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Introduction:
During my placement at Crew Hall Hotel & spa in the front office department, I had a mix of feelings: nervousness and excitement. I did not spend much time here during my placement, however when I was there.  I was responsible for answering calls, helping customers, and managing appointments. The job was fast-paced, and I had to learn quickly.

Description:
In the front office, I learned about handling different tasks and talking to many people. At first, it was hard, but I started to feel more confident as I got used to the work. My job included answering phones, helping customers, and keeping things organized.

Feelings:
At the beginning, I felt nervous and excited. I was worried about doing everything right and I felt I did not have enough time to prepare myself, but I was also eager to take on the challenge. As time went on, I became more sure of myself and my ability to handle the job.

Evaluation:
Working in the front office taught me a lot. I realized that good communication is really important. It's not just about talking to people but making sure everyone understands each other. I saw that problems often came up when information wasn't clear, so I learned how crucial it is to be precise when talking to others.

Analysis:
One big lesson from my time in the front office is that being adaptable and making quick decisions is key. I had to deal with unexpected situations, like helping upset customers or sorting out scheduling issues. These experiences helped me become better at solving problems and staying calm under pressure.

Conclusion:
My front office experience showed me the importance of being flexible and making decisions fast. The challenges I faced taught me a lot, and the skills I gained will help me grow in my career. Using the Gibbs Model of Reflection helped me think about my experiences in a structured way, making me more aware of myself and guiding my actions for the future in the front office.

Action Plan:
To get even better at my job, I know I need to work on doing more than one thing at a time and managing my time better. I also want to learn more about how to communicate effectively so I can always give clear information to customers and coworkers.

In the end, my time in the front office was a big learning experience, and I'm excited to keep improving and growing.
Conclusion:
In wrapping up my time in the front office, I've learned a lot and grown as a person. At first, I felt a bit nervous and excited, but as I got used to the job, I became more confident.

I realized how important it is to communicate well. It's not just about talking but making sure everyone understands each other. Dealing with unexpected problems, like helping upset customers, taught me to stay calm under pressure and solve issues quickly.

Moving forward, I want to get better at doing multiple things at once and managing my time. I also plan to learn more about how to communicate effectively so I can always give clear information to customers and coworkers.

In conclusion, my time in the front office department has been a big learning experience. The Gibbs Model of Reflection helped me think about my experiences in a structured way, making me more aware of myself. I'm excited to keep improving and growing in the future.
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	


Title: Positive Trip adviser Review for Crew Hall Hotel & SpaohNhh

Review Source: 
From: George Robinson
Date: 19 February 2024 at 12:53:54 GMT
To: surveys@inguest.com
 
Trip Advisor URL:  CREWE HALL HOTEL & SPA - Updated 2024 Reviews (tripadvisor.co.uk)


Date: 21.02.2024.

Response: Dear George Robinson,


Thank you so much for taking the time to share your positive experience at Crew Hall hotel &Spa  We are thrilled to learn that you enjoyed your stay with us. Your kind words about [specific aspect mentioned in the review] truly warmed our hearts and motivate us to consistently provide exceptional service.

We greatly appreciate your acknowledgment of our efforts to create a memorable experience for our guests. Your feedback inspires our team to continue delivering the high standards of hospitality that Crew Hall Hotel & Spa is known for.

We look forward to welcoming you back for another delightful stay, and please feel free to reach out if there's anything specific you'd like us to arrange for your next visit.

Warm Regards,

Bertalan Horvath, Manager student, Crew Hall Hotel & Spa













































	Screen shot of referenced Trip Advisor review us [image: ]
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	Letter of complaint response 500 words +/- 1-%

	


Dear Mrs. Blake,

I would like to express my sincere apologies for the disappointing experience you had during your recent stay at our hotel. I appreciate you taking the time to bring these issues to our attention, and I want to assure you that we take your feedback seriously. Our goal is to provide a comfortable and enjoyable experience for all our guests, and it is disheartening to learn that we fell short of your expectations.

I have thoroughly investigated the concerns you raised, and I would like to address each issue individually.

Firstly, I sincerely apologize for the cleanliness issues you encountered in your room. This is certainly not the standard we strive to maintain. I have spoken to our housekeeping team, and we are implementing additional training to ensure that all rooms are thoroughly cleaned and inspected before the arrival of guests. We have also invested in new cleaning equipment to enhance our cleaning processes. ( Casado 2012)

Regarding the Wi-Fi service, I understand the importance of a reliable internet connection, especially for work-related activities. We have identified the issues causing disruptions and slow speeds and are working with our service provider to upgrade and optimize our Wi-Fi infrastructure. This improvement will ensure a more seamless and efficient internet experience for our guests. (Oliver 1980)

I deeply regret the disturbances caused by noise during your stay. We are in the process of reviewing our policies and procedures to address noise concerns and better enforce quiet hours. Additionally, we will be conducting additional staff training to handle noise-related complaints promptly and effectively. (Oakland 2003)

I am genuinely sorry for the lack of customer service you experienced. Our staff is trained to provide attentive and helpful service, and it is clear that we failed in this regard during your stay. We are conducting an internal investigation to identify the individuals involved and will be implementing additional training to improve our staff's responsiveness and communication skills. (McColl-Kennedy& sparks 2003)

In recognition of the inconvenience you faced, I would like to offer you a complimentary stay at our hotel on your next visit. We are committed to ensuring that your future experiences with us meet and exceed your expectations.

