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“In the hotel industry, front-desk staff's character and interpersonal skills are becoming essential assets for optimizing service quality.” (Giacomel and Raveleau, 2020). In order to provide a remarkable guest experience, a hotel's front desk staff is essential. As the initial point of contact for visitors, their actions have a big influence on the hotel's reputation. This essay will list the essential abilities needed to succeed in this position.
Communication Skills 
Good communication is essential in the hospitality sector, especially for front-of-house operations. In the hotel industry, front-desk staff's character and interpersonal skills are becoming essential assets for optimizing service quality. They deal with guests on various topics, each needing a different set of communication skills, such as pricing and bookings, directions, and hotel facilities. Bookings require clarity, whereas introductions require a cordial tone.
In the hospitality sector, effective communication goes beyond encounters with guests. Effective communication among front office staff is essential for seamless operations, upholding service standards, and quickly resolving issues. Their excellent communication and writing abilities, which include precise wording, focused listening, and suitable reactions, improve guest experiences, boost team productivity, and support the hotel's success. “To put it briefly, effective communication at the front office is essential to the facility's efficiency.” (Sayin, Ö., & Karaman, A. 2019)



Technical Skills
In the digital age, front office staff’s technical skills have become crucial. They utilize a variety of software packages and processing systems to manage customer transactions. These systems not only require familiarity with hotel-specific software, often provided through on-the-job training but also demand strong technological skills for maintaining accurate customer records
Organisational Skills
Front office staff juggle multiple tasks simultaneously. They greet customers, answer phone calls, respond to managerial requests, work on computers, and solve guest problems. Strong organizational skills help them balance positive customer interactions with completing other tasks efficiently. 
Problem-Solving Skills
Solving problems is another essential ability for front desk employees. They frequently deal with unforeseen circumstances or concerns from visitors. Strong problem-solving skills enable them to provide customers with a positive experience by effectively addressing and resolving these issues.
Leadership Skills
Effective leadership abilities are also crucial for front-desk employees. During the holidays, they frequently have to oversee overtime and handle hectic shifts. They can delegate work, talk about areas for development, switch jobs, remind team members when to take breaks and assist individuals in becoming better time managers.
Adaptability and Versatility
In addition to being the front desk employee, the agent frequently fills in as the porter, housekeeper, concierge, and, if needed, the barman. Key qualities for this role include versatility and adaptability.
Reflecting on my own skills using Gibbs’ Reflective Cycle:
Description of the event: One busy evening, a guest arrived at the hotel and claimed that they had a reservation, but I couldn’t find their booking in our system.
Feelings: Initially, I felt a bit anxious and worried. I was thinking about how to handle this situation without causing inconvenience to the guest. I was also concerned about maintaining the reputation of our hotel.
Evaluation: The good part about the experience was that it tested my problem-solving skills and ability to handle pressure. However, the challenging part was communicating the issue to the guests without making them upset.
Analysis: Reflecting on the situation, I realize that such issues are not uncommon in the hospitality industry. It’s important to remain calm and patient. My communication and problem-solving skills were crucial in handling this situation.
Conclusion: In retrospect, I could have double-checked with other booking platforms or contacted our booking management team to confirm if there was an error in our system.
Action Plan: If a similar situation occurs in the future, I would first apologize to the guest for the inconvenience. Then, I would check all possible sources of their booking information. If necessary, I would coordinate with my team or manager to find the best possible solution for the guest.
Front office managers control every facet of the company, including bookings, guest services, concierge, and visitor check-in and check-out, using hotel front offices as an example. In addition to having excellent interpersonal and leadership qualities, they must be able to interact with clients, employees, and other hotel departments in an efficient manner.
In summary, it is impossible to overestimate the significance of front-office abilities in the hospitality sector. They are integral to delivering high-quality service, enhancing guest satisfaction, and ultimately, ensuring the success of the hotel. Therefore, continuous training and development of these skills should be a priority for any hotel aiming for excellence in its service delivery.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear TravelLover425
Thank you for your wonderful review of your stay at Crewe Hall. We’re thrilled that you enjoyed the cleanliness and size of our rooms, including the upgraded feature room. Your compliments about our breakfast selection, evening meals, and our staff, especially Charlotte, are greatly appreciated. We believe that attentive and friendly service is key to a memorable stay, and we’re glad that Charlotte was able to make a positive impact on your experience. We’re delighted that you’re looking forward to returning.
We truly appreciate your feedback as it not only serves as a testament to our efforts but also as a motivator for our team to continue delivering superior service. Your intention to return is the highest compliment we can receive, and we eagerly look forward to your next visit.
Once again, thank you for choosing Crewe Hall and for sharing your experience. We’re committed to making your future stays as enjoyable, if not more than your last one.

