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[bookmark: _Int_YbS7ykSQ][bookmark: _Int_5UZe6AwO]Whilst working in the front house of the Hilton Garden Inn I found myself moving through the diverse role within hotel front office operations, from managing reservations, handling guest queries, completing guest check-ins and check-outs, answering internal/ external calls, distributing room keys, confirming guests' hotel registration information, calculating room payments and other charges incurred during the stay and collecting guest feedback. Each task provided a unique lens through which I could observe the inner workings of a hotel. The diverse array of responsibilities within this department exposed me to the multifaceted nature of the hospitality industry. Through the various tasks I undertook, I learned the key skills required to run front of house which are multi-tasking skills, Ability to work in a fast-paced environment, Effective communication skills and Complaint handling, The daily running of the front-house operation is an extremely fast-paced department, especially when having to coordinate tasks during peak check-in times. I came to notice that the front house is the first point of contact for guests and the main point of contact during their stay right up until the guest's departure at the hotel, it holds a great responsibility when it comes to creating the best guest experience along with creating a good impression. 

I learned the critical importance of effective communication and time management. Not only did I successfully juggle multiple tasks required I also developed a keen understanding of guest interactions. I demonstrated my ability in utilising the reservation system, as well as identifying my areas for improvement, particularly in anticipating and mitigating potential challenges during peak periods. Customer relationship management and organisational behaviour guiding my understanding, actions, and decisions (Lashley & Morrison, 2020) through this I was able to assess and enhance my performance in the front house, for example via customer relationship management, I was able to implement strategies to personalise guest interactions, creating a more positive and memorable experience by offering extra bottles of water, upgrading their room and handing out complimentary drink tokens that the guest could use at the bar.

The success of the hotel administration/ front of house hinges on a nuanced understanding of human dynamics, effective communication, and adaptability (Welford, 2020). The role illuminated the importance of embracing challenges as learning opportunities and constantly refining my approach to problem-solving. I also determined that it required to have a set of skills which contributes not only to the success of the hotel but to the overall guest experience. 
[bookmark: _Int_qbhykGxI]Reflecting on my journey, it is evident that the hotel industry demands professionals who can navigate the complexities of the diverse roles, adapt to changing circumstances, and contribute meaningfully to the strategic growth of the organisation. This realisation helped my commitment to continuously learn, develop and recognise that the skills required are foundational and must be continually honoured to stay relevant in this dynamic industry.
Understanding the management role within the hotel also helped me grasp the varied approach employed in the department. Observing and, at times, participating in decision-making processes allowed me to witness first-hand the impact of leadership on the team and the overall operational efficiency (Shin & Jeong, 2020). The leadership and organisational behaviour enhanced my understanding and contributed to the cohesiveness and effectiveness of the front office team. 
The cultural aspect of the hotel operation became another layer of complexity to navigate (Lam et al., 2022). Interacting with a diverse team and catering to guests from various cultural backgrounds heightened my awareness and the importance of cultural sensitivity. through this I was able to foster an inclusive environment that catered to the diverse needs of both guests and colleagues.

The practical issues I faced during my time at the front house department has not only increased my understanding but empowered me to apply these theories strategically. By continually refining these skills and applying them effectively, I contributed to the positive guest experience and the overall success of the hotel.
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	

Thank you for positively reviewing your experience. We are delighted to know that you enjoyed your stay with us and that you appreciated the high standard and quality service which we strive to uphold. Our team will be glad to learn that they made your stay so memorable once again as they work hard to ensure that every guest has the best experience possible, such positive feedback inspires us to continue with our efforts. We are pleased to hear that everything went smoothly, and you found our guest room clean as well as spacious, and our gym facilities useful. Thank you for also highlighting the exceptional customer service you received from our breakfast team, we will forward your regards to them! We are thrilled that you enjoyed the famous Hilton Garden Inn breakfast. 
Once again, we would like to thank you for the many kind words, it is great to read that you enjoyed your stay. We hope we can welcome you back soon as your loyalty is important to us at the Hilton Garden Inn Luton.

