
	
[image: UWTSD new Logo]

Component One: Student Journal (learning log) 750 words +/- 10%
Contribution to Overall Module Assessment: 25%
	Student No:
	2234854
	

	
	
Module Title:
	Hotel Placement - Hotel Administration & Front Office Operations 

	

	
	Module Code:
	(BMIH4004)

	

	
	Lecturer:
	Giulia Chifari
	

	
	
	
	

	
Reflective Journal: Front Office Placement Experience at Morgans Hotel Swansea

Introduction: My placement within the front office department at Morgans Hotel in Swansea has been a valuable learning experience. While navigating the intricacies of guest service, communication, and professionalism within the hospitality industry, I was on a journey of self-discovery and skill development. In this journal, I will use the Gibbs Model of Reflection to analyse the experiences, emotions, and challenges I faced and how they have contributed to my professional growth. (LIUDMILA, STOYAN, and ELINA, 2020, p. 49-64).

Description: During my placement at Morgans Hotel in Swansea, I had the opportunity to take on tasks and responsibilities within the front office department. My initial week at Morgans Hotel was focused on observing and learning from the experienced receptionists. I watched them handle guest inquiries and manage bookings, check-ins, and check-outs in person and through phone and emails while adhering to customer data protection protocols. These observations provided me with insights into communication and customer service skills. (Vallen, and Vallen, 2014, P.166-178).
In the second week, I handled reservations, managed room allocations, and ensured accurate billing information. It became crucial to communicate professionally as it directly impacted guest satisfaction. Welcoming guests with a warm smile and promptly addressing their needs became natural to me, enhancing their overall experience. The tasks I handled played a role in shaping the guest service experience since the front office is often the point of contact for guests.  On their case study highlighted (Jawabreh et al., 2022). Effective communication and professionalism are essential in this department as they set the tone for a guest's stay.

Feelings and Emotions: I experienced a range of emotions throughout my placement. While I felt excited about learning skills and interacting with diverse guests, I also felt nervous due to the complexity of some tasks. However, as I gradually familiarised myself with the hotel's systems and procedures, confidence replaced apprehension, leading to an experience. (Choi, Mohammad, and Kim, 2019. P.199-208).
Challenges and Surprises: Navigating the fast-paced environment of the front office came with its fair share of challenges.  As pointed out by (Özdemir et al., 2019), Managing guest inquiries and check-ins during peak hours requires adaptability and problem-solving skills. Handling bookings over the phone put my abilities to the test. However, I overcame these challenges through perseverance and guidance from my colleagues.
Evaluation: Reflecting on my performance, I identified strengths that contributed to my success. These include communication skills, the ability to learn quickly and adapt, handling tasks simultaneously and remaining calm under pressure. I demonstrated proficiency in handling guest interactions in person and over the phone while maintaining a demeanour. However, I also recognised areas where I can improve. This includes enhancing my problem-solving abilities and becoming more skilled in conflict resolution techniques. While routine tasks were manageable for me, resolving issues independently proved challenging. These skills are crucial when addressing guest concerns and ensuring their satisfaction during their stay. (Tesone, 2010, P.55-59).
 
Impact: My placement experience at Morgans Hotel greatly enhanced my understanding of the front office's role in providing a positive guest experience. Interacting with guests and colleagues allowed me to appreciate the importance of creating a welcoming and efficient environment. Furthermore, it expanded my perception of customer service by emphasising the importance of empathy, professionalism, and cultural sensitivity in enhancing the guest experience as well as the reputation of the hotel itself. It highlighted how personalised interactions play a role, given the diverse nature of the hospitality industry. (Michael et al., 2011). Pp.26).



Ethical and Cultural Considerations:  According to (Tabari & Ingram, 2016). Encountering ethical considerations was bound to happen in situations that required sensitivity and respect for diversity. There were instances where guests had preferences or requirements, which made it crucial to be aware of individual differences. I handled these situations sensitively to ensure the hotel maintained a welcoming environment. One memorable encounter involved accommodating dietary restrictions for a guest with specific religious beliefs. This experience not only showcased the importance of respecting diverse needs but also provided an opportunity to enhance the guest's experience by going above and beyond standard service. 

Conclusion: In conclusion, my time at Morgans Hotel has been a journey of professional growth. The challenges, emotions and lessons learned have all contributed to my personal and professional development within the hospitality industry. It has emphasised the significance of communication, professionalism, and adaptability in ensuring guest satisfaction. Additionally, it has provided me with insights into the cultural considerations inherent in the hospitality sector.


