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[bookmark: _Toc167319187]SUMMARY 
This report examines the operational aspects of front desk operations at the Double Tree by Hilton Metropole Brighton, aiming to enhance these processes in order to enhance visitor satisfaction and the primary objective of the study was to identify current inefficiencies at the front desk and propose practical solutions that can improve the overall client experience. 

On the other hand, the report involves a comprehensive analysis of front desk interactions, guest input, and operational procedures to identify particular areas requiring enhancement while these areas encompass the reduction of waiting times, improvement of guest check-in/out procedures, and provision of more customized guest services. The findings indicate that by integrating state-of-the-art technological solutions, such as self-service kiosks and mobile check-in applications, and conducting targeted staff training initiatives, it is feasible to significantly enhance operational effectiveness and elevate passenger satisfaction. 

The report also suggests a phased adoption of these concepts, commencing with pilot initiatives to evaluate their effectiveness and refine the approach as necessary as it is advisable for the Hilton Brighton Metropole hotel to use practical methods in order to effectively incorporate the proposed improvements into the hotel's operations. These steps include the use of new technologies, redefining staff responsibilities, and continuous monitoring of visitor satisfaction indicators to evaluate the effectiveness of the implemented changes so, the it shows an emphasis on the importance of utilizing an agile approach to efficiently address the needs of visitors and operational requirements.
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[bookmark: _Toc167319188]Introduction 

Firstly, the report explores the front desk operations at Double Tree by Hilton Metropole Brighton, exploring strategic approaches to enhance these processes and improve visitor satisfaction while the hotel, situated in the vibrant coastal town of Brighton, is a fascinating case study due to its high guest turnover and the ever-evolving demands placed on its front desk services. Double Tree by Hilton is renowned for its commitment to providing a welcoming and cosy environment for guests while, it is crucial to prioritize front desk efficiency to maintain the brand's reputation as it was stated by The Times, (2024).
The primary goal of this study is to recognize and resolve any areas of inefficiency in the front desk operations as the aim is to propose practical adjustments that can significantly enhance visitor interactions and overall satisfaction. The report seeks to assess the current protocols for guest check-in and check-out, the effectiveness of guest communication, and the allocation of front desk staff and the objectives involve evaluating the impact of incorporating technology at the reception desk and developing a series of actionable recommendations to enhance operations. 
In order to accomplish these goals, the study incorporates a combination of observational studies, input from guests, and interviews with hotel personnel while it also focuses on understanding the challenges faced by front desk staff and meeting the expectations of visitors, with the aim of improving the alignment between these two aspects. 
Furthermore, this report thoroughly analyses case studies and literature on hospitality best practices, integrating empirical data with well-established tactics in the industry and also, seeks to make a valuable contribution to the ongoing discussion on hospitality management by conducting a thorough examination of the front desk operations at Double Tree by Hilton Metropole Brighton. Specifically, it is dedicated to enhancing operational efficiency in order to exceed guest expectations aiming to provide the hotel management with valuable and data-based suggestions to improve service delivery at the front desk, which is a critical aspect of guest interaction.

[bookmark: _Toc167319189]Literature Review

Technology and Automation in Front Desk Operations
According to Crave Interactive, (2022), integration of technology into front desk operations has been a key area of interest in hospitality management research, aiming to improve efficiency and elevate visitor experiences while the advent of digital technologies, like automated check-in and check-out systems, self-service kiosks, and mobile apps, has revolutionized the way hotels interact with their guests. For this reason it is important for hotels that implemented self-service kiosks saw a significant reduction in check-in time, leading to improved guest satisfaction ratings. 
In addition, mobile applications that are designed for room selection and check-in procedures offer not only convenience but also give guests the power to have control over their accommodation so, it was suggested that mobile apps can enhance the visitor experience by facilitating direct communication with hotel services and providing personalized recommendations tailored to guest preferences. Furthermore, digital solutions improve the effectiveness of data administration, allowing for more accurate visitor profiling and customization of services, which are essential in today's competitive market. (Revfine, 2021)
However, the literature also highlights the significance of finding a balanced blend between technological advancements and personalized customer service as while automation can reduce labour costs and improve service efficiency, it may also diminish the personal connection that guests cherish as well as the fact that technology should not replace human connection, but rather enhance it, ensuring that technology enhances the visitor experience instead of hindering it as per VoiceOC, (2019)

Human Resource and Staff Training
The importance of the human element cannot be overstated in the hospitality industry, especially at the front desk where first impressions are formed as the effectiveness of front desk operations hinges on the staff members' ability to connect with people and find solutions to problems. Comprehensive training programs are crucial, with a particular focus on customer service, cultural awareness, and conflict resolution, to maintain exceptional levels of guest service. (Theseus, 2020)
While technology solutions are becoming more prevalent, it is crucial to remember the significance of providing empathetic and personalized guest service and guests often find greater satisfaction when they perceive staff interactions as genuine and compassionate. This highlights the fact that while technology can handle repetitive tasks, it is the human staff who truly embody the hotel's commitment to guest well-being, significantly impacting the overall experience as the effective staff training involves honing skills in utilizing technology as it was said by Journal Press, (2024).To avoid any inefficiencies and ensure a seamless integration into daily operations, it is essential for staff to be proficient in using newly introduced systems as make sure the employees understand how they work.
Calirom, (2023) reported that is important to enhance training programs by including technical skills training alongside interpersonal skills as this unique approach ensures that our staff is not only skilled in meeting the emotional needs of our visitors, but also highly proficient in utilizing advanced technologies to enhance service delivery. Typically, the front desk workers play a vital role in representing the hotel brand and their interactions with visitors greatly influence guest impressions and satisfaction while it is equally important to make sure that training programs are thorough and diverse, allowing staff to effectively meet the evolving and diverse needs of visitors while maximizing the use of technology tools.

