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    The front office department of a hotel, or the reception desk is a very dynamic and challenging department and the first contact between the company and the guests and where the first impressions are made. It is very important to have the right person at the front desk to deal with the plethora of responsibilities involved in the job. From selling and reserving rooms, to check-ins, handling personal information and payments, offering information about services or facilities and finishing with the check-outs and collecting feedback, the front desk staff are required to have a certain set of skills to offer the high standards required in this specific department of the hotel (Bardi, 2011).
    To be able to deliver a positive experience to the guest and successfully accomplish the daily tasks I identified a set of key skill during my placement at Ibis Hotel Plymouth using Schon’s reflective model. In my shaped opinion by the experiences at the reception I consider communication skills one of the major attributes required as a receptionist. From interacting with guests during check-in or check-outs to communicating efficiently with other departments, a clear and brief cooperation is vital for guest satisfaction. On one occasion, on check-in a guest asked if we have soya milk as she was allergic to dairy, gluten and nuts. As I wasn’t fully aware of what dairy free milk options we have, I promised that will pass on the message to the restaurant team to accommodate her dietary restriction. It turned out to be out of soya milk that day but as a result of a clear and efficient communication between departments the restaurant team ensured that soya milk will be available throughout the stay for the lady (Hollander, 2023). 
    Another skill that I consider mandatory as a front desk assistant is technology proficiency. Proficiency with hotel software and technology tools is essential in the modern and digitalised times that we are living. From check-in to check-out, payments, requests, corrections, pre arrival calls and collecting feedback, are all done using digital tools. Having technology proficiency not only that is essential to successfully achieve the tasks but it also improves efficiency and keeps a record of the steps taken. Even though I consider myself quite advanced in technology proficiency, at Ibis Hotel Plymouth, I was required to ask a colleague’s help when a guest who was checking out requested a food bill to be removed from his room charges as he never had dinner with us. As my colleague was caught up in call at that moment the guest had to wait, already being annoyed by the wrong room charge. So not that technology proficiency is mandatory to finish the tasks and optimise the shifts, but it stretches all the way to guest satisfaction (Gaol et at, 2014).
   Fallowing the above situation, I identified another key skill required when working in reception, problem solving. As a front office assistant, inevitable, you will deal with complains or problems ranging from billing issues to room disagreements. It is very important to learn how to handle these issues smoothly and with empathy to result in a mutually acceptable resolution. I realised that actively listening to the guest, keeping calm and proving empathy towards his issue leads in most of the cases to a convenient solution for both sides (Sawyers, 2017). 
   The hotel front desk is part of various departments of the hotel business. Working together with other 
departments like the housekeeping, maintenance or the food and beverage team it is very important in order offer to the guests a positive and satisfactory overall experience at the hotel. To achieve a satisfactory and positive experience I think that teamwork and communication skills are very important for a front desk assistant. For example, I’ve learned that collaborating with housekeeping to prioritise the room cleaning for early check-ins ensures a seamless transition for the guests and avoids any potential complaints (Payne and Schitko, 2006). 
    In conclusion, being part of the Ibis Hotel Plymouth, has made me aware about some key skills that are required or need to be developed to succeed in this fast-paced and guest focused department of the hospitality. Good communication skills, the ability to be a team worker, the capacity to deal with complaints and resolve them and having technology proficiency is not just useful but mandatory to help the hotel thrive and offer the guest a positive experience during their stay. I’ve learned during my placement that being a receptionist is not just about checking-in and checking-out a guest, it is more about offering to the a memorable experience guest and to make him return (Tesone, 2010).
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	Trip Advisor Review Response 150 words +/-10%

	


Dear Evendine27

Thank you for finding time to provide such a positive review following your most recent visit to Ibis Hotel Plymouth. We are happy to hear that you enjoyed your stay with us and value our service provided by our team.

The fact that you appreciate the hard work of our valuable team members in provide high quality service to our guests means a lot to us. Our committed staff members went above and beyond to make your stay memorable and will make sure to pass the compliments to them.

We are delighted to hear that you found our room comfortable and enjoyed our facilities. Your positive feedback is a great source of inspiration for us and kind reminder of why we are so enthusiastic about what we do.