Action Plan: Moving forward, I plan to enhance my skills and knowledge in the front office area. Specifically, I aim to strengthen my problem-solving and conflict-resolution skills through training opportunities and practical experiences. I make sure to stay updated on industry practices and emerging technologies. I also actively seek mentorship opportunities to learn from professionals. Moreover, I strive to broaden my understanding and sensitivity, which helps me continuously grow and succeed in my hospitality career. (Fanthome and Christine, 2004). 
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	Trip Advisor Review Response 150 words +/-10%

	





Dear Marian 
Thank you, Marian, for your glowing review of Morgans Hotel. Your kind words truly touched us! We are thrilled to hear that your stay exceeded your expectations and that you found our staff charming, friendly, and welcoming. Creating a Welsh welcome is at the core of our values. We are delighted to have you made you feel at home.
It brings us joy that you enjoyed our facilities and had a dining experience with delicious food during dinner and breakfast. Mandy, Jamie, and the rest of the team will be delighted to hear your kind words and feedback.
Your recommendation means the world to us. We are honoured that you consider the best in Swansea. We look forward to welcoming you back for another memorable stay in the future.
If there is anything specific you would like for your next visit, please do not hesitate to let us know.
Warmest regards,
Azeb Adera
General Manager Morgans Hotel Swansea.
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	Letter of complaint response 500 words +/- 1-%

	

Azeb Adera
General Manager
Morgan Hotel, Swansea
26 Somerset Place, Swansea SA1 1RR
azeb@themorgancollection.co.uk
01792 484848

February 12th, 2024

                              
                                                                                                                                                                                                                                                                                                      

Mrs Joanna Blake
 558 Longford Road, Swansea, SA1 2AR

Dear Mrs. Blake,

Subject: Response to Your Recent Complaint - Room 330 Stay
I hope this letter finds you well. First, I want to express my sincere apologies for the inconvenience you experienced during your stay at Morgan Hotel Swansea in Room 330. Your feedback is precious to us. I truly appreciate you taking the time to share your concerns.
I am genuinely sorry to hear about the cleanliness issues you encountered in your room. Ensuring cleanliness standards is our priority, and I want to assure you that we have taken immediate action with our housekeeping team to address this matter.
Our housekeeping team has received training to ensure they pay attention to detail regarding cleaning standards. We have also implemented an inspection process to prevent lapses from occurring in the future.
Regarding the Wi-Fi service, I apologise for the inconvenience caused by the unreliable connection. We understand the importance of an essential, reliable internet connection for our business guests like you. To resolve this issue, we have upgraded our Wi-Fi infrastructure so that all areas of the hotel can provide more dependable internet access. We are confident that these improvements will significantly enhance the connectivity experience for all our guests.
I am genuinely sorry about the disturbances caused by noise during your stay. Our utmost priority is ensuring our guest's comfort and tranquillity. I apologise for any disruptions caused by guests.
We have recently implemented stricter noise policies and increased our monitoring efforts to ensure a quieter environment for all our guests. Your comfort is paramount to us. We are taking proactive steps to maintain a peaceful atmosphere. Additionally, we are actively exploring soundproofing solutions to minimise external disturbances further.
Furthermore, I am genuinely sorry to hear about your dissatisfaction with the customer service you received. Providing exceptional service is a cornerstone of our hospitality philosophy. I apologise for any shortcomings you experienced. We have conducted training sessions with our staff to emphasise the significance of responsiveness and attention to guest needs. Our goal is always to ensure that every interaction with our guests reflects the warmth and professionalism of Morgan Hotel Swansea.
Mrs. Blake, I would like to express my gratitude for bringing these concerns to our attention. Your feedback is precious as we strive to improve and exceed guest expectations. As a gesture of goodwill, I offer you a two-night stay in one of our executive suites, where we can guarantee an exceptional experience that embodies luxury and hospitality.
Your feedback has been constructive in highlighting areas where we need improvement. We sincerely appreciate the opportunity to learn from this experience.
We take your concerns. We are committed to ensuring that your upcoming visit will be outstanding. We sincerely apologise again for the inconvenience you experienced during your stay. We look forward to the opportunity to welcome you back and provide you with a delightful and trouble-free stay at Morgan Hotel Swansea.
If you would like to discuss your future reservation or any other matter further, please do not hesitate to contact me at 07965423178.
Thank you for your understanding and patience.
Sincerely,
Azeb Adera,
 General Manager,
 Morgan Hotel Swansea
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	Key Skills Required in Hotel Front Office Operations
Introduction.
The hotel industry is a competitive sector that requires a range of skills from its employees, especially front desk officers. As highlighted by research (Septarianj et al., 2020), the front office is the heart of any hotel, serving as the point of contact for guests and significantly influencing their overall stay. In this context, employees must possess skills to efficiently handle front desk operations, manage guest interactions, and address issues promptly. This essay explores and evaluates the importance of four skills for excelling in front-office operations within hotels: customer service, communication, organisational, and problem-solving skills. This essay will examine the significance of each skill and its practical application in the hotel sector through relevant literature and real-world examples from the industry.
Key Skill 1 – Customer Service Skills  


