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I was appointed as the Front office executive at Imperial Hotel situated in London City. I went through a series of many interview rounds. It included identifying how professional I am at customer service. Do I have basic knowledge of spreadsheets, billing and handling room bookings, how strong are my communication skills? How flexible I am at work in regard to working for long hours and late-night customer bookings?  How are my organisational skills and good I am at paying attention to details? I even did a front office training course which included handling guest complaints, the procedure for left luggage, room reservations, security and safety checks, safe deposit checks and locker management, Smooth Check out procedure, request handling for special guests, forecasting availability of rooms, the establishment of room tariffs, tactics regarding potential demands, handling transport facility, verification of customer identity, call management. In the Imperial Hotels, I was expected to have a pleasant attitude and a friendly nature, knowledgeable, empathetic and confident. I was expected to handle customer queries and resolve complaints. They facilitated me to take smart decisions for the benefit of the company. I was expected to ensure an enjoyable and chaos-free stay and ensure that the guests are happy with our services and use our services again and again. I was appointed together with 5 more executives, and one was supposed to be selected as a senior executive who must possess some managerial skills too, but I could not take the opportunity as I was not much sound in managerial skills. However still, I will try to give my best for the placement I was offered.
The placement was done for various posts in the hotel and around 20 personnel were hired. There was a communication gap which was a bit chaotic. The management faced a lot of problems regarding the misreading of information. It can even be a lack of communication between the managerial staff and subordinates. Anyways everyone is aware that information tends to alteration while travelling to various levels. The more the levels of the flow of communication the more will be alteration hence it becomes very important for us to mitigate the different levels of flow of communication and encourage a clearer flow of information. To increase productivity, inter-employee communication is pivotal. The lack of proper communication affects the reputation of the company hence a good strategy to nullify the results is necessary. Effective communication is governed by a set of rules known as the 7 Cs of communication. They are civility, context, coherence, clarity, completeness, conciseness, and completion. Each of these Cs is essential for ensuring that messages are correctly comprehended and received. In order to avoid ambiguity and uncertainty, communication must be plain and unambiguous. Completeness highlights how crucial it is to provide all relevant details in order to prevent misconceptions. Conciseness encourages brevity and efficiency in communication, keeping messages focused and direct. The logical flow of ideas, or coherence, refers to how effectively information is arranged and related (Businessjargons, 2023). By delivering accurate and reliable information, credibility is established, leading to trust and dependability in communication. Context promotes taking into account current variables and prior knowledge that may affect comprehension. I, being a front office executive, need to know that civility emphasises the significance of communicating with consideration and respect, and treating others with professionalism. By following these guidelines, I can improve the impact of their messages, promote comprehension, and forge closer relationships with their audience. A viewpoint that focuses on the communication within hierarchical organisations is called bureaucracy theory of communication. It implies that communication in bureaucratic systems adheres to a formalised, structured process that is characterised by top-down message delivery (Felten and von Oertzen, 2020). This theory places a strong emphasis on my value of formal, transparent lines of communication, adherence to organisational policies, and standard operating procedures. The potential problems of information distortion, delays, and the hierarchical structure of decision-making are acknowledged by bureaucracy theory. Critics claim that while it may offer a framework for comprehending communication in formal organisations, it may neglect the significance of informal communication channels and the dynamic nature of interpersonal relationships in bureaucratic environments.

The skills I developed helped me to attain the desired objective. With strong technical knowledge, we need to equip ourselves with the basic knowledge of billing and filing in the digital platform and the use of various gadgets needed in the hotel industry. Working independently means taking initiative and working rather than waiting for someone to say what is to be done. Taking responsibility for mistakes without giving excuses. Completing the work without giving excuses and enquiring by seniors. The key to working independently is self-motivation, work ethic, Initiative, and integrity. To improve communication skills personal interaction helps. Good interaction with the guests and other staff proves to have a long-term relationship and business in case guests. A proper understanding of the need of the guests enhances a better service experience and satisfaction. To increase the overall performance of the hotel a well collaborative effort is required to be put by the employees together as a team. Background communication helps to improve the front office interaction too between staff and guests. To be a successful front office executive we need to be an active listener which will prove a better understanding of the problems of the guest or peers.  Being fully present in a conversation is necessary. Recapping the statement which is received, asking questions to follow up , showing empathy, and allowing the speaker to complete the message rather than jumping to answer. Voice modulation is a very effective tool for communicating effectively. A proper pitch and tone are to be maintained. Effective body language has to be used in accordance with the information given. Keeping cool and managing the stress level is a part of the interpersonal skills which is developed for effective communication.  Non-verbal communication includes face-to-face interaction which enables us to give feedback instantly. The four categories of nonverbal communication are kinesis, proxemics, paralanguage and physical appearance. The use of these ways helps develop interpersonal relations and display emotional empathy. It displays a positive attitude towards the complaints of the guests. Interpersonal skills need to be improved as the staff is the face of the organisation. It includes mannerisms and ways to greet guests with smiling faces. Respecting your subordinates, house staff and guests. Speaking and listening to the needs of peers. To create a positive experience for guests the staff has to be open to taking positive and negative feedback and work on it too. A polite attitude helps the guests to openly share their problems and being sincere and honest helps to build a long-term relationship and customer satisfaction. Staff can be motivated and. Proper daily meetings should be set up to assign daily tasks and weekly meetings has to be arranged for discussing any issue or taking proper feedback from employees to improve the service. 
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