Once again, thank you for choosing us and we hope to welcome you again in the not too distant future.

Kindest regards,

Emmanuel Cotovanu
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	Letter of complaint response 500 words +/- 10%

	
Mr. Emmanuel Cotovanu
Longbridge road, 
Plymouth
PL6 8LR

September 7th 2023

Subject: Complaint

Dear Ronald Federick,

   I hope this letter finds you in good health, and first of all, please allow me to offer our appreciation for choosing Ibis Hotel Plymouth to stay. Your honest feedback is extremely helpful to us since it allows us to make continuous improvements to our offerings and gives us the opportunity to offer a comfortable and enjoyable experience to our guests.

   I would like to express our deepest regrets for your problems you had during your stay and we are saddened to see that our standards slipped in the food quality, cleanliness and sleep quality. Please rest assured that we value your constructive feedback and we are dedicated to addressing them promptly. 

   We would like to offer our apologies that your first meal of the day was disappointing and didn’t met our usual standards as we take pride of our kitchen team and their work. We have already shared your feedback to our head chef and he is taking prompt measures to fix the issues mentioned in your feedback. To make sure that our guests will receive a high quality breakfast we are carefully reviewing our breakfast preparation procedures.

   We understand that a peaceful and quiet environment is a primary requirement for a relaxing stay in a hotel. We regret to hear that this wasn’t in your case and the child crying on the room next door disturbed your sleep and would like to thank you for providing feedback which will help us improve our guest experience. We will take this to our reception team and we’ll organise better our room allocation to avoid such issues for the future. We place a high priority on your comfort and quiet stay, and we are committed to making the necessary changes in this area. In order to reduce further interruptions, we will also address the issue of noise insulation to our maintenance team.


   I sincerely apologise for the inconvenience caused by the cleaning issues found during your stay. Our housekeeping team is responsible for maintaining the cleanliness in our rooms at the highest standards, and it appears that we felt short of those standards during your stay. I can promise that we take this situation extremely seriously and we enforced new training sessions and improvement measures to address this issue for the future. Your comments are a valuable feedback and help us avoid such issues for the future. 

  We are truly thankful for your valuable feedback and would like to reward that and also compensate for all the inconveniences you faced during your recent stay with a voucher for a complimentary one-night stay with dinner included. We hope by doing so, you will accept our sincere apologies for the shortcomings you had while you stayed with us and demonstrates our dedication and commitment in providing a quality guest experience.

   I look forward welcoming you back to Ibis Hotel Plymouth in the near future and making your next stay will exceed your expectations and meet our high standards.

   Kindest regards,
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Emmanuel Mihai Cotovanu
General Manager
________________________
T: 01752601087
E: gm@ibisplymouth.com
A: Ibis Hotel Plymouth
    Longbridge Rd, Marsh Mills, Plymouth, PL6 8LR
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Element 1 – Pre-Arrival 


	 
   The pre-arrival part is an important element of the guest experience. The pre-arrival element it incorporates all the interactions and services offered to the visitors prior to their  arrival at the hotel. If a hotel is managing their pre-arrival procedures correctly the guest overall satisfaction is more likely to improve and it will also set the tone of their stay. In this section the pre-arrival steps in the hotel sector will be elaborated and discuss how they might increase guest satisfaction during their stay (Vallen and Vallen, 2014).
  The reservation process, the initial point of contact between the guest and the hotel. It is very important to have an effective and easy to use online reservation system. This element can be elevated by offering a variety of accommodation types, packages, special offers, and allowing customers to personalise their stay. In today’s advanced and fast paced environment it is vital that the reservation website is mobile-friendly and offers real-time availability and price information. Guests will receive a confirmation email or message after making a booking that not only verifies their booking but also welcomes them to the hotel. The confirmation email is also an opportunity to offer support in case they have any requirements or special requests. For exaa guest staying having a bed&breakfast stay for one person provided by the company he was working for asked if it is possible to bring the partner with him. This was friendly resolved and approved and enhanced the guest stay (Kasavana and Brooks, 2001).
   In hotel sector, improving pre-arrival experience it is a good strategy do increase revenues by offering special offers and it also shows dedication to guests and sets the stage for a positive experience ( Elphick, 2023).