Syntyche Ndikita
Guest Service Agent
Hilton Garden Inn Luton North












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

Good afternoon, Mr Federick
[bookmark: _Int_Ow2k6r5F]Thank you for sharing your feedback about your recent experience at our hotel. We appreciate you taking the time to bring this matter to our attention, I am sorry to read that there were aspects of your stay which did not meet your expectations and I would like to sincerely apologise for any inconvenience you experienced.
It is our goal to consistently provide superior service and your comment is especially important to us. The feedback we receive from our valued guests, like you, enables us to target problem areas and take the necessary actions to ensure similar situations can be avoided in the future.
In response to your comment regarding breakfast, I am sorry to read you were dissatisfied with your breakfast and I can only apologies for failing to deliver the standard of service we pride ourselves here at the Hilton Garden Inn. I would also like to assure you that it was certainly not exemplary of our usual standard of which you expect from the Hilton family brands and I will be sure to speak personally with our kitchen team to ensure they remain more efficient and productive in the feature.
 Secondly, I am sorry we were unable to help at the time regarding the disturbance you experienced during the night. The Hilton Garden Inn is focused on offering facilities and providing a service that ensures our guests have the most comfortable night rest. We pride ourselves on being an amiable brand and we encourage all our guests to report any service quality issues to a member of staff who will be more than happy to assist you in changing your room. I can only hope that on your next stay with us we can allocate you a room that is not beside a family where hopefully you will be able to have a much better rest. I would like to assure you that I will be following this up further with the relevant team to ensure that we improve the quality of the sound proofing of our rooms for the future. 
Finally, I am disappointed to read of your experience with the unclean bathroom facilities in your room we recognise the failings on our end, please accept my apology for failing to deliver the standard of cleanliness we pride ourselves with here at the Hilton Garden Inn. Our aim is to make sure our guests have a peace of mind that their rooms are cleaned to perfection and ready for their stay, I can assure you that this is certainly not our usual standard however on this occasion we did wrong. I will be sure to speak to our housekeeping manager to ensure our housekeeping team is more proactive and vigilant in the feature.
Once again, we appreciate you taking the time to share your feedback we hope we can welcome you back to our hotel in the future. Our goal is to make your stay better and brighter, If I can be of any assistance on your next stay Mr Federick, please do not hesitate to contact me directly and I will be more than happy to help.
Kind regards,
Syntyche Ndikita
Guest Service Agent
Hilton Garden Inn Luton North
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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 crucial moment in setting the tone for the entire guest experience. The booking system is there to streamline the booking process and empower guests to make bookings seamlessly. Furthermore, effective communication is deemed essential, involving personalised pre-arrival emails and messages that equip guests with comprehensive information about the hotel facilities and services (Brotherton, 2018). 
[bookmark: _Int_OdRSvfYR][bookmark: _Int_JLiC6STs]Once the booking has been made, a reservation is created which will include the details of the guest alongside any requests made which will help the hotel provide the best service during their stay. All the information collected will help with completing the pre-registrations activates such as assigning rooms accordingly, preparing complimentary drink tokens for the higher-level Hilton honour members, the room rate and any food requests such as breakfast/dinner. The guest service agent will then separate the pre-registration forms in to two sections one being regular members and the other being the Hilton honour members and place them into its correct sections ready for the arrivals. 
An example of this will be The Marriott's hotel its commitment to advanced reservation technologies and personalised communication through its mobile app, The Marriott allows guests to book rooms effortlessly, and pre-arrival emails detail check-in procedures and available amenities, services and facilities are shown to give the guest an option to personalise the stay further to suit their needs. (Marriott International, 2022).





	
Element 2 – Arrival 


	
The arrival is the initial physical interaction between the guest and the hotel. Effective management of this stage involves a seamless check-in process, strategic room allocation, and positive staff interactions. Staff interactions during the arrival stage significantly influence guest satisfaction, necessitating a well-trained and welcoming front desk team (Sigala, 2017). The personalised check-in process is an aspect increasingly facilitated by technological advancements like mobile check-ins and keyless entry systems (Olsen & Connolly, 2019) is another way guest use for a fast and seamless check in. 

[bookmark: _Int_GN6Y4GgI]On the arrival of the guest, the guest service agent will need to firstly determine the guest's booking status alongside clarifying the guests room rate package they are booked on before beginning the check-in process. The pre-registration form that was printed and prepared before the arrival will be presented to the guest for completion this Is to collect any missing information that may have not been in putted during the booking stage such as car registration number if the hotel provides a car park, personal information such as email, contact details and a signature from the guest  the form will then be kept by for the hotel. A clarification of the payment card used whilst making the booking will need to be confirmed with the guest that this indeed is the payment method they wish the hotel to charge any payments on.

