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      In the hotel business, good communication is essential. It can help you make a deal happen and keep the guests happy. This skill is especially applicable in the digital age. One must also keep improving their non-verbal and verbal communication ability. Although every employee in a hotel must have good communication skills, the front desk needs it the most. Since the front office is responsible for selling rooms to guests, having the right skills and knowledge is very important for this position. (Stay Express, 2023).
Receptionists are known for their ability to communicate effectively, which enables them to talk to clients over the phone or in person.(Indeed, 2023) For instance, they can help customers book a room, resolve issues related to the reservation, provide helpful advice on how to make their stay more comfortable, and give an overview of what to expect when they visit the hotel. A positive demean or can help make the experience more enjoyable. In addition, these individuals can utilize their skills to address problems with the team and pinpoint areas for improvement.
You must be able to use a computer to perform various tasks, such as keeping records, making payments, and completing other tasks. Although you may not be an expert in tech, you still need to be knowledgeable about it. You should either be comfortable using the hotel's software or be able to quickly learn new software. (Careers, 2023)
Receptionists need to have the necessary skills to manage stress. They must be able to keep their composure under pressure. A team player or self-starter should be able to work independently and, in a group, settling to complete their assigned tasks. (Job Description and Resume Examples, 2023).
Receptionists at hotels possess strong organizational abilities that enable them to carry out their duties in various ways. For instance, they can greet customers, resolve computer-related issues, and respond to managers. Having the necessary skills allows them to balance their positive interactions with their other tasks.
Receptionists who aspire to work in a hotel often possess exceptional problem-solving capabilities, which can prove invaluable in facilitating a favourable experience for their clients. For instance, they can resolve issues such as food allergies, misplaced keys, insufficient internet connectivity, and unexpected emergencies. With their exceptional problem-solving abilities, front desk staff members can effectively identify and implement feasible solutions.
Receptionists who have strong teamwork skills can effectively work with managers and colleagues. For instance, they can discuss their concerns with customers, plan their next meeting, apply feedback to their performance, or investigate improving their skills. Such skills can help them foster a positive work environment. Conventionally, a hotel front desk employee can make a favourable impression on guests by working with other staff members.
Front desk staff members at hotels possess leadership qualities, which enables them to manage their shifts and handle the additional workload during the holidays. They can delegate tasks, discuss areas of their expertise, encourage team members to take breaks, and help them develop their time management abilities.
Receptionists who demonstrate leadership capabilities can ensure that a hotel operates smoothly and provide a favourable experience for customers. They can also show others how to engage with clients in a busy setting. (Climb, 2023).
While working at the front desk, an employee must get along with other staff members. Sometimes, they must collaborate with a colleague to resolve a particular issue. In other instances, they must interact with individuals in various departments within the hotel, such as housekeeping and parking, to make sure that guests are satisfied. Such employees must also be able to work with varying groups of people.
They do their best to make sure that the departure of guests is smooth. They also interact with customers and guests at a high level of integrity and hospitality. They can accommodate special requests of travellers.
They are responsible for handling various minor complaints and ensuring that the hotel's services are of a high standard. They are also tasked with resolving disputes involving dissatisfied guests and escalating problems that are beyond their capacity to address in a timely manner.
This position requires the ability to enforce the hotel's security procedures, such as monitoring the logbook and informing the security officer whenever unescorted individuals are present. They also help in the issuance of employee ID cards and guest passes.
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	Trip Advisor Review Response 150 words +/-10%

	Dear HowItWas78,

It is gratifying to read your detailed feedback about your stay at the Premier Inn Yeovil Town Centre hotel. We're delighted to know that our prime location and modern amenities contributed to a pleasant experience for you. 

Your commendation about the cleanliness and comfort of our rooms is much appreciated. We take pride in offering a good night's sleep to our guests, and it's heartening to learn that we met your expectations.

Your observations about the bathroom extractor have been noted. We constantly strive to improve our guests' experience and value your insights.

We look forward to welcoming you back in the future, and hope your next stay is even more enjoyable.

Best regards,
The Premier Inn Yeovil Town Centre Hotel Team,













































	Screen shot of referenced Trip Advisor review used:
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(HowItWas78, 2023)

	

	

	

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

	
                                      

                                                     Premier Inn Yeovil Town Centre hotel Management,
                                                                                  Key Market House, 
                                                                                    Middle St,  
                                                                                       Yeovil,
                                                                                      BA20 1LT



Subject: Complaint


Dear Mr Ronald,


Your letter has reached us, and we sincerely regret to learn about the issues you faced during your stay. Your experience does not reflect the high standards we strive to provide at our hotel.
We sincerely regret to hear about the issues you experienced during your recent stay in room 205 at our hotel. We highly value your feedback as it offers us insights into areas where we can improve our services. Your comments are indeed a matter of great concern for us, and please accept our deepest apologies for the inconveniences you faced.

The quality of our breakfast is something we take great pride in and we're sorry to hear that. It's truly regrettable to hear that it did not meet your expectations on this occasion. We value your input and will make sure to communicate this feedback to our culinary team. Rest assured; we strive to provide a variety of appetising meals to kick start the day for our guests.

Regarding the noise disturbance, we understand how crucial a peaceful environment is for a good night's rest. We aim to create an atmosphere of comfort and tranquillity for all our guests.

