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I have experienced at Best Western Abbots Barton Hotel that Accommodation, food service, and other facilities are the primary services provided to guests by the Best Western Abbots Barton Hotel. By offering top-notch services and knowledgeable hotel personnel, it focuses on enhancing the visitor experience. (Madhura et al, 2023). The Best Western Abbots Barton Hotel's management is undergoing renovations and we are now working with short staff and with most of the managers and many or we are alone at breakfast and housekeeping (Xie et al, 2023).
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Figure: Gibbs (Zasali et al, 2023).
I have experienced at Best Western Abbots Barton Hotel that remarkably and joyously greeting visitors will draw them to the hotel and increase guest interaction. Greeting visitors and giving them sufficient information about hotel offerings are important tasks performed by front desk supervisors. (Madhura et al, 2023).  To get the visitor to remain, he must exhibit polite behaviour and gestures. The amiable demeanour of front desk supervisors facilitates the dissemination of information on hotel services to customers. (Zasali et al, 2023).
Description
Arriving in a serene environment, I used to be cordially welcomed by polite personnel. I have experienced at Best Western Abbots Barton Hotel that To communicate with visitors and persuade them with appealing conduct, interpersonal skills are increasingly important for front desk managers. The patrons are a diverse group of individuals, including business travellers and special visitors who are unaware of the amenities. (Madhura et al, 2023) In the first two weeks we were very well trained by the duty manager from housekeeping that in the 3rd week we were already confidently left to clean the rooms by ourselves. The same happened with the Food and Beverage manager who supported us and even at the moment we are taking the place of their staff working safely from 6 in the morning to organize the buffet and serve customers, because we are still on placement until March. (Xie et al, 2023).
Feelings
I was a little frightened in the beginning, but I quickly felt relaxed and relaxed. I should ask all the questions while maintaining eye contact and a smile on his face after listening to the visitors' inquiries. (Madhura et al, 2023). Through his vocal gestures and nice remarks, he should draw visitors' attention. Front desk supervisors who engage in active listening practices ensure that their clients feel valued and important. Providing accurate information and helping with hotel reservations, he also took calls from prospective customers. I have to pick up a foreign language as the hotel's front desk manager to interact with international visitors. It is easier for visitors to communicate their needs and expectations to front desk workers who speak many languages. (Zasali et al, 2023).
During my tenure at the Best Western Abbots Barton Hotel, I had the opportunity to receive training from the deputy manager of the reception department. She delegated the task of handling check-ins and check-outs to me. Initially, I was apprehensive, as it was imperative to accurately record notes during check-ins and collect the correct amount from guests at the reception. However, after a few attempts, I gained confidence and was able to manage the front desk independently during a couple of shifts.
Undoubtedly, the experience was a valuable learning opportunity that helped me cultivate my skills in the hospitality industry. It taught me the importance of precision, attention to detail, and the ability to operate under pressure. Furthermore, it provided me with a practical understanding of the reception department's operations and the vital role it plays in ensuring a seamless guest experience.
Overall, the experience was enriching and helped me develop competencies that are relevant to my career aspirations.
.Evaluation
I have experienced at Best Western Abbots Barton Hotel that the manager of the front desk fosters stress management in the office by managing the demands of providing excellent client service. The hotel's flawless service and steeply-priced amenities were a great deal liked. Along with scheduling guests and making necessary plans to improve their experience, he is also in charge of scheduling. (Madhura et al, 2023). Front desk managers who are proficient in time management can increase productivity by finishing tasks on schedule. Collaboration also helps him improve his expertise and professional style. Collaboration is improving hotel worker efficiency and establishing communication mechanisms. (Chen et al., 2019). All this was auspicious and it was a very big plus for us because in this way we could be in the position of section managers and we could learn and practice the work of receptionist and housekeeper as well as the work and duties of duty managers on all the sections. To do the tasks of the front desk manager, I must become computer literate. (Wirya et al, 2023).

Conclusion
After giving it some idea, I saw that I ought to do higher, specifically inside the regions of conversation and records readability. I have experienced at Best Western Abbots Barton Hotel that Along with other tasks, the managers have to handle payments and keep track of personal information. Hotels are using technology to speed up client services, save time when making reservations, and pinpoint problems more quickly. (Gellerstedt et al., 2019).Front desk supervisors must make sure that every hotel visitor has a positive experience. I have experience at Best Western Abbots Barton Hotel He is handling bookings, keeping track of check-in and check-out, overseeing facilities, and providing accurate answers to visitors' inquiries. The level of service excellence and personnel competency has a major impact on how engaged guests are with a hotel. A greater number of visitors were engaged and their needs were met with effective approaches thanks to the efforts of proficient front desk supervisors. (Madhura et al, 2023).
Action
I had mixed emotions as I said goodbye, taking with me type feedback and glad memories. I have experienced at Best Western Abbots Barton Hotel that The visitor is made aware of the hotels many discrepancies and service restrictions, and the front desk staff responds appropriately to address such issues promptly. To offer hotel services, the front desk supervisors attempt to converse with them in their native tongue- Having to make good decisions and solve problems is a requirement of my job as front desk manager. Along with focusing on client service, front desk supervisors are also working to improve communication protocols. (Wirya et al, 2023).
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	Trip Advisor Review Response 150 words +/-10%