The guest service agent will then complete the check in process for the guest by allocating a room if there has not been one yet allocated, issuing an upgrade of a room if required and issuing a room key along with the direction to their room. 

Recent advancements in technology, such as facial recognition for check-ins, contribute to a seamless arrival experience. For instance, hotels like Alibaba's FlyZoo Hotel in China have implemented facial recognition technology, allowing guests to check in swiftly without the need for traditional methods (Xiang et al., 2020). The adoption of such technologies not only enhances efficiency but also aligns with the contemporary demand for streamlined and contactless processes. The Ritz-Carlton serves as a beacon of effective arrival management, prioritising personalised check-ins and deploying dedicated teams to assist guests during their arrival (Ritz-Carlton, 2023). This commitment contributes significantly to the brand's reputation for delivering exceptional service from the moment guests step into the hotel.





	
Element 3 – Duration of stay 


	
The duration of stay is the stage where everything is tailored in making sure the guest has the best experience. The service provided by the hotel will determine if the guest will be returning once again so every department within the hotel is required to respond the guests concerns in a timely manner to exceed the guest's expectations. 

Depending on the duration of the guest’s stay, the guest service agent may be required to provide information or recommendations of any activities, local shops and restaurants within the area and any transportation agreements if required. In continuous of making sure the guest has the best stay experience all departments will communicate effectively, be well organised, efficient and offer a smooth service.

Security also plays a key role in the duration of the guests stay. The hotel is responsible for the safety of the guest along with any valuables they may have. They hotel staff are required to follow the operation procedure for caution and of the handling of guest keys, safe deposit boxes and surveillance cameras.

Recent studies show that the use of mobile apps enhance the guest experience and allows guests to control room features, order room service, and access information about hotel services contributes to a more personalised and convenient experience (Xiang et al., 2020). The Four Seasons stands as a paragon of effective management during the duration of stay (Four Seasons, 2021). Their commitment to dedicated concierge services, personalised room services, and meticulous attention to detail contributes to a consistently prominent level of guest satisfaction throughout the entire stay.











	
Element 4 – Departure 


	
 The Departure stage represents the final opportunity to leave a lasting positive impression on guests. In this stage just like any other stage the check-out process needs to be smooth, quick, secure, and informative as this stage is where the guest service agent will relay any extra charges incurred and will be posted on the guest account following the hotels procedure a final bill will then be prepared and presented or sent to the guest. The guest service agent will then collect the room key along with the guest's feedback and expressing gratitude to the guest for choosing to stay at the hotel.

Once the check-out is completed the front of house will change the status of the room on the system to alert the housekeeping department that the room as ready to be cleaned in preparation for the next guest.

Contactless technologies have revolutionised the departure process. Mobile check-outs and digital settlement options, contribute to a smooth and efficient departure experience, aligning with the evolving preferences of modern travellers (Xiang et al., 2020). Hilton Hotels & Resorts excels in departure management, offering express check-out options and actively seeking guest feedback through post-stay surveys (Hilton Hotels & Resorts, 2020). Their commitment to improvement based on guest input contributes to the ongoing refinement of their services.
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Could not have asked for more.

Just returned from a two night stay at this
fabulous hotel. We were attending a family event
nearby and travelled down from North Yorkshire.
We have stayed here several times in the past.

We stayed in one of the rooms on the second
floor, overlooking the rear courtyard garden, so
it was very quiet, bright and clean. | think the
ensuite shower room must have been fairly
recently refurbished because it was a noticeable
upgrade on previous visits. The very large,
modern shower was a pleasure to use and there
was plenty of room.

Everything during our stay just worked perfectly.
The gym was very handy and the service
throughout the hotel was fantastic. The staff on
duty during breakfast times deserve a special
mention. The breakfast offerings were varied and
many, all cooked to a very high standard indeed.
The staff were so friendly and welcoming, we felt
as it we were highly valued guests.

Allin all, we could not have asked for more and
we are already looking forward to our next visit.
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