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Identify key skills required to work within the hotel Front Office

The needs and desires of tourists have altered because of globalization. These changes have created difficulties for the hospitality sector, particularly for hotel management. The managers of today's hotels must be aware of and responsive to the changing wants and demands of their customers in the highly competitive hospitality industry (Abdullah et al., 2012). In this essay I tried to identify the main skills needed by the reception staff, I will also talk about the few skills I noticed I have to deal with the situations at Rossington Hall.
The front office is usually perhaps one of the departments with the highest visibility in the hotel sector. It represents the initial and ultimate area where a customer has direct communication with the business (Edexcel Limited, 2010). Also, is primarily in charge of providing and streamlining the course of customer purchases and amenities across every of the four visitor process phases: pre-arrival, arrival, occupancy, and leave (Sudhir, 2013). 
In the hotel sector, first impressions are important. To give visitors the impression that you are trustworthy and competent, you should present yourself professionally. The front office staff's main responsibility is to provide great client service. That way, throughout the placement, I had a decent and neat outfit, to create a good relationship between the hotel and its customers and we were also polite, vigilant, and responsive to visitor requirements and demands. Following the survey of 60 people, a study carried out at the Mercure Hotel Pattaya regarding the professionalism of the employees at the reception shows that it rose to the height of the customer's expectations, the staff having both a special physical presence and an appropriate attitude (Sriyam, 2010).
Secondly, it is essential to communicate clearly and effectively. The front desk staff must communicate with clients, co-workers, and other hotel divisions. Compared to employees in other departments, they interact with customers more, and they cater their services to their needs and expectations. Also, speaking various languages can be a big plus in many hotels, especially in touristy areas. It enables you to interact with a wide variety of visitors (Sriyam, 2010). I admit that communication in a foreign language is not my strong point, but I gave all my effort in this regard, and the future, I want to improve this. The same study mentioned above shows that the front office staff was able to communicate effectively, was attentive to details, and knew how to identify the needs of customers. 
Thirdly, being familiar with computers is crucial because front desk staff frequently use reservation and property management software. Due to their efficiency and efficacy in doing repetitive tasks, manipulating data, calculating numbers, and being quick and accurate, computers are frequently employed in front offices today (Ansah et al., 2012). Thus, possessing tech knowledge is now essential to increase production and efficiency rather than being a complementary ability. Like any young person, I mention that technology attracts me a lot, so I am always willing to learn new things in this direction. Therefore, I liked to discover that I already possessed this ability in proportion to 80% and I managed to face the challenges at Rossington Hall.  Also, in the same study at the Mercure Hotel, with these skills mentioned above, the front office workers managed to satisfy the client's needs and be at a very satisfactory level for them.
When visitors are checking in and leaving, phones are ringing, and there are demands to deal with, the front desk is frequently a center of activity. It's critical to be organized and effective at handling many different tasks (Korez et.al., 2016). In the hotel where I completed my placement, many reservations and guest inquiries are made over the phone, so having friendly and efficient phone manners is essential. 
Furthermore, it is essential to maintain accurate records and bills. To prevent errors when processing reservations, billing, and other administrative activities, front desk staff must pay strict attention to detail. Mentioning this ability reminds me of an incident during the placement where the hotel was full, and by mistake, the receptionist made an extra reservation for a young couple, without realizing the mistake made. What followed is easy to imagine: when the young people showed up for accommodation, there were no more rooms available, so the adaptability of the receptionist made him call the hotels in the area to find accommodation for those young people. The problem was solved, and the customers understood the situation. To be honest, I do not think I knew how to manage this situation any better. From this experience, I learned that I need to find quick, practical answers and it is important to be able to handle these situations with grace.
In conclusion, to deliver a great guest experience and make the hotel run efficiently, these abilities are crucial for individuals working at the front desk of a hotel: Communication abilities, multiple languages, a sincere desire to meet guests' needs, and taking pleasure in doing so, the capacity for creative problem-solving and action orientation, technological know-how, as well as a focus and drive for bringing in new customers and keeping existing ones, are all desirable. Additionally, the personnel, and especially I, can build these abilities and keep current on industry trends with the aid of continual training and development (Sudhir, 2013).
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	Trip Advisor Review Response 150 words +/-10%

	
Hello! We are very grateful for your kind words and thrilled that you had such a wonderful experience with us. Everyone at Rossington Hall was so proud to hear such wonderful comments! It is always a pleasure to live up to the expectations of our customers, that's why we appreciate very much that you left a positive review. Yes, you are right, the owner, Gary, is an extraordinary person who does his job with great dedication and passion. I also remember that your room was close to the reception, which made your stay more satisfying because you could easily ask anything, anytime. This treatment is due to all employees whose skills are at a high level, but who also have a special respect for the well-being of customers. We hope to see you again soon at our hotel, which makes us promise the same quality services with which we delighted you last time, or why not even more satisfactory! 