Guest Feedback and Communication Strategies
Effective communication techniques at the reception desk are crucial for enhancing client experiences and efficiently managing expectations while research on various communication strategies reveals that guests greatly value clear and prompt communication. The opportunity to provide direct feedback has a notable influence on their overall satisfaction as the rise of digital communication channels, like smartphone applications and text messaging services, has made it easier for hotel guests and personnel to have quick and efficient interactions and these technologies make it easier for guests to express their concerns and make requests, which usually leads to quicker responses and a more personalized service.  (Duve, 2022)
Furthermore, Revivotech, (2024) have said that by promptly introducing guest feedback tools at the front desk, such as satisfaction questionnaires or digital comment forms, the level of service can be significantly improved whole the feedback mechanisms not only provide valuable insights for ongoing improvements, but also demonstrate to guests that their opinions are highly valued and taken very seriously. This can enhance guests' perception of the hotel's commitment to ensuring guest satisfaction and lead to higher rates of returning visits and in addition, it is essential to offer thorough training to front desk workers so they can effectively utilize these communication methods and respond appropriately to feedback. It is important for staff to have the required skills and knowledge to effectively handle inquiries and anticipate the needs of visitors, offering proactive solutions. 
Embracing a proactive communication approach creates a welcoming and attentive atmosphere that guests often consider essential for their satisfaction and loyalty to the hotel brand and hotels such as Double Tree by Hilton Brighton Metropole can boost their reputation and keep guests coming back by focusing on effective communication and actively seeking feedback at the front desk. This creates a more interactive and satisfying experience for customers. (Guest Touch, 2021)

Best Practices in Front Desk Innovations
According to Mews, (2023), exploring real-life examples of hotels that have embraced creative front desk operations provides valuable insights into effective strategies and their outcomes while a remarkable example is a luxury hotel chain that effectively implemented a unified guest service platform across all of its properties. This platform brings together all passenger interactions from different service points into a single system, creating a smoother and personalized guest experience so, the satisfaction scores saw a notable boost, particularly in areas related to the timeliness and personalized nature of our service. 
A mid-sized hotel has effectively implemented a bilingual front desk staff to cater to the growing number of international clients and this action significantly improved visitor communication and reduced misunderstandings, leading to improved ratings and an increased number of return visits from international tourists. As per Canary Technologies, (2022),  boutique hotel took a fresh approach by redesigning its front desk area to create a warm and interactive atmosphere while the makeover included comfortable seating areas and interactive screens that enabled guests to explore nearby attractions or manage their accommodations and the hotel experienced a positive impact on guest perceptions of the brand, as well as an increase in direct bookings.
These case studies highlight the importance of tailoring front desk operations to meet the specific needs of visitors and stay up to date with market trends so, hotels can significantly enhance the efficiency of their front desk operations by adopting innovative approaches. This can include leveraging technology, offering comprehensive staff training, or making strategic physical design modifications and every example demonstrates that purposeful improvements can lead to better visitor experiences, higher satisfaction, and ultimately, greater business success. (Duve, 2019)

[bookmark: _Toc167319190]Methods
The research methodology employed in this study involves utilizing a 'Case Study' approach, along with other techniques like reflective writing and netnography, to thoroughly investigate the front desk operations at Double Tree by Hilton Metropole Brighton. 
The report’s approach is ideal for conducting in-depth and contextual analyses of a specific phenomenon within its real-world environment as for this particular scenario, we will be focusing on analyzing the day-to-day activities carried out at the front desk of a hotel. According to Sunco, (2024), the case study methodology allows for a comprehensive examination of complex issues and can yield valuable insights that may not be achievable through other research methods while also, articles can capture and retain the intricate and meaningful aspects of real-life events, like the growth of individuals, the functioning of organizations, or the evolution of companies. 
However, there are limitations to the case study approach as Canary Technologies, (2020) argues that case studies have a narrow focus and their findings may not be applicable to wider contexts because of their unique nature. Moreover, these tasks require a significant amount of manual effort and require careful focus on every small detail, which can pose difficulties in efficiently managing the large amount of data collected. 
Reflective writing in research serves as a tool to capture the researcher's personal insights, thereby enhancing the depth of the study while understanding the dynamics and interpersonal interactions is crucial in the hospitality industry as it directly affects visitor experience and service delivery and by gaining a deeper comprehension of these factors, we can better address individual perceptions and prejudices. (Dovetail, 2024)
Netnography, a technique derived from ethnography, is incredibly useful for analyzing guest comments and interactions on digital platforms while according to Kozinets (2023), netnography offers valuable insights into consumers' experiences and cultural traditions through the analysis of their online behavior. 
When it comes to hotel front desk operations, Divetail, (2024) said that analyzing reviews and feedback shared on online travel forums and social media platforms can provide valuable insights into client satisfaction and areas for improvement and the study employs a comprehensive approach to analyze and improve the front desk operations at the hotel and it incorporates qualitative insights from the case study and netnography, as well as personal reflections to gain a deeper understanding of the collected data.

