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Component One: Student Journal (learning log) 750 words +/- 10%
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 
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Key Skill 1 – Customer Service Skills  
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Key Skill 2 – Communication Skills 
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Key Skill 3 – Organisational Skills 
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Key Skill 4 – Problem Solving Skills 
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Great hidden gem in the Lake District

We ate in the bar/conservatory, the food was delicious and the staff outstanding, thank you,
The gardens and breathtaking views of the lake also added to making it a great experience,
which we'd love to repeat. It's not too busy at this time of year, 50 a good time tovi

Read less &

Date of stay: February 2024
Trip type: Traveled with friends

0@ Volue 00000 Location
00000 s-rc-





image6.png
‘htips:/iww tripadvisor comHotel Review-180820-4191527 Reviews:
Liviuste House Sownees on Vingenmere Lake Disnet Cubrs Englang i

e would e to et or sinore spprecsion o e complmeniary remars you
ersced cur combe b snd consaretery Wit e re ectabo o aam et both the
mesland e sence were excepions Tis [ealials nderscores o commitment o
Craating racrdinary Spaenoes Your Sncers Spesaton for 1 AL Ut
rdins an th brestisong vistesof e Ik Lo oSS S VAT ouf hears
Your feedback nat we acoomplshed our abiechve ofofeing s erere snd sioyable
masaners for aHor UG v e oo = Gradty Spprecaad Your
gt conempiaton of & ure vih s Smoerly vauel Our personnel s edicates
o maintsining s benchmark of xcelience (> gusraniae that satn engagament i s
i cutstancing our ecion of o Senes and he e you devote 10 offng U=
your posiive fasdback arebothgretly sppracsted. We antopate your vt o
Uitouais Hote vpon your et

Bestragers,
Marian Auram,




image7.png
Task 2: Response to e Client's Letter:
Liotsits House Crook Rosd, Cuiis, LAZ3 33, Unted Kingdom
[am—

You have been a represriston ofhope and dasiefor me durin s e
‘somersaton. My Siere Spologies sre etendad 1 you for h complcstions ha have
‘e o & ret ofyourhotl reseraton. The sxpanance ha you 03 ough 1o have.
bean satsfacory s e of s problns. e would ke to xpress ur sppreciston
orthe fme you fookf provide s wihyourisightt input | o e 0 Spress my
‘pciogies for any inconvenience that may have been csused b our requestfor
PEym n 34/enca. Taking i consiiraion e nfcrmaton it you nave provded.
i cear hat e vl of commuricaton tht was provided sbout S ubjec o nct
mast ur expectatons. Plaase scosptour deepestspelogies for o dssppointmnt hat
Jou have axperinced We rcogrise he signifcance of hing Upf e xpecisions of
o cstomare A 1 vy mormen,we e 1 process of SRR and g o
reservaton rocedures o schieve rester arsparency and GarY.

1 woud asctht you pesse scospt my sincere apologes for the o rat has been
creatd by e T mberof retaLrants it prooe g bookings. Plsze
‘sc02p o sinore spologes s acknouleda it he sevie hat was provded G
ot e up o ur raitonelstandards. By e e v arved t o appesr i he
restaLran which was competly reserad, ned aady formed an adherte oiron of
o0 To putyourming o sz | om delighied ol you know it | nave begun the
procese 1 PrawAng o ar B Semant o yout TS ion et Wik
Cancaled. W place gret mpertance on your iy a ou hotel.snd we wildo
‘varyting i cur power o ansur that 5 & plessant xperience.

“The prablemstht you heve broughtup e cortrdybeing looked o by our taam. |
‘Woul ke 1o axpress ur et spprecison fo hving provided s with Such
insighfl inpt The Sncsrty wih wich you share you befs snd parspscives i
gl vluad, and e observaions st You miake ae of consderable sgrifcance. ie
prfcunly spologse sk we e not &bl 1o SShere your expecations SE0UL S
Sroots and comortsblesty, o i shoud have been oue 1 iy when £ comes o
Prowng oogings or Uests. Ve re 5k medita scho 1 Sedress tha concarms
e you e e i e ndertand how mpcrtant 1 o ke & 6003 st
impressicn

We s grsteu forthe s you have tsken o share your views and conosms wih s
ot bing hese scues o ur ol stendon.Vour commerts il senve 353
iving force bening curcrganizstorts fos o maks.th recued improvements, nd
08 &2 comrete o mplemantig hem. W respectly wan Sncihes apporuny o
‘i o improved senvie st e r2 difgenty werkng 1 partact thark you ot your
Sonsderaton