	
Title: Visited My Hometown
Elle H
TripAdvisor
Reviewed in September 2023
Dear “Elle H”, we appreciate that you took the time to express your beautiful experiences. We thank you for your five-star rating, and for choosing to spend your weekend with us. We are always determined to provide the best services to all our guests, and we do not compromise with anything to give our guests the best comfort 
We sincerely appreciate your kind comments about our professional and skilled staff who work tirelessly to ensure your comfort. It brings us great joy to hear that you enjoyed our 24-hour pizza service and felt safe during your stay. We take pride in fulfilling our guests' expectations. We promise to make your future visits even more comfortable and memorable. 
It would be our pleasure to extend a warm welcome to you once again at our esteemed hotel, and to offer you an unparalleled level of service that surpasses even your previous visit. Our team is dedicated to ensuring that your stay is nothing short of exceptional, and we will do everything in our power to make your experience a memorable one. Thank you for considering our hotel, and we look forward to exceeding your expectations.












	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	
Title: Resolving guest complaint and guaranteeing a wonderful stay at Best Western Abbots Barton Hotel






Best Western Abbots Barton Hotel
Canterbury
Address: 36 New Dover Rd, Canterbury CT1 3DU, United Kingdom
Phone: +44 1227 760341
Dear Mrs Joanna Blake, 
We thank you very an awful lot for sharing your thoughts with us. We always admire your thoughts and it will help us to make our services better. 

We are sorry and apologize to you that you faced problems and difficulties during your recent stay with us. We regret that we could not fulfil your expectations, and your experience with us is lower than you expected. We further apologize to you that our staff was unable to solve the problems you faced (Sparks et al., 2016). 
Firstly you have been disappointed with the cleanliness of the room you stayed in. We always pay close attention to this aspect of any room at our hotel. But we inspected your complaint with our room cleaning staff. It is our misfortune that we had very little time after the checkout of one guest before you came into that room. We had a very little time cleaning that room and we regret to say that our room cleaning staff mistakenly overlooked some of the cleaning details. We are taking measures to train our cleaning staff more efficiently so that these kinds of mistakes never occur in future with cleanliness (Najmi et al., 2015).
Also, you shared your dissatisfaction with our internet connection speed as you faced disruptions and difficulties. As the Christmas vacation season goes on, we are welcoming a huge number of guests. This sudden increase in Wi-Fi users probably caused those disruptions. We are contacting experts to solve this matter, and we are increasing our capacity. Hopefully in future, you will never face this kind of problem with the internet (Beuscart et al., 2016).
You also shared your disappointment about the noise coming from the neighbouring room at night. We are sincerely sorry for your discontent at night as it disrupted your restful sleep at night. We inspected this matter seriously and found out the reason why it happened. We checked our logs and found out that we had some available rooms that night. If you had called us and discussed the matter, we could have shifted you some another room where you could stay and have a peaceful night. We agree that we had some shortcomings with the room service, and we should have taken care of that. We are taking active measures so that such a thing never happens (Neirotti et al., 2016).
In your complaint letter, you also mentioned that the customer service you received was not up to your expectations. We are extremely sorry for not meeting your expectations with our customer service. As we said earlier, because of the vacation season going on at that time, our staff members were extremely packed with a large number of guests. But it is our fault that our staff members were not efficient in their jobs. We take your feedback very seriously and we will take every step to make sure that our customer service will be more professional, efficient and responsive (Sparks et al., 2016).
We will take your feedback very seriously, and once again, we are apologizing for the difficulties you faced. We will take action for every aspect you pointed out. We will enhance all our services. As a form of apology, we would like to offer you a GBP100 coupon upon your next visit to our hotel. We won’t disappoint you next time (Sparks et al., 2017).
Sincerely,
Marin Marius Enache
Line manager
Best Western Abbots Barton Hotel
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This is an essay that will focus on hotel administration and the front office. The essay will focus on the organisation named Best Western Abbots Barton Hotel which is at Canterbury in the UK. The organisation operates its business activities in the hospitality business industry of the country. This essay will explain and analyse key skills of the selected business organisation related to managing the front office operation (Hua et al, 2023).
	Key Skill 1 – Customer Service Skills  