[bookmark: _Toc167319191]Case Study – Discussion
Hotel Overview
According to The Telegraph, (2023),  Double Tree by Hilton Metropole Brighton is a popular and widely recognized hotel situated on the beautiful Brighton seafront and it is well-regarded for its strategic location and extensive array of services. This hotel offers over 340 rooms and suites, designed with meticulous attention to detail to provide the highest level of comfort and luxury for both business and leisure travelers whole the amenities include a modern gymnasium, a high-end wellness center, flexible meeting spaces, and a selection of dining options to suit various culinary tastes. This place offers stunning views of the ocean and is conveniently located near Brighton's famous piers, commercial areas, and cultural landmarks and this is an attractive choice for those seeking convenience and quality. 
The hotel's operations generate substantial annual revenue, underscoring its prominent position in the local hospitality industry and Double Tree by Hilton Metropole Brighton boasts a dedicated team of over 200 staff members, each specializing in various areas such as guest services, culinary operations, housekeeping, and administrative duties. The staffing strategy is focused on maximizing the efficiency of all hotel operations to ensure the highest level of guest satisfaction while continual training programs are put in place to enhance the skills of employees and raise the bar for service delivery standards as per Visit Brighton, 2024)
In an article by Weekendr, (2024)  it was stated that Double Tree by Hilton has a widespread presence, with branches located in major cities and exotic destinations around the world and every branch exemplifies the brand's commitment to providing top-notch accommodations and tailored services. The Metropole Brighton is part of a wide network, enabling it to benefit from the brand's established reputation and operational expertise so, the hotel can leverage global marketing and operational strategies while also catering to the unique needs of the local market through this connection. 
To enhance guests' understanding of the hotel's surroundings, visual aids like maps and photos are utilized to showcase its proximity to key transportation hubs like the Brighton railway station and London airports and these graphics showcase the hotel's convenient location for travelers and its appeal to tourists, who can easily explore nearby regions on day trips. The photographs also showcase the hotel's exquisite architecture and how it effortlessly blends into the vibrant cityscape of Brighton, making it even more appealing to potential guests. (Amazing Hotels, 2022)
The hotel's activities are deeply intertwined with the unique geography and rich cultural heritage of Brighton and the city is famous for being a popular tourist spot because of its vibrant cultural scene, rich historical landmarks, and exciting nightlife. The Brighton Festival and Pride march draw in large crowds, resulting in a significant increase in the need for local accommodation so, the hotel may take advantage of these cultural dynamics by tailoring its services and marketing strategies to cater to the increasing number of visitors. Through careful coordination with local events and cultural activities, we are able to enhance the visitor experience by providing access to the best attractions in Brighton, while also increasing the occupancy rate of our rooms. (Handpicked Hotels, 2021)

Geographical and Cultural Context
Leap Scholar, (2020) portrays  Double Tree by Hilton Metropole Brighton which is located in a prime spot on the renowned seafront, as a stunning views provider of the English Channel and easy access to Brighton Beach and this prime location not only enhances its appeal as a picturesque destination, but also positions it conveniently close to Brighton's vibrant city centre, notable cultural landmarks like the Brighton Pier and the Royal Pavilion, and important transportation links such as the Brighton Railway Station. The exceptional level of accessibility makes it an appealing choice for both leisure and business travelers, enabling them to take short trips to cities or enjoy longer stays as per Britannica,( 2020)
The dynamic cultural atmosphere of Brighton, celebrated for its artistic expression, diversity, and historical significance, greatly influences hotel operations while the city hosts a wide range of notable events, such as the Brighton Festival, Pride, and the Brighton Fringe, which attract large numbers of visitors. The hotel takes advantage of these occasions by aligning its services with the events, often hosting related activities and tailoring its products to meet the specific needs of participants and this approach promotes a deeper connection with the local community and encourages cultural immersion. (Global Reputation Management, 2019)
Brighton's growing reputation as a hub for the technology and creative industries, combined with its appeal as a tourist hotspot, makes the hotel a fantastic option for business travelers as the hotel offers a wide range of business amenities, including fully equipped meeting spaces and a specialized business hub, to meet the needs of corporate visitors and event planners. (Topp & Digital, 2022)
The hotel's integration into Brighton's community is further enhanced by its commitment to inclusivity and sustainability, reflecting the local values that resonate with both residents and visitors so, the hotel’s role is not limited to being just a corporation; it also takes pride in being a responsible participant in the community. This is evident through its various initiatives, including environmental programs and community projects and the strategic location and active involvement of Double Tree by Hilton Metropole Brighton with the cultural and business dynamics of the city greatly enhance its operational effectiveness and appeal, making it a top choice for a diverse range of visitors. (Davidson Moriis, 2023)

SWOT Analysis
Strengths: The front desk at Double Tree by Hilton Metropole Brighton is renowned for its exceptional service and its staff, who are recognized for their warm and welcoming demeanor as the hotel's use of advanced technology, like digital check-in/out systems, is a significant advantage. Meyer, (2006) has described these systems improve the efficiency of the arrival and departure procedures, leading to shorter wait times and enabling the personnel to have more personal interactions with the guests while the staff's exceptional training in customer service ensures that visitors receive attentive and personalized attention, further establishing the hotel's reputation as a leader in the hospitality industry. 