 With respect,
 Mihaela Suruianu!
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	Letter of complaint response 500 words +/- 10%

	
Mihaela Suruianu
Rossington Hall
Great N Rd, Rossington, 
Doncaster DN11 0HR, 
United Kingdom
October 31st, 2023

Subject: Reply to Guest Complaint
Dear Sir/Madam,

I hope this letter finds you well.
First off, I would like to apologize to you on our side for the dissatisfaction and inconvenience due to our services and facilities making you unhappy. It does not happen usually, but an issue is caused by the recruitment of a new employee, which requires proper training and development with some skills development sessions. Our previous staff is highly skilled, talented, and experienced but unfortunately, you are affected by the poor customer service of our new employee regarding the cleanliness of room 205. It will not be repeated. We will provide better guidance, training, and development to all the staff so they will not repeat those issues and mistakes. 
We highly respect and give value to our customers and provide them with all possible better services and facilities so they again visit our hotel. On your next visit, you will find proper tasty, delicious, warm, and fresh food. Next time you visit this hotel, there will be more appetizing meals so that you can start your day with great happiness and charm. 
Another challenging situation that you faced in this hotel is that you are disturbed and distracted by the noise of children, so this challenge can be tackled. Our management will provide you with a separate room which is far from the family room so you can live in the most peaceful and calming environment. Your sleep will also not be disturbed. Another issue that you are affected by is cleanliness so we will improve our cleaning staff as well who will take good care of all the hygiene and cleanliness because it is good for health and comfort. 
On your next visit, you will find our most skilled staff so that it will be easier for you to stay in this hotel, and your retention and engagement matter most because our customers are our priority. We always try to feel our guests and customers are valued and respected because we think that your engagement helps us to increase our productivity. It is also another big reason for the success and promotion of the hospitality industry in the UK. 
We promise that we will improve our system services and work practices to provide better services and facilities with the support of our management and highly skilled staff. Hope you will understand the situation and will not consider this our style. This mistake does not usually happen, but this time. 
Thank you for your feedback and for the care you show to improve our services so that we do not have any more dissatisfied customers.  We will greatly appreciate if you give us another chance to serve our services and facilities in front of you, waiting for you again at our hotel.

Yours Sincerely,
Mihaela Suruianu
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Writing in essay format 

	
Element 1 – Pre-Arrival 


	
During the pre-arrival period, the guest makes their first contact with the hotel. The mood of the entire visit may be established during this first exchange. Guests are more likely to begin their stay with a positive attitude if they have a smooth and pleasant experience at this point, which can increase their level of satisfaction overall. It is the stage before the visit of guests to the hotel when Rossington Hall and the front desk officer are aware that it is the time of arrival, so they start to work effectively. Rossington Hall provides better training and development to the employees so that they can welcome guests most happily and pleasantly (Rossington Hall, 2023). If employees are well-trained, then there are more chances that they communicate and coordinate with guests and customers most effectively and efficiently to attract them to the products and services of the hotel (Ndiuini et al., 2021). Mainly, before arrival, the hotel uses the right to pre-authorize credit cards. Similarly, Marriott Hotel in the UK also attracts loyal customers and gains their trust by providing them with better services with the support of employees and management JW (Marriott, 2023). Pre-arrival preparations are much easier because they help to welcome the customers with such greetings in the most peaceful and pleasant environment. The front desk officer is mostly responsible because guests visit the reception first. At this stage, customer relationship management with customers is used by Marriott (González et al., 2017).

	
Element 2 – Arrival 


	
The moment when visitors enter your establishment for the first time is known as the arrival stage. Their perception of Rossington Hall property is permanently impacted by the first impressions they get during this phase. Hence, Rossington Hall has a proper infrastructure of the hotel, which provides a hospitable, spotless, and well-kept entryway for guests. After the arrival, it is the responsibility of the front desk officer, manager, and all the staff of the hotel to welcome and greet the guests and customers in the most excellent manner. The biggest responsibility of the front desk officer in Rossington Hall is that he or she will communicate and coordinate with the guests and customers and interact with them in the most friendly manner with effective negotiation skills. These skills are also highly preferred and appreciated in terms of management and employment. During their visit, guests want to feel comfortable and secure. Rossington Hall should have peace of mind knowing that their personal information and belongings are secure from the moment they arrive. The front desk officer guides the customers by telling them about hotel timings, room locations, services, and facilities. Along with the front desk officers, managers, and staff members are also responsible for answering all the related queries to the guests and staff in order to satisfy them. Similarly, according to Freeman et al. (2020), Premier Inn hotel is also successful due to the greater support of the employees because their employees are highly skilled and provide greater productivity by engaging customers and guests (Premier Inn, 2023).

