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Introduction 

A student journal (learning log) that details the knowledge and experience gained on the following topic must be prepared for this small section of the assignment. Despite this, service technologies are now widely employed in the hospitality sector to provide top-notch services and monitor management, which will also be a focus of this research.

What are the primary abilities that needs to work at front desk? 
Specifically, front desk technologies enable employees to access large amount of customer information and integrate the information for efficient delivery of service to customers while saving operational time and expense (Chathot, 2007; Stamboulis & Skayannis, 2003). With effective front desk technologies, hotel customers have both timelier and more effective, customize service experiences (Bilgihan, Okumus, K. Nusair, Kwun, 2011). Almost all hotel chains require front desk workers to use a technology system to handle check-in and check-out, assign a room, give a key, and gather passenger information (Bulchand-Gidumal & Melián-González, 2017).
One of the characteristics of a world economy that is becoming more globalised is the apparent assumption that, aside from economic variation reflecting local conditions, those who work in the hospitality industry in Europe, North America, and Asia that need to be use a widely known or general variety of abilities. This, in turn, will require that employees have a similar upbringing in knowledge, education programs, and general level of expertise.
The hotel industry has changed and grown in the last ten years in organisational, product, and market aspects, which has had a substantial impact on the nature of employment in hospitality businesses. The impact of economic, more multiple ownership, and improved hotel chain branding are primarily to blame for the changes in the hotel industry (Go & Pine, 1995; Guerrier et al.,1998). The front office is typically understood to contain all areas of operation that revolve around the reception desk and its supporting facilities, where the key focus is on "meeting and welcoming" visitors, sharing information throughout their stay, and managing their check-in\out, including billing. The amount of activity in front office varies widely from hotel to hotel, depending on the number of rooms, location, and target audience of the business. Regardless of the hotel type, (Vallen & Vallen (2005) defines front office as serving as the primary point of contact for guests inside the establishment. Strategic planning of training is necessary to assist firms in achieving long-term objectives and keeping up with cutting-edge new technology. These days, interactive education is commonly used, (Sloman, 2007) argued that the job of the trainer has changed in the environment of the traditional learning trend to one of facilitating, amplifying, and directing learning interventions that satisfy organisational needs and are fit for the learner. In the hospitality sector, the function of the training professional is crucial for service strategy, customer happiness, and service quality. Getting and keeping business clients is strongly influenced by the value of the training provided and the skill of training specialist (Brotherton & Evans, 2010). 
It is the duty of hotel front desk staff to ensure that each visitor has a positive stay. Checking in and out guests, taking reservations, and responding to any inquiries from guests are standard tasks. For hotel front desk and guest service staff, communication is essential. You must also be a good listener if you want to communicate effectively. Listening takes up 45% of communication time. The goal of effective listening is to comprehend the visitor's question and minimise the errors. They converse with visitors on the phone and in person all day, so it's critical that they communicate properly and keep a cheerful attitude. A competent employee must remain composed under pressure since a front desk professional must multitask and handle numerous guests at once. The staff should be able to manage a range of jobs while yet being approachable to guests, even when the hotel is extremely busy. Also, the feel at ease using the system. Meanwhile, as they are frequently the first people a guest encounters when they enter the hotel, the front desk employees must be extraordinarily welcoming. Energy is an area of expertise. The main necessity for your engagement, activity, and problem-solving is your passion. You can gain achievement more quickly if you have energy. You must never display even the tiniest amount of tiredness. You must work hard and smile nicely while performing your duties. You must then 

welcome your guest warmly and improve that the hotel's reputation in this way. Which is why, the more positive you are, the more accomplishment will have as a hotel receptionist. A good guest services. Reception staff must be autonomous workers because the front desk is frequently separate from the main office level. Companies need staff members with quick decision-making abilities, strong dilemma abilities, and calm and peaceful personality. Receiving and sorting mail are among the duties associated with providing customer care, along with answering the phone and sending fast emails. Incoming calls must be answered, screened, and sent, and visitors must be directed to the appropriate individual or division.
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TASK DESCRIPTION COMPONENT TWO
Introduction 

Component One:
Contribution to Module Assessment: 25%



In this scenario: Letter of complaint 
The letter has been received from an unhappy guest, who departed the hotel without mentioning any issues throughout their stay.
You need to write a coherent, formal 500 written word response demonstrating skills for employment,
ownership and the application of problem-solving skills. 







	

Problem
	

Why did it happen?

	

What are you going to do?
	

How will you prevent this from happening in the future?

	

What measures would you introduce to improve team effectiveness?


	
Guest complains.

Room not been cleaned as Premier Inn standards. 

Wi-Fi service.