Weaknesses: To enhance client satisfaction, it is important for The Double Tree by Hilton Metropole Brighton to acknowledge and rectify certain areas of improvement at the front desk, while also recognizing its positive aspects and a common challenge in the hospitality industry is the occasional inconsistency in service provision, often caused by frequent turnover of staff. Employee turnover can sometimes lead to a decrease in service quality during peak times, which can have a negative impact on guest satisfaction while also, the existing IT systems, although advanced, frequently encounter glitches that cause delays during check-in or inaccuracies in booking details, resulting in visitor dissatisfaction. (Solomon, 2016)

Opportunities: By incorporating customer relationship management (CRM) systems, front desk operations can be significantly improved as these systems allow personnel to quickly access visitor preferences and history, enabling a more personalized level of service. Expanding the language capabilities at the front desk could greatly benefit The Double Tree by Hilton Metropole Brighton’s  growing multinational customer base and this would enhance communication and reduce the chances of misunderstandings. (Marriott, 2013)

Threats: The primary external challenges involve meeting the increasingly high expectations of customers for seamless and highly effective service facilitated by technology, a trend that competitors are also adopting to a greater extent and, if there is a significant period of inactivity or malfunction in The Double Tree by Hilton Metropole Brighton information technology infrastructure, it could lead to operational disruptions. This, in turn, may affect how guests perceive the hotel and potentially harm its reputation. (Sturman et al., 2011)

PESTLE Analysis
Political: The political landscape in the United Kingdom, especially following the Brexit decision, has significant implications for the hospitality sector as it has a notable impact on labour markets and regulatory structures. The Double Tree by Hilton Metropole Brighton may face difficulties in finding skilled personnel for their front desk due to changes in immigration legislation, which is crucial for maintaining high service standards. In addition, the influence of local government policies on tourism and industry can have both positive and negative effects, depending on changes in regulations like tax hikes or stricter enforcement of hospitality standards. (The Disney Institute & Kinni, 2011)

Economical: according to Hayes & Miller, (2010), guest spending patterns and travel frequency are impacted by economic factors like inflation rates and economic stability while a robust and adaptable economy can greatly benefit hotel The Double Tree by Hilton Metropole Brighton desk operations by increasing occupancy rates and creating additional opportunities to offer enhanced services, thus positively impacting both corporate and leisure travel. However, in the event of an economic downturn, customers might reduce their spending on lodging and amenities. 

Social: The importance of personalized service and customer experience in the hospitality industry is emphasized by sociocultural developments so hotels such as Double Tree by Hilton Brighton are now being challenged to go beyond just fulfilling the basic needs of guests and instead provide them with unique and culturally significant experiences. Front desk operations need to be highly adaptable to respond to this trend, incorporating local cultural elements and offering personalized guest experiences that enhance satisfaction and promote positive reviews. (Reid & Bojanic, 2009)

Technological: Advancements in matter of technology play a vital role in enhancing front desk operations and incorporating AI and machine learning into customer service, the check-in and check-out procedures can be streamlined, reservations can be better managed, and guests can access information about hotel amenities and nearby attractions through digital interfaces by The Double Tree by Hilton Metropole Brighton. This integration enhances the overall guest experience as per Ford & Heaton, 2017)

Legal: Legal considerations involve complying with data protection requirements like GDPR, which affect how hotels collect, store, and use guest information so, a strict adherence to these laws is crucial for the front desk operations at  The Double Tree by Hilton Metropole Brighton to avoid any legal consequences and monetary penalties. In addition, employment regulations play a crucial role in overseeing staffing procedures and ensuring favorable workplace conditions. (Hayes & Ninemeyer, 2009)

Environmental: Michelli, (2008) describes environmental factors as increasingly impacting visitor preferences and the operations of businesses in the hospitality industry as guests are more attuned to environmental issues and prefer businesses that demonstrate a commitment to the environment. The Double Tree by Hilton Metropole Brighton, by adopting eco-conscious practices such as using digital receipts and reducing paper usage at the reception desk, the hotel not only demonstrates its dedication to sustainability but also enhances its standing with environmentally conscious guests. 


Competitor Analysis
According to Site Minder, (2022), the  Competitor Analysis offers valuable insights into Double Tree by Hilton Metropole Brighton's position in the local hospitality market by examining the relationship between price and quality web this analysis provides a comparative evaluation of Double Tree and its primary competitors in Brighton, specifically focusing on measuring the performance of Double Tree in terms of the value it offers in relation to its price. 
The Double Tree by Hilton Metropole Brighton offers a perfect blend of value and quality that appeals to both business and leisure travelers while the  hotel provides a range of opulent amenities, including spacious and tastefully decorated rooms, a fitness centre, a spa, and exceptional dining options, all at a reasonable price compared to neighboring hotels. The heart of its marketing strategy revolves around providing a value offer, catering to guests who seek comfort and convenience without the usual high price tag of luxury hotels as it was reported by Cludbeds, (2023)
There are other competitors in the Brighton region that offer lower prices for similar or slightly reduced amenities, which might be more attractive to budget-conscious travelers and during periods of low demand, budget hotels and boutique lodgings often offer room rates below market value or discounts for longer stays, posing a challenge to Double Tree's market dominance. These competitors effectively employ their pricing strategies to attract a significant number of tourists and temporary visitors. (Canary Technologies, 2024)
However, near Double Tree, there are luxurious hotels that offer outstanding amenities, top-notch customer service, and exclusive experiences, albeit at a higher cost.l as the hotel does not specifically focus on any particular market category that these venues cater to. However, Double Tree should be mindful of these competitors as they set a benchmark for quality that certain customers may consider the norm and the hotel can enhance its competitive edge by showcasing its unique attributes, including its excellent location, exceptional customer service, and exclusive membership benefits like point systems and loyalty rewards. By highlighting these factors, the product sets itself apart from competitors at different price points, making it appealing to a diverse customer base that values both quality and affordability as per Mews, (2021)