Bestragers,
Marisn Avram,





image8.png
Introduction:
Dus o he uesl e ofthe fron desk manager wih ptrons and s subtanil
infunce on i overs exparienc, the ot desk 5 a ndspensabie dlment o any
ospitslty rganiston. Fron desk personrel mustpessess & compraersive
uncersisnding of the fndamartsl sl nccessery fr o ofciet perato of e
Sfice Tris ooy wil sl ond evaliie e LnGamertal Sl necsssery for
‘chievement in e ont desk posion o  holel. Customer sevis,probem soling
Sbie, oganissonal easoring. and commiricaton re th focl ot of i eSsey

(Kasiiwal & Agarwal, 2016).




image9.png
Front desk personnel are the public face of the company and bear the responsibiity of
Givenng e-osptonsl customer senica, 3 il St i he presperty of any
hosptsty atabishment. Aording o Ancrene, (1983, proviang exoepicnsl customer
SEice = one of s most ol aors m atermiing concumer satsfacton and
oyt St st e font cask must possess the ity o sndcipate and setsfectorly
stend o th reqrement ofpirons. Daly, eceplorists e requiad o parfom

il tsks Mainaing composre an consigenn (e mercss of ol Aakehclders
i of imost imporian i prevant fesings of being overburdense or usiated
(Andraus, 1955) A srong sense ofprioes sn the bty o mutask gohand i
Rard, Sine you never et o glect which fasks e the s sl Let Us
onterplee e RosevciHote: & ol st has gsines kv fecogrion for 5
outsanding levelofsece It sppears et e htelGaRrHsEs ustomerentc
Siraigies 3nd ampowers 5 staf o genarse trique and Unforgetiabe vier
tpernos (Jayant, 2023)




image10.png
'Due to the constant interscion required st the front desk of e hotel with guests,
‘ooworkers, and alhr deparmert, efecive commurscation s are crcil, Frofcin
‘communication sbilfis faise the precse ransmisson o informaton s the
nderstanding of vistors deskas Brown, (2011) sty provices evdence st
maiiairing igh senvice aualy snd ostomer sfisfacton gereraly ecuies efecive
‘communicaion. Recepionss and ks engage n constant terscton. whther n
person, is amall or Sver e phone. Dus o thi, e capacey o dlary &7 coneisaly
Convey concepts is among the mostFghly asteemad aites. Receptiniss st heve
e solty 0 convey infommaton sucincly and wih ety ofvice. ou must seze
vy oppertunty 0 enhance your commiricaion sbifes, 2 hey constute & sl
‘component of your secratars dutes One Sirtegy o enhance ane'sscive steing
apabias 1 engege n focused atnton U 8 flephans conversaion wih e
Giner paty, ol by he yrinese of ek s (Eroun, 2011). Engeging i roup
chvites £ n sdiionsl commendable srategy for enhanting onds communicaton
profiencis. Canskir the hote el scenaro beou: Erontdask perscnnel t
Mariot Intematons receie comprehensiva aing in efecvay uising nonverbe
i veroal nicsoes 1 sanvey formaton. Ca, (302) past that s prscin sics
perscnneln culfvating s peroeption o professionalsm and matculousniss, thersby
ostering excaptionsl chen experiances (Wi, Florence, & Devis, 2023)




image11.png
Effectively managing  front desk requires en exceptionsl degres of crganisationsl
prowess. In st 1 rservatons, fon des perscnnl must possess e abilty o
izt Sechly manage vitoramivai s aepavtures, To ancee aparstonsl
‘heciraness, rotels racessiste  consicerabe degree of rgansstonsl sparise, a5
Sitad by . (2005) Noby Hotel axampifes a corporaton rat implemarts obust
organissioral rameworks. Dighslcheck natmates e ofred,and resevaion
S rsion = RSiSed A% 8 et ovaal operesonal fcency s crhenoss,
resuling i rduced wet frmes and smpifed procedures (Cho. 2008) Frontcesk
managers must be dependable bscause hey angage wih vitaly avey e and ant
8P erters thepreises. A istor waiing fr an arswes n an uneenced phone i
nsfordebl fo sny rganission, These shemates re bon unscceptade

The Revdsmental compaancies of areceptioi! corprie (e olowing:sutsoomy in
Wtk punchslty. Gl ek o bresk. ScoSpancs of comntabiny. and Scept
roblem-solving sbilties.