Customer Service.

Noise levels in the Hotel. 
	
Housekeeping Team did not clean the room efficiently and is not checked over by receptionist.
	
First the guest will have a compensation, such as a free breakfast meal and a free feedback card on his next staying on any Premier Inn Hotel.

Otherwise, a free parking space.


	
By making sure that the housekeeping team members and the receptionists will get knowledge about the problem, getting further training and for the receptionist a while knowledge of how to check a room properly cleaned.
	
Making the housekeeping aware of the mistakes that they’re making by showing all the procedure correctly and their correct tools that is applied of a great standard cleaning, by also having team brief regularly to reminding them.





A bad review has the potential to do serious harm to your company. The best way to handle it is to accept responsibility for any problems that arose and to acknowledge the guest's remarks, by responding:


Hi Mrs Joanna,
We thank you for you taking the time to provide us with your feedback.  We are sorry to hear that your stay left you feeling let down, and we appreciate you bringing this to our notice. Every visitor should have a pleasant and convenient stay at our hotel, so please do not hesitate to let us know if something isn't right in the future so that we can work to fix it. We value your loyalty and hope to have you visit us once more soon! 
Regards,
Old Trafford Premier Inn. 

All customer complaints, whether made in-person or emails, must be right away resolutely handled. Instantly addressing a complaint demonstrates a commitment to both customer service and guest happiness. Monitor the progress of guest complaints to make sure the team members are informed and that the issue is addressed.  Finally, but just as importantly, giving all staff members training that will help ensure that any guest complaints are handled politely after they are reported. The best way to handle guest complaints is to address them immediately and with empathy. Acknowledge the guest’s feelings, take ownership of the issue, and provide a solution that is fair and satisfactory for both parties (Lavi, T. 2023). 


Component Two:
Trip Advisor review
Search and find a positive review for your current placement property. (This will need to be referenced as per the Harvard referencing guidelines).
You will need to write a 150-word response using the underlying concepts and principles of replying to positive feedback. 

Old Trafford Premier Inn Trip Advisor review 

[image: A screenshot of a hotel
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Show the customer that you are always committed to them, by responding: 

Hi Alex, 
We truly enjoy you taking the time to reach out to us about your experience. We are happy to learn that you thought our personnel was pleasant and that there were enough of options at the breakfast buffet. We are happy that we were able to live up to your expectations because we take pleasure in providing excellent service. We appreciate your nice sentiments once more and hope to see you again soon.
With regards,
Old Trafford Premier Inn. 
Whether a review is good or bad, you should always express your gratitude to the customer for taking the time to write it. After that, you can solve the main concerns raised by the client. While responding to every positive review is not necessary, it is crucial to ensure that any comments you do make are sincere, real, and fairly convey the guest's experience.
When a review is positive, emphasise the areas of your business that the client found enjoyable. Posting positive comments on online presence or social media accounts, is also a very wise move. This demonstrates to prospective guests that hotels operate with happy guests.  
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Component 3 PORTAFOLIO 4 ELEMENTS 

1.  Customer service skills.
2. Communication skills.
3. Organizational skills.
4. Problem solving skills.


2.
Communicating efficiently and effectively by written and spoken communication and physical expression is critical to providing excellent customer service in hospitality.
The most important aspect of communication is understanding.  As a result, when speaking with guests, you must show real feelings and a keen interest. Ask inquiries, listen to what they say, and answer appropriately. 
Communication is fundamental to every marketing purpose.  People require excellent written and verbal communication abilities. They must be engaging and engaging over the phone, in person, and in written communications. Whether interacting with clientele to ensure their pleasure or collaborating with staff to offer excellent service, successful communication is critical to the success of any hotel organisation.

Excellent communication skills are especially crucial in the hospitality sector because they may help you build relationships with your visitors, settle problems, and provide over all guest experience.

Clear and short communication aids in avoiding misconceptions and confusion that may delay the progression of activities.
In conclusion,
today, it is normal to reward your guests with attractive gifts, authorizations, offers, and free products to gain their loyalty.
Well, if you offer something truly intriguing, your chances of attracting new clients grow. Simply because referral advertising plays a huge part in these circumstances. It is usual today to make your customers achieves satisfaction. Guest conversation cannot be easily impacted or led using hard and fast rules.
It can vary depending on the guest and their demands, but after you've established the main standards, you can make room for exceptions.