Best Regards, Hotel Management






	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10-%

	


Dear Mr. Ronald Federick,
I hope you are well and in a positive spirit when you receive this mail. In regards to your recent stay at our hotel, you recently wrote a letter of complaint, which I am responding to.
    First and foremost, I want to sincerely apologize for any trouble you had while visiting. It is evident that we did not meet your expectations during your stay, even though we work hard to give our clients an amazing experience. We value your opinion greatly and work hard to do better with every visit.
    We are very sorry to hear that the breakfast did not live up to your expectations in terms of quality. We are sorry to hear that your dinner was cold and tasteless; we take immense pride in the quality and diversity of our culinary options. We regret not being able to provide you with a warm, delicious breakfast since we know how important it is to start the day off well. We will be conducting a thorough review of our food preparation and service procedures to ensure this does not happen again.
     As for the noise disturbance from a neighboring room, we understand how crucial a peaceful and quiet environment is for our guests, especially during the night. We do our best to accommodate all our guests’ needs, including those with young children. However, we regret that we were not informed about this issue during your stay. If we were aware, we could have offered a room change or found another solution to ensure a comfortable and peaceful night’s sleep for you. We will be reviewing our noise control policies to better manage such situations in the future.
     We maintain strict hygiene standards across all our rooms and facilities, as cleanliness is of utmost importance to us. It is concerning to hear about the condition of your room, particularly the presence of hair in the bath and an unclean toilet. These conditions are unacceptable and fall far below our usual standards. We have carefully considered your input and have spoken with our cleaning staff about this matter to make sure that a mistake of this nature doesn't happen again. We assure you that the conditions you described are not reflective of our usual standards and we are committed to preventing such incidents in the future.  
We express our regret for not being informed of these problems during your visit; we would have tried our utmost to solve them right away. Our team is always on hand to address any concerns or issues that our guests may have, and we encourage our guests to bring any problems to our attention as soon as they arise. This allows us to take immediate action to rectify the situation and ensure our guests have a comfortable and enjoyable stay.
     Once again, we deeply apologize for the shortcomings during your stay and appreciate your feedback. It is through feedback like yours that we can continually review and improve our services. We appreciate your support and hope to have the chance to provide you with even greater service in the future.

   Yours sincerely,
   Jessica Allen, Head Manager of Crewe Hall Hotel & Spa
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Writing in essay format 

	
Element 1 – Pre-Arrival 


		The ‘pre-arrival’ All pre-stay communications, the booking process, and any other interactions that occur before the guest's arrival at the hotel are included in the first phase of the hotel visitor cycle, known as the "pre-arrival" stage.  This is the point when a customer selects the accommodation and arranges the reservation, enabling the next step to go without any difficulties, based on the International Encyclopaedia of Hospitality Management (2005). The pre-arrival phase is critical as it establishes the tone for the visitor's stay; a seamless reservation procedure combined with effective communication may make a good impression.
   Hotels have their first opportunity to engage with the guest during this stage, making them feel valued and excited about their stay. “Many hotels, such as Marriott International, offer user-friendly online booking systems” (Corporate Social Responsibility: Concepts, Methodologies, Tools, and Applications”, 2018). These systems allow guests to choose their room type, check the availability of dates, and make a reservation in a few clicks. Not only does this simplify the booking process, but it also allows the hotel to showcase its services and amenities.
However, not all hotels offer such a seamless process. Some, like Grand Villa Hotels, may have a more complicated booking process due to the absence of an online booking system or a system that is difficult to navigate and lacks clear information (Williams and Ajinaja, 2019). This could lead to potential frustration for guests and create a negative pre-arrival experience.
These examples underscore the importance of the pre-arrival stage in the hotel guest cycle and how much a positive or a negative experience can impact the hotel’s reputation and business. Therefore, it’s crucial for hotels to aim for a booking process that is as straightforward and informative as possible.