	a successful hotel business organisation in the UK named Best Western Abbots Barton Hotel and its front office operation team always focus on the customer service skills of the front office team. The front office of a hotel business organisation plays the most crucial part related to customer service as this is the point where customers come first to take services (Zasali et al, 2023). The hotel business industry and its businesses such as Best Western Abbots Barton Hotel mainly offer services to the customers to operate business activities and earn profits. The front office operation team of Best Western Abbots Barton Hotel always cooperation with the customers in the organisation and ensures the best possible services to the customers to satisfy the customers in the organisation (Xie et al, 2023). The front office operation team of the organisation needs to work on the interpersonal skills development of the employees so that they can bring development in their interaction skills to provide better services to the customers. The employees of the front office operation of Best Western Abbots Barton Hotel need to ensure friendly behaviour in the workplace and customer service to bring development in the performance of the organisation. To ensure better customer service the front office operation team also need to show empathy to the customers, provide proper guidelines and ensure quick information to the customer to develop customer service skills (Bisena et al, 2023).








	
Key Skill 2 – Communication Skills 

	Communication skills are also a key requirement for the front office operation team of a hotel business organisation because they support the front office team to understand the wants and requirements of the customers. (Xie et al, 2023). It also supports the front office operation team to convince the customers, guests, and staff of the organisation. The front office operation team of Best Western Abbots Barton Hotel always try to develop their communication skills so that the organisation can easily deal with guests and customers from different demographics and ensure better performance in the organisation to perform better (Commey et al, 2023). The front workplace operation group of Best Western Abbots Barton Hotel usually strive to boost their conversation abilities so that the business enterprise can effortlessly deal with companies and clients from distinct demographics and ensure higher overall performance in the enterprise to function better. The communication skills of the front office operation team support bringing changes in the services of the organisation based on the feedback of the customers which plays a crucial role in developing the overall performance of the organisation. The front office operation team of Best Western Abbots Barton Hotel focus on both verbal and written communication and ensures clarity in the communication process to establish effective communication in the organisation (Ditya et al, 2023).

	Key Skill 3 – Organisational Skills 

	Organisational skills are also required in the front office operation team of a hotel business organisation. The front office team of Best Western Abbots Barton Hotel play the role of handling payments, providing information, managing reservations and checking guests in and out so proper organisational skills are required here to successfully perform all roles (Vainio et al, 2023). The organisational skills of the front office management team of the organisation support the team to play multiple roles effectively and also ensure the quality of work. (Xie et al, 2023). The hotel business organisation always tries to ensure the best possible services to the customers to grow the business successfully and create opportunities. The front office operation of a hotel business organisation plays a crucial role in ensuring better services to the customers. Based on the role of the front office operation there are some key skills are required in the operational team to ensure better performance (Madhura et al, 2023). For example, the front office operation team of the organisation apply the property management systems and reservation systems in the organisation so that the organisation can record all necessary information related to the guests and their requirements (Hua et al, 2023).



	Key Skill 4 – Problem-Solving Skills 

	Problem-solving skills are crucial for the front office team of an organisation because different times the front employees can face issues related to different wants and requirements of the customers. (Xie et al, 2023). The front team management and staff of Best Western Abbots Barton Hotel need to be clear and also aware of the rules and regulations of the organisation to solve any issue in the organisation (Wirya et al, 2023). To successfully identify the problems of the guests and customers the front office operation team of the organisation first analyses the issue and tries to find an effective solution so that the organisation can satisfy the customers as well as not hamper the reputation of the organisation (Madhura et al, 2023). The front office operation team of the organisation always need to focus on the situation and the areas of customer dissatisfaction in the organisation by hearing their statements and analysing their feedback. This will support Best Western Abbots Barton Hotel to understand the reason for the problem and play a crucial role in successfully solving issues to operate business activities by ensuring customer satisfaction (Zasali et al, 2023). 















Conclusion
The front office operation of a hotel commercial enterprise corporation performs an imperative position in making sure of higher offerings to the customers.  The front office team play a pivotal function in shaping the usual understanding of the hotel, and their talent in these capabilities enhances the hotel's recognition and visitor satisfaction. Based on the function of the front workplace operation there are some key competencies required in the operational crew to ensure higher performance 
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Visited my home town

Spent the weekend back in my home town to see friends and
some family.

Iwas a bit apprehensive about staying somewhere on my own
but 'm pleased to say | didn't need to be AT ALL!

The staff were so welcoming and helpful all weekend,
recommending the best places to go in town and they even
have a 24 hour pizza service which | was very thankful for on my
first night after travelling down from Scotland (very tasty).

Ielt very safe staying there and it's only about 10 mins walk from
town which was great!

Iwill definitely stay again and will be recommending to anyone |
know planing to visit Canterbury!
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