Netnography
Netnography, is described by Formplus, (2020) as  a research method that analyses online visitor comments and interactions, offers valuable insights into the impact of front desk operations on guest experiences at Double Tree by Hilton Metropole Brighton so, by examining comments and reviews on platforms such as TripAdvisor, Booking.com, and social media sites, the hotel can gain a deeper understanding of guest perspectives and identify areas that need improvement. 
Upon analyzing this internet data, it becomes evident that customers frequently express their satisfaction with the friendly and efficient service they receive at the reception desk as they highlight the staff's quick response and knowledge as key factors contributing to their overall happiness. However, occasional complaints about check-in delays and booking issues suggest that there are areas where technology integration could be improved to streamline processes and reduce errors. (Data Intelligence, 2023)
Medium, (2024) said that the  netnography also emphasizes the importance of personalized visitor experiences, as positive reviews often mention staff members by name and describe specific instances where personalized gestures had a significant positive impact on their stay and this relates to the significance of equipping front desk personnel with training and empowerment to foster personalized connections with guests. Double Tree by Hilton Metropole Brighton can improve the guest experience by consistently monitoring and analyzing online guest feedback as it enables them to adjust their front desk operations to better align with guest expectations, enhance service quality, and implement strategic improvements and staff training initiatives informed by these insights.

[bookmark: _Toc167319192]Theme Exploration
Overview of DoubleTree by Hilton Metropole Front Desk Operations
The front desk of the Double Tree by Hilton Metropole Brighton is a vital component of the hotel's operations, playing a significant role in shaping the guest's first and lasting impressions and despite its crucial role, there are clear limitations that impact the effectiveness of the front desk operations, ultimately reducing the overall satisfaction of the guests as per Bdtask, (2021)
A notable issue that has been observed is the inconsistency in the delivery of services as guests often face long wait times during busy check-in and check-out hours, mainly because of staff shortages and outdated operational procedures. At times of high demand, it seems that the front desk often lacks adequate staffing, leading to delays and a backlog of visitors waiting to be assisted and this not only leads to client frustration but also adds unnecessary stress for the workers, potentially leading to errors and oversights that further diminish the quality of service. (YAROOMS, 2023)
Furthermore, the current technology utilized at the front desk appears to be behind the times when compared to contemporary standards while this discrepancy has the potential to hinder operational efficiency and diminish client interaction. For instance, the lack of a smart digital check-in system means that guests have to follow a traditional check-in process, which can be quite time-consuming as the lack of technological integration fails to meet the expectations of contemporary travelers who are well-versed in technology and seek more autonomy and efficiency in their interactions. (Hellenic Hotels, 2018)
In addition, Hospitality Net, (2022) says that there is a clear difference in the level of personalized service offered to guests while a well-run front desk operation should prioritize recognizing returning customers or individuals with unique needs, and then provide a tailored response to address those needs while, it is clear from the evidence that this personalized approach is not consistently followed, leading to missed opportunities to enhance visitor loyalty and satisfaction. The identified areas of improvement in the front desk operations at the Double Tree by Hilton Metropole Brighton highlight an important aspect that needs to be addressed and this highlights the need for enhanced training, better resource allocation, and technological advancements to effectively exceed guest expectations.
Considering the challenges at hand, the current operating system at Double Tree by Hilton Metropole Brighton's front desk relies on traditional methods that are increasingly seen as inadequate in today's dynamic hospitality industry while the front desk workforce operates within a well-established hierarchical structure, which includes various roles like receptionists and shift managers. Despite its widespread use, this setup often leads to inefficiencies, particularly during busy periods like check-ins and check-outs. (AskCody, 2020)
Typically, Real Estate Management, (2024) said that the first interaction between the guest and the front desk begins with a welcoming process and while the goal is to cultivate a warm and welcoming environment, it often proves challenging to maintain that ambiance when juggling multiple check-ins simultaneously. This issue becomes more challenging during times of high tourism or when planning major events, as the staff struggles to efficiently manage the influx of visitors and the current manual check-in and check-out procedure negatively impacts the efficiency of service delivery and increases the likelihood of visitor dissatisfaction. During a recent observation, visitors expressed their dissatisfaction with the delay in verifying bookings and issuing room keys as this was a result of the slow performance of the computer systems and the requirement for manual input of data. 
The impact of these operational bottlenecks is evident in visitor evaluations and feedback, with frequent grievances regarding the slow handling of complaints and requests while often experience longer-than-expected response times when inquiring about accommodation preferences or requesting additional amenities at the front desk. The delay can be attributed to the lack of immediate access to relevant information, which necessitates ongoing communication between the front desk and cleaning or maintenance crews. (COFO Horeca, 2022)