	
Element 2 – Arrival 


	
The "arrival" stage, which starts when the guest arrives and checks in, is the second part of the hotel guest cycle. This phase comprises the guest's initial introduction to their accommodation, registration, and a warm welcome from the reception. Since it's the visitor's first time in person, a friendly greeting and a quick check-in procedure will help them feel appreciated and at ease. This stage provides the hotel with an opportunity to set a positive tone for the rest of the guest’s stay. "It's been reported that this process determines 75% of a visitor's overall pleasure with a hotel. A prosperous hotel must make every effort to guarantee the visitor is happy with every registration process step.  (Ismail, 2002).
 An example is “The Ritz-Carlton which stands out for its exceptional customer service during the arrival stage, which includes personalized greetings and swift check-ins” (Enz & Siguaw, 2000). This approach sets a high standard for the guest's stay. On the other hand, a hotel with a cold reception and lengthy check-in process can create a “negative first impression, potentially impacting the hotel’s reputation and business” (Stayntouch, n.d.). These scenarios highlight the importance of the arrival stage in the hotel guest cycle, emphasizing the need for a warm welcome and efficient check-in process.








	
Element 3 – Duration of stay 


	

The ‘duration of stay’ is the third phase in the hotel guest cycle and encompasses all the interactions that occur while the guest is staying at the hotel. This stage includes the use of hotel amenities, housekeeping, dining, and any additional services.
The period of the stay is the longest phase of the visitor cycle, and it is very important to guarantee the comfort and enjoyment of the guest. Memorable experiences can be both positive and negative. "A bad experience can be caused, for instance, by inadequate service" (Gilmore & Pine, 2002, p.87-88), which can lead to a bad review and probably they will not return and a positive experience during this stage can lead to favorable reviews and repeat business, providing the hotel with an opportunity to create a memorable experience for the guest. 
   The Four Seasons Hotel excels in enhancing the guest experience by offering a variety of in-house services such as spas, gyms, and gourmet restaurants (Camilleri & Camilleri, 2018). These amenities not only provide convenience but also add value to their stay. In contrast, Premier Inn, which offers only basic amenities, may not provide the same level of satisfaction 
    This comparison underscores the importance of the duration of stay in the hotel guest cycle. A hotel that offers a variety of in-house services can significantly enhance the guest’s overall experience. Conversely, a hotel that offers only basic amenities may not provide the same level of satisfaction, potentially impacting the hotel’s reputation and business. Therefore, it’s crucial for hotels to aim to provide a variety of amenities and services throughout the period of their guests’ stay to ensure guest happiness and repeat business.






	
Element 4 – Departure 


	
	The "departure" step, which concludes the hotel visitor cycle, entails billing verification and any further correspondence. This is the hotel's final chance to make a positive impression on the visitors. A smooth and friendly departure process can leave a lasting positive impression, increasing the likelihood of the guest returning or recommending the hotel to others.
   “A number of hotels, including Hilton, have implemented systems that allow guests to check out quickly, making their departure process more convenient” (Hantuli, 2016).  This lessens the effort for hotel staff in addition to saving guests time. In contrast, a hypothetical hotel has a lengthy check-out process and provides no follow-up. The guest would likely leave the Hilton with a more positive impression. A hotel that offers a smooth and friendly departure process, can leave a lasting positive impression on the guest.     
   Conversely, a hotel with a lengthy check-out process and no follow-up may leave the guest with a negative impression, potentially impacting the hotel’s reputation and business, (Mmutle & Shonhe, 2017). Therefore, it’s imperative for hotels to aim to make their departure process as smooth and friendly as possible. 
In conclusion, every phase of the hotel guest cycle is vital in determining the overall experience of the guest. Hotels may increase visitor happiness, boost their brand, and propel their prosperity by comprehending and handling these stages well.
It’s not just about what services are offered, but also how they are delivered. The ‘why’, ‘how’, ‘when’, ‘who’, and ‘where’ are just as important as the ‘what’.. 
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Wonderful

Had an excellent 3 night stay at Crewe Hall recently with family over half term. The rooms were spotless
and ample size. We had two rooms, a family room to sleep 2 adults 2 children and a normal double
room. The room for just two adults was upgraded to a feature room which are stunning! As these rooms
only sleep two, the family room was in the modern newly built west wing. Breakfast each morning was
fantastic. Ample selection, tasty, hot and the staff were also great. Special mention to Charlotte who
was so attentive each day. Food on an evening was also delicious, the Beef Pie was incredible! Overall
great stay. Look forward to going again soon.

Read less a

Date of stay: October 2023

Trip type: Travelled with family