1.
The customer service department's aim is to be visible and present to guests before, during, and after their stay. Your customer service department's goal is to deliver a great experience to your guests, whether that is through information, assistance, or making them feel comfortable and confident. As a result, they will be able to link exceptional customer service with your property and become repeat customers.
To boost your customer service, you must react to prospective changes in your visitors' conduct along with fresh developments in the hospitality business.
Also, attempt to find out how your customers feel on a frequent basis by checking the results of the feedback survey, reading online customer reviews, or speaking with them at the reception area of your hotel.  This will allow you to learn more about their visit, including what they liked and disliked. 
The hotel team members symbolise the company's reputation and values.  But they cannot be expected to simply understand what that means. They must be taught on everything from the hotel's brand values to the most effective technique to resolve customer service difficulties. Naturally, training extends much further than the first employee handbook and video programmes.  Training keeps occurring for all employees, including hotel managers. 
To assist your team, looking into participating in hospitality industry training conferences, training classes, and events on occasion. Customer services are beneficial on many levels, but it is critical to ask the correct questions at the right time. Poor customer service may be costly. 
In conclusion,
lack of customer service can drain your company's valuable resources.

3.
A hotel's organisational is critical to guaranteeing that it works properly. 
Hotels cannot function without organised staff, from hotel administration and payroll to guest check-in and hotel facilities maintenance. If the property is large, hoteliers may need to compensate with more workers, yet smaller properties may require less people per department. This system helps identify roles and duties, allowing your staff to perform their best work. It is also a strategy or major review established by a business owner to help clearly define the tasks and activities of each department, bringing order to all parts of the hotel.
Organisational Culture? Culture emerges anywhere societies are living and working together. Organisational culture encompasses the ideas, values, and attitudes that characterise an organisation. Organisational culture, like all cultures, evolves naturally, whether it remains intact or not, because hospitality professionals serve people, every interaction between them and your business provides, your consumers, and a taste of what your company is all about. Managing your hospitality culture, therefore, is critical if you want to make the proper impression on every visit.

4.
When people talk about problem-solving abilities, they frequently mean the capacity to deal with challenging or unanticipated circumstances at work, as well as complicated business difficulties. Businesses depend on individuals who can appraise both types of events and calmly develop solutions. Problem-solving abilities are prized by companies, they are also extremely valuable in other aspects of life, such as building connections and daily decision-making.
What is the definition of problem-solving skills?
Are the abilities to assist you to identify the cause of an issue and devise an appropriate solution. Although problem solving is frequently recognised as a distinct ability. Is essential in every job, at every level. As a result, successful problem-solving may need industry- or job-specific technical abilities such as interaction, imaginative thinking, collaboration, analysis, and active listening.

Conclusion 

The goal of this study is to be investigating the prospective roles of training experts in the hotel sector, and to have and see the knowledge way of skills and feature to be a good hotel front desk, by also highlighting the good quality for a front desk team member. Having the desire to learn or ambition to ask questions about a difficult circumstance is the first step in identifying a problem and then finding a solution. 
In the hotel sector, communication plays a critical role. Prioritise your contact with your guests; make sure they have clear and accurate information; answer their questions and requests right away; and take care of any problems or difficulties that could come up while they are there in person, online reviews, (negative or positive) social media and many more. All these things can have a big impact on businesses with future profitability.
The study specifically identifies effective strategies meant to meet the actual demands of workers in the hospitality industry in terms of growth.
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« See all 7 hotels in Stretford

Premier Inn Manchester Old Trafford hotel @ Visit hotel website 7 Deals About Location Reviews

Alex W wrote a review Mar 2022 o
Leeds, United Kingdom « 21 contributions » 16 helpful votes

Comfortable and welcoming stay - great breakfast

The hotel is directly behind the Wharfeside tram stop - it was even closer to the
stop than | realised. | didn't book for the evening meal and so it was fully booked
for the time | was available (1 was offered different times by the polite gentleman
on the phone) but it was just a relaxing 5-10 minute walk along the canal to
Salford Quays where | got dinner.

Every single member of staff | encountered was extremely friendly and
welcoming. The room had good facilities - tea and coffee, extra pillows and
towels if needed, plenty of coat hangers, the shower gel was topped up, the loo
rolls were full. The bed was comfy although it did squeak a bit however it didn't
affect my sleep.

The breakfast was fantastic - a variety of juices, coffees, teas, hot food buffet
(sausages, bacon, black pudding, beans, hash browns, tomatoes etc), muffins,
pastries, yoghurt, jams and spreads, different types of breads, pancakes,
cereals. Just an amazing selection.

My favourite parts about my stay were: the friendly staff, the size of the room, the
breakfast, the location. | would definitely stay here again.
Readless &

Date of stay: March 2022

Rooms
Cleanliness
Sleep Quality

Review collected in partnership with this hotel @

This review is the subjective opinion of a Trivadvisor member and not of Trivadvisor LLC. Tripadvisor




