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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
It is wonderful to hear that the coziness of the room and overall functionality satisfied you. Our staff puts a lot of effort into making sure every little thing is perfect for our guests. I will let our cleaning crew know about your kind remarks. So that, they learn that you value the effort they have put in, they will surely be overjoyed.
We are happy to hear that our breakfast was the greatest you have ever had, and we are glad to offer a tasty and varied menu. We want every guest to be happy, and we are happy to hear that we were able to accommodate their unique dietary requirements as well. When you return to Newquay, we look forward to see you again. Whether it is enjoying the views, exploring the area, or simply relaxing, we will ensure your next stay is just as memorable as this one. Thank you once again for choosing to stay with us.





	Screen shot of referenced Trip Advisor review used:
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Source: Trip Advisor (2023)


	

	

	

	Letter of complaint response 500 words +/- 1-%

	
Dear Guest, 
I hope this message finds you in good spirits. Your recent correspondence regarding your stay at our hotel has reached me, and I want to extend my deepest apologies for the disappointments you encountered during your time with us. Your feedback is of immense value as we continually strive to elevate our services and guest experiences. I am grateful for the opportunity to address the concerns you have raised.
As the Manager at Hotel Victoria Newquay Cornwall, I take personal accountability for the issues you encountered in room 205 on Saturday, August 26th. I want to assure you that your concerns are being addressed with the utmost urgency and sincerity, as your satisfaction is our top priority. Your dissatisfaction with the breakfast quality is truly regrettable. Our culinary team is dedicated to providing a delightful start to our guests' day, and I am sincerely sorry that we fell short of meeting this expectation during your stay. We are meticulously reviewing our kitchen operations, sourcing the freshest ingredients, and implementing enhanced quality assurance measures to ensure that each breakfast served exceeds expectations. Also, the disturbance caused by the noise from a neighboring room deeply concerns me. Ensuring a tranquil and restful environment for all our guests is pivotal, and I take full ownership of the inconvenience this caused you. We are conducting a comprehensive evaluation of our room allocation process and exploring improved soundproofing solutions to guarantee a peaceful atmosphere for all future stays.
Moreover, the cleanliness oversights in room 205 are unacceptable. Hygiene and cleanliness are primarily considerations of our service, and I am genuinely appalled that our customary standards were not met. Immediate steps have been taken, including extensive retraining of our housekeeping team and the implementation of rigorous inspection protocols to ensure pristine cleanliness in every corner of our premises.
Your invaluable feedback has triggered a comprehensive reassessment of our operational procedures. To express our deepest apologies and reaffirm our commitment to regaining your trust, I would like to offer you a complimentary three-night stay at our hotel during your next visit. This will allow us the opportunity to showcase the tangible improvements we've made and assure you of the exceptional experience that awaits.
Please feel free to reach out to me directly at customer care to arrange your complimentary stay or discuss any additional concerns you might have. Your satisfaction remains our utmost priority, and I am personally overseeing the implementation of corrective actions to ensure a seamless and delightful experience during your future visit.
Once again, I apologize for the inconveniences you faced. Your feedback is integral to our pursuit of excellence, and I am fully committed to ensuring that your next stay reflects the elevated standards we consistently strive to uphold.
Thank You.



Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
The pre-arrival stage is a critical phase that sets the tone for a guest's entire experience. This stage involves interactions and preparations made before the guest arrives at the hotel. Kosar and Kordić (2018) emphasizes the significance of this phase in understanding guest preferences, facilitating personalized communication, and efficient booking procedures.
Effective pre-arrival management involves several key elements including personalised communication, Anticipation of Guest Needs, and booking procedure efficiency. As per Han et al., (2019), establishing communication channels with guests before their arrival allows for personalized interactions. Similarly, The study of Blank (2020) also highlights the importance of using guest data to customize messages, understand preferences, and offer tailored services. Moreover, anticipating and catering to guest needs before arrival is crucial which helps to increase guest satisfaction. Utilizing data analytic and guest profiles helps in predicting preferences as Gil-Soto et al., (2019) emphasize the value of anticipating needs through effective data collection for a customized experience.
Numerous studies discuss various elements in which streamlining the booking process and providing clear, concise information about reservations is essential. In the view of Sann and Lai (2020), an efficient online booking systems and user-friendly interfaces enhance the pre-arrival experience. For instance, Marriott International's Bonvoy app is a prime example of effective pre-arrival management. The app allows guests to not only book rooms but also pre-select preferences such as room amenities, dietary requirements, and even use digital keys for a streamlined check-in process (Choudhury and Deka, 2018). This aligns with the literature's emphasis on personalized communication, anticipation of needs, and efficient booking procedures.


