paced hotel environment, efficiency and adaptability are critical (Bibhuti, Pradhan, Bibhuti, & Pradhan, 2020). Although focused learning was accessible during the night shift, its significance became evident specifically during the janitorial and evening shifts.
My long-term objective is to gain practical experience in the corporate sector and advance to positions of greater managerial accountability. I believe that while we learned a great deal from the night shift, prospective students would benefit more from a broader range of experiences. Acquiring self-assurance in one's interpersonal abilities and uncovering novel opportunities for pragmatic implementation are two critical domains that will exhibit substantial advancement. I am eager to gain knowledge of the administrative aspects of the hotel industry, including auditing, finance, and laundry services, as I embark on my professional journey in this domain (Fakhri, Muhammad, & Sri-Marini, 2019). 
[bookmark: _Toc159194008]Action Plan:
Aside from that, I believe it would be prudent to contemplate the recruitment of additional personnel to aid with the housekeeping staff's concerns; doing so would alleviate their workload and create a more pleasant environment for all. This enables us to uphold our rigorous cleansing protocols while concurrently enhancing the overall satisfaction of our clientele (Yuliana, 2011). In its entirety, my sojourn at the Holiday Inn Sunderland has augmented my comprehension of the hospitality industry, in my opinion. The prospect of continued advancement and future opportunities in this field excites me greatly (Sayin, 2019). 
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	Trip Advisor Review Response 150 words +/-10%

	

Component-2:
[bookmark: _Toc159194009]Task-1: Response to a Positive Review:
[image: ]	
https://www.tripadvisor.co.uk/Hotel_Review-g186338-d313125-Reviews-Holiday_Inn_London_West_an_IHG_Hotel-London_England.html
Respectfully, I would like to extend my gratitude for your valuable time in providing such a glowing evaluation and warm regards to our Hotel. We are delighted to learn that our unwavering commitment to excellence has consistently exceeded your expectations. Your commendation of the immaculate accommodations, opulent beds, and outstanding noise isolation has prompted us to reaffirm our dedication to establishing a tranquil and agreeable ambience. Exceptionally motivating is the knowledge that the benevolence, professionalism, and friendliness of our team have left an indelible mark. We appreciate your repeated reservations, whether for business or leisure. Your acknowledgement is greatly appreciated regarding Tunde Sztrunga and the other unheralded champions. We are committed to maintaining Tunde's exceptional communication management standards. We eagerly await your return with your loved ones to future events. We remain inspired by your words of motivation and resolve to continue striving for greater accomplishments. 
Best wishes,
Moryom Qureshi,













































	Screen shot of referenced Trip Advisor review used:

	

	

	

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

	

[bookmark: _Toc159194010]Task-2: Apology and Action Regarding your recent stay:
Holiday Inn Sunderland, Kheel Square, Sunderland Sr1 3DS
2/18/2024
Dear Sir/Mam,
About your recent sojourn, I wish to extend my sincerest apologies and inform you that the necessary actions have been taken. I wish you the best of health as you receive this correspondence. We would like to extend our sincerest contrition to you for the substandard service that you encountered during your recent visit to Holiday Inn Sunderland. We regret to inform you that your experience did not live up to the high standards we have established for every one of our exceptional visitors. As an IHG Diamond Elite member, you qualify for our programme and your valuable input is greatly appreciated due to your unwavering loyalty and extensive experience with our brand. We sincerely apologise for the disruption that the inadequate service you encountered throughout your sojourn has caused. Our most sincere condolences are extended to you. We express our sincere appreciation for the opportunity to directly confront your concerns and assure you that we have duly considered them. Concerning the lunch order situation and the subpar response from our team, we conducted an extensive investigation into the concerns that you raised. We are deeply sorry for the inconvenience caused by the service you received and the improper handling of your meal. Such behaviour is entirely reprehensible and in no way reflects the standards that we hold for our personnel. Our general manager concurred with your recollection of the events after reviewing the surveillance footage and conveyed his disapproval of the conduct exhibited by our personnel. He stated that the end of the romantic relationship also caused him distress. You can have confidence that we will diligently attend to this service issue and implement the requisite preventive measures to ensure its absence in the future. Staff will be reevaluated and provided with additional training to cultivate an environment that is more positive and cordial. Nonetheless, we remain dedicated to rectifying the situation. You have consistently expected that IHG hotels would deliver an exceptional experience; therefore, we would be delighted to extend to you a complimentary stay in the future that precisely fulfils that expectation. We express our gratitude for your viewpoint and assure you that your apprehensions have been duly acknowledged. To prevent a recurrence of this nature of the incident, we shall conduct an inquiry and rectify the fundamental problems. We sincerely apologise for any inconvenience this may have caused and would be honoured to rectify the situation during a future visit by exceeding your expectations once more. Your diligentness in bringing this matter to our attention is greatly valued. 
Beyond that, I believe it would be prudent to consider employing additional personnel to allay the concerns of the housekeeping staff. Because they will be less under performance pressure, the entire office will be more content. By implementing this approach, we effectively enhance the customer experience while maintaining our rigorous cleansing protocols. I believe that my experience at the Holiday Inn Sunderland has significantly expanded my understanding of the hospitality sector in its entirety. I am brimming with eager anticipation regarding the forthcoming opportunities, which extend well beyond this sector. 
Best Regards,
Moryom Qureshi,

















