	
Element 3 – Duration of stay 


	
During the stay of the customer, whether it is short term or long term, Rossington Hall provides all the best services and facilities to the customers. It is essential to keep up a high standard of service quality for the duration of a guest's visit. From check-in to check-out, Rossington Hall gives service and meticulous attention to detail. Any decline in service quality while they are there may make them unhappy. Customers required proper, healthy, and safe food at breakfast, lunch, and dinner. Customers also require tasty and warm food without any delay in Rossington Hall, so staff members are responsible for fulfilling their needs, demands, and requirements in order to gain their attention. Customers and guests are also required to have proper hygienic and clean rooms, washrooms, and all the useful accessories in terms of clean clothes, bed sheets, towels, and various others. Hotel management trains their employees so they provide all the clean and hygienic stuff to the customers in order to make them happy. The county hotel is a highly successful and preferred hotel that satisfies its customers during their stay so that they can attract more individuals and engage them with the hotel. Also,  The Crown Hotel Bawtry – Doncaster, is a very pleasant place and is appreciated by those who pass by, this can be seen from their reviews on TripAdvisor (TripAdvisor1.co.uk).




	
Element 4 – Departure 


	
Rossington Hall provides better services and facilities after arrival during their stay. Hotels also make the memories of the customers more memorable so that they visit the same hotel next time instead of approaching another one. A friendly environment, greater affection from the staff, events and activities, a peaceful and calming situation, all the possible efforts to fulfil the requirement of the customers, and various other actions and activities are more attractive to make the engagement of customers for a long-term commitment (Rather et al., 2017). Visitors anticipate a simple and fast check-out procedure. Long wait times, billing errors, and delays can irritate customers and lower their satisfaction. Having a smooth check-out procedure is essential to making sure visitors depart happy. At the time of departure, customers not only make a commitment to visit again but also spread the word among their friends and families. At the time of departure, the hotel sees off all the customers and guests with love and provides them with some presents in order to make their retention and engagement long-term (Järvi et al., 2019). It is all possible with the support of management and employees, but skill development is highly preferred (Rahimi et al., 2017). Skills development and improvement enable the employees to provide increased productivity that impacts the overall performance of Rossington Hall and results in the development of financial stability along with profit maximization. In the reviews on TripAdvisor, Rossington Hall - Doncaster, has a highly knowledgeable and familiar staff with what it means to satisfy customers, being appreciated for all phases of their client's stay there. In the hotel industry, these phases are very important, this is understood and proven by Marriot Hotel -Leeds, which excels on review sites (TripAdvisor.co.uk).














Word count: 1017





References:

Alvarez Sainz, M., Ferrero, A.M. and Ugidos, A., (2019). Time management: skills to learn and put into practice. Education+ Training, 61(5), pp.635-648.
Cendyn (2021). Use technology to improve the guest experience. Cendyn.com, https://www.cendyn.com/blog/usetechnology-to-improve-the-guest-experience/. (Accessed on: 03 November 2023).
Freeman, J., (2020). On Determining the Value of Online Customer Satisfaction Ratings–A Case‐based Appraisal. Data Analysis and Applications 3: Computational, Classification, Financial, Statistical and Stochastic Methods, 5, pp.195-214.
Järvi, H., (2019). Customer engagement in the hotel industry: perceptions of hotel staff and guests. International Journal of Business Innovation and Research, 18(1), pp.109-127.
JW Marriott (2023). JW Marriott Grosvenor House London. [Online] https://www.marriott.com/en-us/hotels/longh-jw-marriott-grosvenor-house-london/overview/ (Accessed on: 31 October 2023).
Melián-González, S. and Bulchand-Gidumal, J., (2017). Information technology and front office employees’ performance. International Journal of Contemporary Hospitality Management, 29(8), pp.2159-2177.
Ndiuini, A. and Baum, T., (2021). Underemployment and lived experiences of migrant workers in the hotel industry: policy and industry implications. Journal of Policy Research in Tourism, Leisure, and Events, 13(1), pp.36-58.
Premier Inn (2023). Stevenage Central hotel. [Online] https://www.premierinn.com/gb/en/hotels/england/hertfordshire/stevenage/stevenage-central.html (Accessed on: 31 October 2023).
Rahimi, R. and Kozak, M., (2017). Impact of customer relationship management on customer satisfaction: The case of a budget hotel chain. Journal of travel & tourism marketing, 34(1), pp.40-51.
Rather, R.A. and Sharma, J., (2017). Customer engagement for evaluating customer relationships in the hotel industry. European Journal of Tourism, Hospitality and Recreation, 8(1), pp.1-13.
Rossington Hall (2023). WELCOME TO ROSSINGTON HALL. [Online] https://rossingtonhall.co.uk/ (Accessed on: 31 October 2023).
TripAdvisor.co.uk (Accessed: 08 November 2023).
TripAdviser1.co.uk (Accessed: 08 November 2023).

image2.png
Katie H wrote a review Oct 26
1contribution

00000

Cannot wait to return. What a place

Incredible! There is not enough positive words to describe this beautiful hotel.
We stayed here on Tuesdoy night and we had such a fabulous stay. Gary, the

owner, was attentive and the nicest man you will ever meet! The food was out of
this world!! Cannot wait to return.

Read less

Date of stay: October 2023
Trip type: Traveled as a couple
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