	
Element 2 – Arrival 


	

   The arrival element is as important as the pre-arrival one because it creates the first impression for the guest and significantly influences how the guest will see the hotel. There are a few important components that helps to create a positive arrival in the hotel business (Rutherfoord, 2002).
   It is important to start the check-in process with a warm welcome as this may set the tone of their stay. The next step is to assign the room based on the guest requirements or preferences subjected to availability. To complete the check-in the guest payment method is verified, and sometimes deposits are taken. It is important to have a transparent process and if extra charges can occur, those should be clearly explained during the arrival. After the guest room was assigned and registered it is recommended to walk the guest through the hotel, explain him where breakfast is served, and offer him information about the restaurant and leisure areas such as pools, gym or cinema room if available. Offering support with the luggage it is not mandatory but it is a nice touch and enhances the guest experience and it is a good start (Swart, 2015).
   Each of these essential components of the arrival part helps to improve the overall hotel welcome experience. A smooth check-in procedure can make the guest’s stay enjoyable and leave them with pleasant impressions that will make them want to stay at the hotel again and refer it to friends and family (Wood, 2013).






	
Element 3 – Duration of stay 


	   The duration of stay is the main element of the guest experience. In order to create a memorable stay there are some key factors that contribute to the guest satisfaction and experience. It is important that the staff members across all departments focus into those factors and to have good standards in place to help deliver an enjoyable stay. It is mandatory to ensure that the rooms are immaculately cleaned prior to arrival. The rooms must provide comfortable beds with quality mattresses, pillows and beddings for a relaxing sleep in order to meet the guest expectations. A carefully decorated room with good facilities such as a Smart TV, internet access, mini bar and coffee making options will increase the guest satisfaction (Andrews, 2008). 
  Besides the room aspects, having a range of amnesties like dining options or spa and leisure facilities will contribute towards the guest experience and satisfaction. On top of the previously mentioned aspects a key component that will influence the guest stay experience is the level of customer service. The customer service has a huge impact to the guest and it can help in situations where issues occur, such as food complaints. If they are dealt with professionally and with empathy and service recovery procedures are applied it bounce back the guest experience and create loyalty. Also being open and available to guests when they have question is another example of great customer service. During my placement I offered advices to a family regarding activities in Plymouth. I directed them to Adrenaline Quay, National Aquarium and Darthmoor Zoo and they’ve been very grateful for it. The guest stay it is definitely an element with various factors but if the hotel rooms are properly prepared, facilities are well managed and the employees have a high level of customer service, guest satisfaction can be achieved (Tewari, 2013).
  




	
Element 4 – Departure 


	   The departure element in hotel industry is the final part of a guest stay in a hotel and it can be in many occasions the final opportunity to make a positive impression about the location and ensure that guest leave happy and invite them to return. There are a few key elements that are involved in the departure. The check-out involves billing and payments, luggage handling for certain hotels and feedback collection (Chakravarti, 2008). 
   The check-out part is initiated by the guest who will come to check the bills, return room keys and settle the balance on the room. It is important that billing to be done accurately and transparent and if a guest needs an invoice this can be printed or emailed to him depending on the preference. If needed help with luggage can be offered or transportation services can be provided, like booking taxis or coaches for groups. The departure element in the hotel industry also is a used in collecting feedback from the guest. This is very important because, besides highlighting the strengths and positive aspects of the hotel, it helps to point out areas that need to look up and identifies issues to be rectified (Musera, 2022).
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Friendly staff and an enjoyable stay

“Incredibly friendly and helpful staff particularly Agnes. Good choice of evening meal options and the
food came very quickly. The room had a comfortable bed and the shower was fine. It was nice to have
tea making facilities in the room. There was a bit of noise from the road but this lessened when | shut the
internal door. Access to the hotel is very easy from the A38 and once at the hotel | left my car in the
carpark and took the 50 bus to the city centre which stops outside the hotel three times an hour on
weekdays. The bus back from town is number 51. There is a dry ski slope next door! | would definitely stay
at this hotel again.”
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