In addition, the current layout and design of the front desk impede the smooth flow of guests and the space often faces congestion, and the arrangement of furniture and fixtures does not adequately support a quick and seamless service experience, which can increase passenger frustration during busy times. The current layout, along with operational inefficiencies, emphasizes the need for a thorough evaluation of both the physical and procedural aspects of the front desk at Double Tree by Hilton Metropole Brighton. (Peter Connects, 2019)

Assessment of Current Challenges
The operational inefficiencies found at the front desk of Double Tree by Hilton Metropole Brighton are quite apparent, as they give rise to various issues that have a significant impact on guest satisfaction such as the extended wait time for service during peak hours, which leads to long queues and noticeable customer dissatisfaction. The primary factor contributing to this problem is the outdated manual procedures for check-in and check-out while these procedures not only take up a considerable amount of time but also have a high probability of errors. The use of outdated software and systems exacerbates these issues, as they lack the ability to efficiently retrieve and update visitor information, leading to further delays and errors. (Crave Interactive, 2020)
According to Ivy Panda, (2023), another significant challenge is effectively handling guest complaints and attending to special requests as the current method poses a challenge for front desk staff to address visitor concerns promptly and efficiently and this is often a noticeable delay in communication between the front desk, housekeeping, and maintenance staff, which hinders the resolution of issues. 
Without a well-designed communication protocol, resolving even a simple request can take longer than necessary and this can negatively impact the guest's experience and harm the hotel's reputation for delivering exceptional service while on the other hand, it appears that the front desk often lacks the necessary resources to effectively manage situations when there is a high demand, and they do not have any plans in place to handle unexpected increases in the number of guests as per PayCheckIndia, (2019)

The layout of the front desk area exacerbates the challenges of conducting operations and the cramped space and chaotic layout often impede the staff's efficiency and take away from the hotel lobby's overall appeal and functionality. This configuration lacks efficiency, leading to a chaotic and unwelcoming environment during busy periods while it is evident that there is a requirement to make adjustments or rearrange this area to establish a front desk space that is more welcoming and effective, capable of efficiently handling large volumes of traffic. In order to enhance the overall guest experience at Double Tree by Hilton Metropole Brighton, it is essential to address specific physical and procedural issues that impact front desk operations. (QloApps, 2022)

Benchmarking and Best Practices
To address the inefficiencies at the Double Tree by Hilton Metropole Brighton, Hotelogix, (2021) suggested that it is crucial to assess its performance in comparison to the most efficient methods and standards used in the hospitality industry and upon analyzing well-known hotels, it becomes evident that many establishments have embraced technological advancements and streamlined processes to enhance the overall guest experience at the reception desk. 
For instance, successful businesses often choose advanced property management systems (PMS) that seamlessly integrate with other digital platforms to improve operational efficiency as these solutions greatly enhance the efficiency of the check-in and check-out procedures, ensuring accurate and prompt retrieval of guest information. As a result, waiting times are significantly reduced and the occurrence of human errors is minimized for DoubleTree by Hilton Metropole, Brighton. (MD Management Group, 2022)  
In addition, top-tier hotels invest heavily in training programs to ensure that their front desk staff can handle a variety of situations with professionalism and efficiency which often include scenario-based training to prepare personnel with the skills needed to manage busy periods, handle customer complaints, and navigate challenging situations. Furthermore, these hotels maintain higher levels of staff during peak times, ensuring a flexible workforce that can easily adapt to changes in guest numbers while this method enhances operational efficiency and enhances visitor satisfaction by providing prompt and efficient service. (The Hotel GM, 2020)
According to The Hotel GM, (2020), one highly effective practice is the strategic use of physical space and technology to optimize the flow of guests and hotels known for their outstanding front desk operations often design their lobbies to create a warm and inviting atmosphere while prioritizing guest convenience. This involves using advanced design elements that separate different functional areas, allowing for efficient service and reducing overcrowding when self-service kiosks and mobile check-in options are implemented to empower customers and alleviate the workload on front desk staff during busy times. 
By implementing these techniques, the front desk operations at Double Tree by Hilton Metropole Brighton would experience significant improvements and implementing a modern Property Management System (PMS), enhancing staff training, adjusting staffing levels according to guest demand, and redesigning the front desk layout to improve guest flow are all strategies that could lead to notable improvements. These modifications will address the current challenges and improve the overall guest experience, aligning it with the expectations of modern travelers and the standards of the hospitality industry. (Revenue Hub, 2019)

Strategies for Optimization
Emphasizing the importance of utilizing cutting-edge technological solutions is crucial in order to streamline front desk operations at Double Tree by Hilton Metropole Brighton whole by implementing a state-of-the-art property management system (PMS), you can streamline operations with real-time updates to visitor profiles, efficient room assignments, and seamless check-in and check-out processes.  (Little Hotelier, 2024)

As per Hcareers, 2023) this would greatly improve the efficiency of waiting periods and reduce the chances of human errors, resulting in a higher level of satisfaction for the guests and at the same time, the implementation of digital self-service kiosks in the lobby offers visitors the convenience of independently handling their check-ins and check-outs. This helps reduce the burden on front desk personnel during peak hours as staff training programs are crucial for optimizing front desk efficiency. 
Regular training sessions are crucial for keeping all team members informed about the latest hospitality best practices and technological improvements while the sessions should focus on enhancing customer service skills, effectively managing high-pressure situations, and mastering the use of new technologies and tools. These programs would boost staff morale and ensure a consistent level of service that meets strict standards. (Calirom, 2021)
In addition, a comprehensive assessment of the staffing plan can significantly improve the efficiency of service delivery by better aligning it with the flow of guests and this may involve hiring additional staff during busy times or adopting a flexible scheduling system to handle changes in business activity. In order to uphold a smooth and effective operation that consistently delivers an exceptional guest experience, it is crucial for the hotel to have a sufficient number of skilled workers available during periods of high guest traffic so, implementing these strategic adjustments, Double Tree by Hilton Metropole Brighton can position itself as a leader in front desk operations within the highly competitive hospitality industry. (LinkedIn, 2022)