image12.png
Unanticpeed difculies may aise o sny moment n e dynsmic resmof el font
desk cparatons Tne capacy offon Gask personnel o promply denty snd rescive
issues s of imt importance n ensuring client coneniment Efctie r2s0luion of
Shent Ssues equires problem soing capebiy (eiso. Chuang, & Huang, 2012).
‘Among the sdiionslcrucsl esporabites i the rescuion ofany protiems st
7Stors may enootrar Toe dutce of e fronkdesk cark & comperabl 198
oniroctualsgrcament between he Pt 3nd 5 paions. Customers may Commuricste
el concams o thafont desk asistan i tephone o inperson st Gesk If
hallnges are e ront desk Saf s e reslve them nsapandenty o locste
o atemate il 6o 5o vithous deley. A4 extensiv repertir o interparsonsl
Shiies = asntel for  capatcher 1o fecvey clivate somnectons i Site
ollsgues. and vsicrs. An nsaisaciory reception can swily abotage an oharvise
fevoursie parception Consequenty. 5 ssental o e » cordislgresting
Socompan.ca by & piessant e, Guest<siefachon can s Scheved by sxening
i ffor A ospiay expat vl ncounter 8 Golas snd sense” diens whn
parons s contnt i S oL anG consecUanty Xt 8 Ngherpropensiy o
Tovit(Jaret Brenda, & Davi, 2005) A5 3 convaions practce wifi e ncusty.
Four Seatons Hotes & Resors ancourages proscive pronim.shin, The sy of
12 brand' personnel 0 adess concars st e mamerd of aracton deonstates
165 decicaion o resohng 5s0es o e guests paspeci (Karym Dgroec &
Detra, 2017)





image13.png
References
a5 03 Th mpacof i s anagerent s anpertions
e oy vty Sfrce ol Creratens Marogerr

s, 5. (15651, e ok Tring oot New Dl o G

S, T, &St L R0, e e forPresenic s e Tehas, efcive

S, T. 013, lneraiy i e Consdrin th o sty o “lrsl v

B L I EE—————————

B ——————————
et et ot f ooy s

O MU T———]
sttt Manopemene 1, 16570

i T, Chusn, M. &g, L (2015 T e, eterminns, ad s rocens o
renig At e s s .t f Aoy

e 5. B, M, Do (20051, modelfcosme s e ot sl sty

K D, D, (2017, Cloing ey R restece dpentrs Pl

i, (2006, Mactergonoscs: sy nd s o work st A s

L A —

s, Dy, C. & i, S (2022 APUKAS HOUSCICEPAG HOTEL ERBASS WESSTE
VOGN0, ot i Terapn ot Koo et 5,1

ebuet, (2020, ). Tosrision of S5 o 2 Il for fecionreveonrcasons.
S 3ref Rt et el s i o

i, 0L A, K. D, 201). et st e ot oo
cupsion. ermne s Comerperay s Mnagert, 1513,

S, e & (2018 gt the et of i o v Loyl S
S Vores i e, Gran. oo el of o) Stoies 4 3.





image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
Description:

“The apprenticeship a the front desk, commencing on January 30, 2024, proved {0 be a
Stimulating and demanding undertaking. Notvithstanding my preexising experience in
the hote industry, | was completely inadequate to handie the intricacies of the front
desk Providing me with an update on the day's actviies and acquainting me with the
front desk procedures, Louse, the supervisor,treated me wih great courlesy (Kanwar,
Shama, & Bakshi, 2023).

Feelings:
During the iniial two days, we difgently documented all arivals and departures
eviewed extensive procedures, and sticty adhered 1o the established protocols while
closely obsenving Louise. During the second week of the project, | was entrusted with
the duly o overseeing the check-n and check-out process for guests (Kasiial &
‘Agarvial, 2016). For my eficient performance, | was duly acknowiedged. | was subject
to coninuous supervision by the manager who was in charge during that period.
Regularly. the iniial undertaking of the day would consistofreviewing the checkin
cards (Kabangire & Kori, 2023). Following that, assistance would be provided wih
checkins and departures for guests. The hotelimplemented Rezlyn PMS as ts
management software, with two personnel iorking each shift a e front desk (Kanuar,
Shama, & Bakshi, 2033).

Advantage:
One advantage vias that it drew attention t the Front Desk, which s ital to the effcient
operation ofthe hotel. Upon realisng. the significance of the team's contributions, my
gratiude for ther exertions grew. A multtude of factrs contrbuted {0 the pleasurable
occasion, including the productive collaboration, the successful outcome, and the formal
recognition (Andrews, 1935).

Drawbacks:

Due to the hotefs impeccable reputation, patrons brought with them exceptionally high
‘expectations. As a recepfionit or an upscale restaurant, | was under considerable
pressure o meet these requirements, which made my positon diffcull. There were both
posive and negafive influences on the enfire encounter (Nataia, Deasy, & Alvia,
2022). Numerous variables affec the level of signifiance atrbuted 1o the ront desk
‘experience. A posiive experience s comprised of several essential components, such
a5 2 foeling of achievement and cohesion within the team. Hawever, he placemens
overall impression might be influenced by the Agorous requirements and challenges
(Brown M., 2022).
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dung s lscament

Acton Plan:
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