	Customer service is a pillar of success within the hotel industry because it directly impacts guest satisfaction and loyalty. As notice (Melián and Bulchand, 2017). Effective customer service in hotels encompasses abilities, communication proficiency, and empathy and goes beyond satisfying customer needs. It involves exceeding their expectations.
In the front office context, these skills manifest in welcoming guests, addressing inquiries, and resolving issues promptly and politely. An example of best practice is the Ritz Carlton, known for its legendary customer service. The Motto "We are ladies and gentlemen serving ladies and gentlemen", and the 3 Steps of Service, a fundamental principle at Ritz-Carlton, emphasise a warm welcome using the guest's name, anticipating their needs, and bidding them farewell warmly (The Ritz Carlton, 2024). Empathy plays a role in customer service by enabling front desk staff to connect with guests on a level of understanding of their needs and concerns more effectively. By highlighting the significance of empathy in building bonds with guests, overall satisfaction levels can be significantly improved. For instance, when a guest is dissatisfied with their room, a front desk agent who shows empathy can effectively address their grievances. Provide solutions to transform a negative experience into a positive one (Ngo, et al. 2020). 
The Ritz Carlton is well known for empowering office employees to spend up to $2,000 per guest per day without approval to resolve guest issues and enhance their stay promptly. This level of trust and empowerment underscores the importance of customer service skills within the hospitality industry. (Sirk, C., 2024).




	
Key Skill 2 – Communication Skills 


	
Front desk employees must possess communication skills to interact effectively with guests, colleagues, and other departments. Clear and effective Communication is crucial for conveying information accurately and addressing issues promptly. Researchers (JAWABREH et al., 2022) emphasise the significance of Communication in understanding guest requirements and providing personalised service. For instance, when handling guest inquiries in person or over the phone, front desk staff should clearly articulate information to ensure guest satisfaction.

Moreover, according to (Sudantari, et al. 2019). communication skills extend beyond verbal interactions, including written Communication like emails and reports. In today's era, where online reviews and social media greatly influence hotel reputations, the capability to communicate effectively through various channels is paramount. A practical example illustrating the impact of Communication is Marriott International's implementation of a "Chatbot" feature that enables guests to interact with hotel staff via messaging apps for seamless assistance and support (MD, 2017).







	
Key Skill 3 – Organizational Skills 


	

For front office staff to manage multiple tasks efficiently and maintain a smooth operation, organisational skills are vital.
In a fast-paced environment where customers expect service, being well-organized is crucial for prioritising tasks efficiently and meeting deadlines (Vallen & Vallen, 2014). Emphasise the importance of organisational skills in front office management for effectively handling reservations, check-ins, check-outs, and other administrative responsibilities.
For instance, front desk staff must handle guest arrivals during peak check-in times while accurately documenting guest details and preferences. Furthermore, organizational skills play a role in overseeing inventory, like room assignments and amenities, to prevent overbooking or shortages.
Hilton Worldwide has incorporated cutting-edge technologies and software systems to enhance organizational efficiency in its front-office operation. Hilton OnQ system includes the "Digital Key" feature that lets guests use their smartphones to check in, select their rooms, and access them without keys. Streamlines the check-in and check-out processes, enabling staff to concentrate on tailoring guest experiences rather than routine paperwork. (Hilton, 2023)






	
Key Skill 4 – Problem Solving Skills 


	
	In the dynamic environment of the hotel industry, challenges and problems are bound to arise. Front office employees must have problem-solving abilities to handle guest complaints, resolve conflicts, and handle unexpected situations effectively. Proactive problem-solving can prevent problems from escalating and uphold guest satisfaction.
Research conducted by (Kenesei and Stier, 2017) highlights the significance of problem-solving abilities in service interactions within the hospitality sector. For instance, when faced with overbooking, front desk agents must find alternative accommodations for affected guests while minimising inconvenience. Furthermore, staff members should be empowered to make decisions independently to address issues promptly.
A concrete example from the industry showcasing problem-solving is the implementation of the "Empowerment" strategy by Hyatt Hotels, where frontline staff are empowered to make immediate decisions to resolve guest concerns without requiring approval from management (Chitre, 2018). By providing employees with autonomy and confidence to handle guest issues promptly, hotels can improve guest satisfaction levels and foster loyalty.
Conclusion 
In conclusion, the effectiveness of a hotel's office operations heavily relies on the competency of its staff in skills such as customer service, communication organisation and problem-solving. Through examining literature and industry instances, this essay has emphasised the significance of these skills and their practical utilisation within the hotel sector. By nurturing and developing these skills among personnel, hotels can elevate guest satisfaction levels, cultivate loyalty among guests, and ultimately achieve success in their operations.
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