	
Element 2 – Arrival 


	
Consdering the next stage “the arrival stage” marks the physical interaction between the guest and the hotel, playing a crucial role in shaping the guest's initial perceptions (Bangwayo-Skeete and Skeete, 2022). The study of Gladkikh et al., (2022) further discuss the significance of minimizing waiting times, providing warm greetings, and ensuring efficient check-in processes during this phase. In this stage, prompt service and reducing check-in times are critical as Lee (2018) underscores the importance of swift and hassle-free check-ins in creating positive impressions. Other than this, personalized and warm greetings upon arrival significantly impact guest satisfaction therefore there is a need for a hospitable atmosphere during check-in, setting a welcoming tone for the guest's stay. Not only this,  streamlined check-in procedures, such as digital check-ins or mobile check-in options, enhance the arrival experience. Added to this, Özdemir et al., (2019) shared the importance of technology in ensuring efficient and hassle-free arrivals.
This example helps to understand the importance of element in the arrival stage; the Ritz-Carlton is renowned for its exceptional service ethos during the arrival stage. The staff, trained under the "Ladies and Gentlemen serving Ladies and Gentlemen" philosophy, ensure personalized greetings, offer immediate assistance, and facilitate swift check-ins (Gladkikh et al., 2022). This aligns with literature highlighting the importance of minimizing waiting times and providing warm welcomes to guests upon arrival.

	
Element 3 – Duration of stay 


	This stage encompasses the time between arrival and departure, representing a critical phase for maintaining guest satisfaction and engagement. The study of Choudhury and Deka, (2018) highlights the significance of personalized services, tailored experiences, and efficient communication channels during this stage.
With the help of personalised services, tailored experiences and stable communication, the overall guest experience can be polished. It can be said that understanding and fulfilling guest preferences through personalized services contributes to increase customer satisfaction.  Research conducted by Özdemir et al., (2019) shed light to importance of utilizing guest data to offer tailored experiences and amenities. In this manner, curating unique experiences for guests enhances their stay which emphasises the need for hotels to provide customized activities or amenities that align with guest preferences.
Apart from this, establishing effective communication channels for guest inquiries or requests allows to extend guest stays as they feel welcomed during their stay. In this regard, there is a value of technology in facilitating prompt and seamless communication between guests and hotel staff. The example of “The Four Seasons Hotel” helps in better understanding as the hotel excels in providing personalized experiences during a guest's stay. By maintaining detailed guest profiles, they anticipate and cater to individual preferences, ensuring personalized services such as room amenities, dining choices, and even recreational activities. 

	
Element 4 – Departure 


	The last stage of guest cycle is departure stage which represents the culmination of a guest's stay and is an opportunity for hotels to leave a lasting positive impression. Research by Gil-Soto et al., (2019) underscores the importance of a smooth check-out process, expressions of gratitude, and feedback collection during this phase.
Key elements for effective management during the departure stage include smooth check out process, gratitude attitude, and active feedback collection. It is evident that ensuring a swift and hassle-free check-out process enhances guest satisfaction (Choudhury and Deka, 2018). However, there is emphasize towards the significance of efficient departure procedures in creating positive lasting impressions. Further more, expressing gratitude and acknowledging the guest's stay is important to ensure customer loyalty. Numerous studies have discussed the impact of personalized farewells and gestures of appreciation on guest sentiment. Similarly, encouraging guests to provide feedback is valuable for service improvement that not only beneficial for guest, but for the hotel. In order to ensure positive guest experience, Sann and Lai (2020) underlines the  importance of collecting departure feedback for enhancing future guest experiences.
For instance, The Langham Hotels focuses on the departure stage by actively seeking guest feedback through follow-up emails after guests' departure. This approach encourages guests to share their experiences and suggestions, demonstrating a commitment to continuous improvement (Choudhury and Deka, 2018). Similarly, The Wynn Las Vegas provides departing guests with handwritten departure cards and complimentary refreshments, ensuring a memorable departure experience.
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Great hotel and location

We loved our stay. Very grand hotel. The breakfast room has sea views so you
can watch the surfers while eating breakfast. There's a pool, we didn't use that.
The room was traditional, nicely decorated with a very comfy bed. The cleaners
do an amazing job, the entire hotel is spotless. Fresh towels and tea bags
replenished every day. Staff are all very friendly and go above and beyond to
help. Breakfast was the best buffet breakfast I've had., everything you could ask
for. Vegetarians and vegans are catered for and dogs are allowed. Next time we
are in Newquay we will definitely stay here again.

Read less

Date of stay: September 2023

Trip type: Traveled as a couple