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

	
Key Skill 1 – Customer Service Skills  


	
[bookmark: _Toc159194013]Customer Service Skills:
Exemplary customer service is of the utmost importance in the hospitality industry, as it directly affects the success and reputation of the business. To ensure that clients have memorable experiences, Kartini et al., (2021) define excellent customer service as surpassing their expectations. Marriott International places significant importance on the provision of exceptional customer service, as an illustrative instance. Marriott staff members are deeply committed to the "Spirit to Serve" philosophy, which places utmost importance on meeting the requirements of patrons (Kartini, Luh, Ni-Nyoman, & Nyoman, 2021). This commitment ultimately results in positive evaluations and loyal clientele. Front desk staff must possess the soft skill of attention to detail, as they are entrusted with a variety of responsibilities that require accuracy. Front desk personnel, for instance, are obligated to respond to incoming telephone inquiries and relay messages to higher-ranking officials or other departments functioning within the institution. Dilo et al., (2014) assert that to attain complete satisfaction, it is critical to identify and fulfil the distinct requirements of every visitor. Thus, the significance of customized assistance is underscored. Two ways in which a hotel that excels in customer service can enhance the experience of its visitors are by providing personalized welcome letters and exclusive treatment for returning guests (Dillo, Ingrid, & Peter, 2014). 







	
Key Skill 2 – Communication Skills 


	
[bookmark: _Toc159194014]Communication Skills:
Consistent two-way communication is required at the front desk between hotel personnel and guests. The delivery of accurate and timely information is contingent upon effective and transparent communication. The Travelodge Hotel serves as a paradigmatic instance, renowned throughout the hotel industry for its exceptional aptitude in communication. One strategy employed by The Travelodge Hotel to emphasize the importance of prompt and candid communication is by granting staff the authority to determine how to address immediate client concerns (Gamble, Paul, & Graham, 1986). Due to the critical nature of this responsibility, you will be required to modify your communication approach to engage in fruitful dialogues with them. Hiring managers at the front desk prioritize candidates who possess exceptional interpersonal communication abilities. This is because such proficiency signifies the candidates' flexibility, and consequently, their capability to proficiently represent the organization across diverse environments. At the front desk, individuals utilize nonverbal and textual modes of communication in addition to verbal ones. An approach to contributing to the creation of a more pleasurable and efficient environment for patrons is to enrol in communication skills-focused training courses. These types of activities consist of communication seminars and role-playing scenarios. 








	
Key Skill 3 – Organisational Skills 


	
Organizational Skills:
The capacity to maintain order is of the utmost importance for front desk personnel, as they are required to manage an endless stream of tasks. The efficient operation of visitor services, such as check-ins and check-outs, is dependent on a system that is properly organized. A front desk that is effectively organized is critical for ensuring streamlined operations and streamlined administration of guest information and reservations (Kearney, et al., 2017). According to Kearney, et al., (2017), Limegrove Hotel demonstrates exceptional organizational skills by incorporating cutting-edge reservation technologies and streamlining procedures to enhance the overall guest experience. Front desk personnel apply their technological proficiency to create, modify, and uphold digital schedules or plans for organizational events. Personnel stationed at the front desk utilize their expertise in scheduling. They coordinate forthcoming business travels, performance evaluations, interviewees, corporate gatherings, and inventory deliveries in close collaboration with the office manager. Recruiters are astounded by the ease with which candidates who list scheduling as a skill on their resumes demonstrate exceptional organizational abilities while managing critical responsibilities and deadlines (Damiyana & Dina, 2020).








	
Key Skill 4 – Problem Solving Skills 


	
[bookmark: _Toc159194015]	Problem-solving Skills:
The hotel's front desk personnel are required to possess exceptional proficiency in managing unforeseen circumstances due to their frequent occurrence. Front desk personnel must possess the ability to consider critically and resolve issues. Putri et.al,. (2023) demonstrate, through a case study of Hyatt Hotels Corporation, how the organization's customer service training imparts problem-solving capabilities to staff, enabling them to efficiently address a variety of inquiries and grievances from guests. A front desk agent must possess exceptional problem-solving abilities and the capacity to promptly recognize issues to be successful (Puji, 2022). This skill set is critical as it guarantees the uninterrupted functioning of the organization. Many trials and errors are required to determine whether the print mode requires adjustment. Professional illustrations, such as how the front desk managed unanticipated events or customer grievances, demonstrate the practical application of problem-solving skills in a business setting (Putri, Ketut, & Ni, 2023). To improve their problem-solving skills, front desk personnel may find regular training sessions and scenario-based learning beneficial.








[bookmark: _Toc159194016]Conclusion:
Possessing the capacity to deliver outstanding customer service, effectively communicate, organize oneself, and resolve issues are among the myriad competencies required for a front desk position at a hotel (Zomerdijk, Leonieke, & Jan, 2007). Numerous instances from the hospitality industry, encompassing renowned hotel chains, serve to underscore how these competencies foster exceptional customer service and facilitate the expansion of organizations. To remain competitive in the dynamic hotel industry and guarantee that front desk personnel can surpass client expectations, it is essential to implement continuous training and development initiatives.
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Great hotel and staff

Rooms are immaculate. Bed is comfortable. Windows have a sound insulation
that is better than anything I've ever seen meaning a great sleep. Staff are
friendly, courteous and professional. | stay here on a regular basis for work but
it's so reliable | also stay with my family when | bring them all to London as | have
this week for half term. A special mention to the back of house staff who answer
emails and calls so efficiently, namely Tunde Sztrunga who is a credit to the
organisation! Well done team.

Read more v

Date of stay: February 2024