Implementation and Expected Outcomes
To effectively implement the proposed enhancements at the front desk of Double Tree by Hilton Metropole Brighton, a clear and structured plan of action is essential whole it is recommended to strategically schedule the implementation of a new property management system during a period with fewer guests to minimize any potential disruptions. This phase involves selecting a suitable software vendor, training the front desk staff on the new system, and running parallel systems temporarily to ensure a smooth transition so, it is important to ale into consideration ensuring smooth and timely communication with guests about any potential delays is crucial to maintaining high levels of satisfaction.  (eHotelier, 2019)
Moreover, it is essential to promptly initiate the implementation of a comprehensive training program for front desk workers after the establishment of the new system that should should include courses that emphasize cutting-edge technologies, delivering outstanding customer service, and efficiently handling crises. Having continuous training modules that include regular refreshers and upgrades is crucial for maintaining staff skills at a high level and keeping them engaged as in order to accurately evaluate the effectiveness of this training, it is crucial to closely monitor visitor comments and regularly assess staff performance. This will allow for the identification and implementation of any necessary adjustments. In order to make informed decisions about staffing levels and schedules, it is crucial to rely on the data obtained from the new system while the data will provide valuable insights into periods of high activity and patterns of visitor movement. Modifications should be implemented with adaptability in mind, enabling the option to hire part-time or temporary employees when there is an anticipated increase in demand. (Sunco, 2023)
 Through the implementation of a dynamic staffing strategy, Canary Technologies, (2024) said that the hotel can ensure that the front desk is always staffed with the right number of employees to effectively handle its operational demands and by implementing these procedures, the Double Tree by Hilton Metropole Brighton can significantly enhance its front desk operations, leading to improved guest satisfaction and operational efficiency. This well-thought-out plan will also enable the hotel to efficiently address future challenges and maintain its competitive edge in the hospitality industry.
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Conclusion
This report provided a comprehensive analysis of the challenges and inefficiencies faced at the front desk of Double Tree by Hilton Metropole Brighton and the analysis primarily focused  on outdated operating methods, underutilization of technology, and inconsistencies in the quality of guest service. The front desk, which is an essential part of creating a positive visitor experience, is currently facing longer wait times during busy periods because of outdated manual processes and a lack of modern technological solutions and this has a detrimental impact on passenger satisfaction and adds to the workload of the workers, leading to more mistakes and inconsistencies in service. 
After careful evaluation, it was discovered that Double Tree by Hilton Metropole Brighton falls short in certain key operational areas when compared to industry standards while leading hotels in the hospitality industry are embracing cutting-edge digital advancements, such as advanced property management systems and self-service technology. These innovations significantly enhance the guest experience by streamlining the check-in and check-out processes and also, accomplished hotels place a high emphasis on continuous staff training and adapt their staffing strategies to meet changing levels of demand as it ensures that client service remains consistently prompt and efficient. 
To address these challenges, suggested solutions focus on implementing advanced technology to reduce human effort and errors, and enhance the overall guest experience a sun addition, it is crucial to create a thorough training program that is tailored to improve the skills of the front desk staff. This program should focus on delivering excellent customer service and maximizing the efficiency of the new systems and in addition, by implementing a flexible staffing model, the hotel can ensure that it is well-prepared to handle fluctuations in guest volume, particularly during peak periods of high demand. 


Recommendations 
Application of Technology 
To address the operational inefficiencies at the front desk of Double Tree by Hilton Metropole Brighton, it would be wise to implement advanced technological solutions while implementing an integrated property management system (PMS) that seamlessly connects with various hotel operations, such as housekeeping and maintenance, is highly recommended. This technology streamlines the process of mobile check-ins and digital key distribution so, with this solution, the arrival and departure operations will be significantly improved, leading to reduced wait times and heightened guest satisfaction. (Revinate, 2024) 
In addition, it is highly advisable to install self-service kiosks in the hotel lobby as the kiosks are designed to streamline the check-in and check-out process, providing visitors with a convenient and efficient way to handle these tasks independently. This can help alleviate the workload on front desk workers, particularly during busy periods and also, helps alleviate overcrowding and enhances the overall guest experience. (eZee Absolute, 2023)

Education and Skill Enhancement 
A crucial element in driving technological progress is the establishment of a thorough training program for the front desk staff while this should incorporate lessons that encompass customer service excellence, crisis management, and the utilization of cutting-edge technical tools. In order to stay current with the latest hospitality standards and technological advancements, it is advisable to incorporate periodic refresher courses for the staff. (Indeed UK, 2021)
In addition, it is crucial to implement a mentorship program where seasoned employees offer guidance to newly hired staff members on the most efficient ways to provide outstanding guest care as the approaches will not only improve service delivery, but also foster a collaborative work environment, leading to increased job satisfaction and sustained high performance at the front desk. (Udemy, 2022)