We also acknowledge the importance of maintaining hygienic conditions in all our rooms. The issue you brought up is certainly not in line with our standards and we sincerely apologise for this oversight. It is unfortunate that you found the condition of your room to be below standard. We hold our housekeeping staff to a very high standard, and it seems we have fallen short in this instance.

Your feedback is crucial as it helps us identify areas where we can improve. Please be assured that we are taking your feedback seriously and will use it to guide our future actions. 

We hope you will afford us another opportunity in the future to show you the high standards we usually uphold.

Best Regards,
 Premier Inn Yeovil Town Centre hotel Management
















































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

	
Element 1 – Pre-Arrival 


	         
                 The hotel's guest life cycle is a process that starts from an inquiry to a satisfied customer. It can be broken down into four main stages: arrival, pre-arrival, occupancy, and departure. The various tasks that are involved in this process include guest accounting and services.
The front office staff members must be aware of all the activities related to the guest stay, including the accounting and services. Having a good understanding of the hotel's business flow can help them provide the best possible service to the customers. The guest cycle is also a systematic approach to operations.

       Before a guest enters a hotel, they are usually influenced by various factors such as the location, advertisement, and word of mouth referrals. In addition to these, other factors such as the loyalty program of the hotel and the company that booked it can also affect their choice.
The reservation process can also affect the guests' decision to book a hotel. The agent's interaction with the guests and the various facilities of the hotel can influence their choice of lodging.
After a reservation has been accepted, the agent creates a record of the reservation on the hotel's management software. This record serves as the start of the hotel's guest cycle. It contains the details of the reservation request to help the hotel provide the best possible service.
The hotel's reservation process allows the agent to complete various pre-registration activities for the guests. These include the assignment of rooms based on the requests of the guests, the availability of rooms, and the room rate that the hotel will charge the guest.
While the details of the reservation can help the hotel provide guests with helpful anticipatory services, the main goal of the reservation process is to ensure that the room is available when the guest arrives. 
The front office of a hotel processes the information of its guests, such as their names, contact numbers, and the duration of their stay. (Sameers ,2023)






	
Element 2 – Arrival 


	      The arrival stage comprises the room assignment and registration process. Following the arrival of the guest, the hotel's front office establishes a connection with them by providing them with necessary information about the facility and its services. The front office staff is responsible for promptly clarifying any inquiries that the guest may have regarding the room rate or other details of the reservation.
Before a guest can start the registration or check-in process, the front office should first determine their reservation status. Guests with a reservation or those without one can walk-ins and provide the front desk with an opportunity to earn a living. (Set up my hotel, 2023)
Upon arrival, a registration card or Reg. card will be provided to the front office, which will allow them to collect important information about the guest. The card should contain various details such as the reservation number, the number of children and adults occupying the room, the address, the passport and visa of the foreign nationals, and the credit card details of the guest. Since the hotel and guest have certain legal benefits, it is mandatory for the guest to present their signature on the card.
Upon completing the registration process, the guest's departure date and confirmation of payment are signed by them. They can be escorted by a staff member or given a room key.







	
Element 3 – Duration of stay 


	
The front office staff demean or during the occupancy stage can influence the guests' perception of the establishment.
The front office is the primary contact point for the hotel, and it is responsible for handling all requests made by guests. It also provides various supplies and information to the travellers.
One of the most important concerns that travellers have when staying at a hotel is security. This can be addressed by the front desk staff, which should follow proper procedures when it comes to handling various matters such as emergencies and the protection of valuables.
During the occupancy stage, various charges can be made to the hotel's account, such as phone, internet, and restaurant charges. These are posted to the guests' accounts according to the procedures of the front office. Room charges are the most common type of charge that the hotel collects.
The other financial tasks that the front office personnel perform during the occupancy stage include checking the balances of the guest accounts and verifying the charges that have been posted to their accounts. The general manager is responsible for receiving and handling complaints promptly. He or she should also provide guests with helpful information about the hotel's services and products, as well as arrange inter-city trips for them.
The security personnel play a vital role during the start of a hotel's operations, and they're responsible for ensuring the safety and well-being of the guests. All staff members must follow the facility's operating procedures, and they should always take the necessary precautions while handling the keys, personal property, emergencies, and deposit boxes. (Hotelier life, 2021)






	
Element 4 – Departure 


	
	The various aspects of the guest cycle, including the accounting and guest services, are completed during the fourth and final phase, which is departure.
After a guest has left the room, the front office will notify the housekeeping department and update the status of the room. This process can be done automatically through the property management software.
During this phase, the front office collects the feedback of the guests about the experience they had at the hotel. Make sure that the guest requires a shutter service prior to arranging. The front desk will update the room availability once the guest has checked out.
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Best Premier Inn
Yeovil town centre Premier Inn. Excellent location, really convenient in the centre, close to the bus station, L]
shopping centre, Hollywood bowl, restaurants etc. Ok Yeovil could do with some rejuvenation, but the
hotel was very clean, the plus room was good size, clean, very comfortable bed, good air con, ironing o
board, iron, kettle, coffee machine. Good glazing, keeping out any outside noise, rain shower head was
nice too, only criticism is it seems the extractor in the bathroom didn't do anything and there is a large. +
grill outside the bathroom door with an extractor that kicks in when turning on bathroom light, so all the.
steam stays in the bathroom until you open the door. Bathroom was clean and not damp, no mould or
anything so all good. Stayed in a couple of premier Inn before, usually at airports, but this is best I've
stayed in, others have not been as comfortable (hard lumpy bed) and smaller rooms.
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