Maximizing Staff Efficiency 
It is crucial to strategically adjust the staffing model at Double Tree by Hilton Metropole Brighton to align it with the observed patterns of visitor traffic. It is wise to adjust staffing levels to meet fluctuations in demand, particularly during busy periods and also, this may require the recruitment of part-time or temporary staff members to effectively handle busy periods. 
By implementing a flexible shift system, it would be possible to make agile modifications in staffing, ensuring a consistent and sufficient level of support for the front desk at all times which helps the hotel to ensure that guest requirements are promptly attended to and exceptional service levels are maintained at all times, regardless of operating hours. (Chron, 2019)

Further Evaluation and Assessment 
To accurately evaluate the effectiveness of these proposed changes, it is crucial to establish specific metrics which cover the monitoring of guest satisfaction levels, average wait time at the front desk, and accuracy rates in bookings or billing. Regular assessments using these indicators will help identify successful projects and areas that need further improvement and additionally, it is crucial to regularly track visitor feedback to fully grasp their experiences and expectations. This will provide valuable insights into the perceived value of the improvements implemented at the front desk. 
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Starting my internship at the DoubleTree by Hilton Brighton Metropole, I experienced a blend of excitement and nervousness and I anticipated a vibrant hotel ambiance where efficiency and guest contentment were paramount. Envisioning oneself immersed in cutting-edge operational procedures, one can expect to witness a seamless fusion of technology and hospitality, enhancing visitor experiences from arrival to departure while also, I aimed to gain a thorough understanding of efficient front desk administration in order to make a valuable contribution and improve my customer service skills in a real-world setting. 
However, as I delved into the practical aspects of the job, it became evident that there were significant differences from what I had initially assumed while the front desk operations, although busy, were often hampered by outdated systems and procedures that did not meet the high standards of efficiency I had in mind. I was taken aback by the labor-intensive nature of several duties that I had expected to be automated, like recording visitor requests and overseeing room assignments so, I can say that the traditional approach often led to delays and errors, which presented a challenge to maintaining high standards of guest service during busy times. 
A significant challenge I encountered was effectively handling visitor complaints, particularly during busy periods and I have come to understand that effectively managing dissatisfaction involves not only solving the specific issue at hand, but also demonstrating self-control and empathy in high-pressure situations. One significant challenge we faced was efficiently managing the high number of guests during peak check-in and check-out times. Insufficient staffing and slow technology procedures often resulted in long lineups and dissatisfied customers while through these experiences, I have come to appreciate the importance of remaining patient, thinking quickly, and effectively communicating in a challenging environment. 

Developing the necessary skills to effectively handle these challenges changed my approach to managing the front desk and I have developed the ability to anticipate potential issues and come up with effective solutions. I often work closely with housekeeping and maintenance staff to ensure that our services are delivered promptly while the practical experience I gained was invaluable in giving me a practical understanding of the challenges encountered in hotel administration, where academic knowledge is applied in real-world situations. 
After careful consideration of these situations, I have come to understand the crucial importance of efficient front desk operations in shaping guest impressions and the overall success of a hotel and without a doubt, these lessons will greatly influence my future career in the hospitality industry, emphasizing the importance of adaptability and a constant pursuit of improving service standards.
One of the challenges I encountered was efficiently managing the large number of guests during peak times, like their arrival or departure while these incidents highlighted the difficulties faced by the front desk due to outdated equipment and insufficient staffing, leading to delays and subpar client experiences. I quickly understood the importance of efficient workflow management and the potential impact of advanced technology in reducing these periods of high demand so, this experience highlighted the importance of being prepared for unexpected challenges, which greatly impacted my approach to hospitality management. 
Another significant challenge arose from the task of addressing and resolving guest complaints and however I have come to understand that a successful reaction goes beyond simply providing a solution as it involves showing empathy in communication and taking swift and decisive action. This aspect of the task improved my problem-solving skills and taught me the value of remaining calm in the face of dissatisfaction as the skill is essential for handling challenging situations and ensuring visitor satisfaction.
 Throughout my placement, I gained a wealth of essential professional skills necessary for a career in the hotel industry as at first, my proficiency in using various hotel administration software systems greatly improved as I performed daily tasks. In addition, my communication skills have been honed through ongoing interactions with guests from diverse backgrounds and it has allowed me to effectively convey information and actively listen to others while the overall, the experience enhanced my ability to manage stress and handle multiple tasks in a fast-paced environment, preparing me for future roles that demand exceptional organizational and operational skills. 
Working at the front desk provided me with valuable insights and a deep understanding of the most efficient practices utilized in the industry and I had the privilege of observing the seamless integration of cutting-edge technology and exceptional customer service at some of the finest hotels. As an illustration, successful businesses often utilize mobile solutions and CRM systems to enhance guest engagement and satisfaction while the findings have made me realize the incredible potential of technology to completely transform guest experiences and streamline operations.
I plan to utilize this knowledge in my future pursuits within the hospitality industry and throughout my experience at DoubleTree by Hilton Brighton Metropole, I gained valuable knowledge about the complexities of front desk operations and the profound impact that guest service has on a hotel's reputation. These experiences have had a profound impact on my professional outlook, emphasizing the importance of continuous improvement and adaptability in the hospitality industry and once armed with this knowledge, I am now more equipped than ever to embark on a career in hotel management that priorities exceptional service, innovative approaches, and guest satisfaction.
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