Thank you for bringing these matters to our attention, Mrs. Blake. Your feedback is invaluable in helping us identify areas for improvement. We appreciate your understanding and the opportunity to make amends.( Payne &frow 2005)

If you have any further concerns or would like to discuss this matter in more detail, please feel free to contact me directly at 07543 453444

We look forward to the opportunity to welcome you back and provide you with the excellent service you deserve.

Sincerely,

Bertalan Horvath
Manager Tranee
Crew Hall Hotel & Spa



















































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

	
Key Skill 1 – Customer Service Skills  


	Introduction 

Working at the front desk of a hotel is more than just welcoming guests with a smile. It involves a mix of skills that create a seamless and positive experience for visitors. In this exploration, we delve into the key skills essential for success in a hotel's front office. By looking at real examples from the industry and understanding what experts say, we aim to uncover the secrets behind outstanding customer service, effective communication, strong organizational abilities, and adept problem-solving.

The front desk of a hotel needs to have strong customer service skills since they have a direct impact on the happiness and loyalty of its guests. Excellent customer service, according to Zeithaml et al. (2009), entails comprehending the needs of the customer, meeting or beyond their expectations, and offering a satisfying experience all around. Excellent customer service is crucial to building a strong brand image and promoting repeat business in the hotel industry. 

The Ritz-Carlton is a well-known illustration of a hotel that provides excellent customer service. The core of their renowned service tenet is "We are Ladies and Gentlemen serving Ladies and Gentlemen." Their dedication to providing individualized service has continuously resulted in them receiving great evaluations from satisfied clients. (Center for Leadership at Ritz-Carlton, 2022).

Personal experience during my placement: 
Once, a guest was not happy with their room during my hotel work. I quickly helped them find a better one, showing them we care about their comfort. This taught me how important it is to make guests feel special and content.




	
Key Skill 2 – Communication Skills 


	
In the front office of a hotel, effective communication is essential. Smooth interactions with visitors, coworkers, and other departments are ensured via succinct and clear communication. Communication skills include listening, nonverbal clues, written communication, and vocal communication, according to Hayes (2008). 

For example, Marriott International's front desk employees receive training on effective communication techniques. Marriott's "Say Yes" policy encourages staff members to look for opportunities to always say "yes" to requests from guests. This strategy guarantees that visitors feel appreciated and heard, which enhances the quality of the visitor experience (Marriott International, 2022).

Talking to guests with different backgrounds was a big part of my job. I made sure to give them all the details about the hotel and nearby places in a friendly way. Explaining things clearly, like how to check-in and where to find good food, made the guests feel welcome.







	
Key Skill 3 – Organisational Skills 


	
Organizational skills are essential for front desk employees to handle multiple responsibilities at once. Kusluvan et al. (2010) have reported that organizational skills have a significant role in enhancing the efficiency and effectiveness of hotel operations. This is especially true for tasks like reservation administration, check-in/check-out procedures, and guest questions. 

AccorHotels is a prime example of an industry player with great organizational capabilities. To guarantee a flawless guest experience, AccorHotels uses central reservation systems and cutting edge technology to expedite the booking process. Technology integration improves front office operations' efficiency and frees up employees to concentrate on giving guests excellent service (Kusluvan et al., 2010; AccorHotels, 2022).

My experience:
Keeping things organized was key. Using smart systems, I made check-ins smooth and reduced wait times. Being organized helped everything run well, making the guests' experience better and my life easier.







	
Key Skill 4 – Problem Solving Skills 


	
	Problem-solving skills are crucial in the hotel front office, where unexpected challenges and guest concerns may arise. According to a study by Parasuraman et al. (2015), effective problem-solving involves quick identification of issues, root cause analysis, and implementing creative solutions to enhance guest satisfaction.
The Mandarin Oriental Hotel Group's approach to problem-solving is a noteworthy example of an industry practice. In order to rapidly and creatively handle guest complaints, the group places a strong emphasis on being proactive. In order to guarantee a great visitor experience, front desk employees are trained to think quickly and come up with creative ideas, which helps the hotel brand succeed overall (Parasuraman et al., 2015; Mandarin Oriental Hotel Group,)
[image: ]

Conclusion
 
In conclusion, the hotel front office operation demands a diverse set of skills to navigate the complexities of the hospitality industry successfully. Drawing insights from current literature and real industry examples, it is evident that excelling in the front office requires a nuanced combination of customer service, communication, organizational, and problem-solving skills. These skills work together, like a team. Learning and adapting are crucial in this ever-changing hotel world. By keeping up with new ideas and always trying to do better, hotels can make a lasting impression on guests, ensuring their front office shines in a busy and competitive world.
In the end, my time at the hotel showed me that these skills - making guests happy, talking clearly, staying organized, and solving problems - aren't just ideas. They're real tools that make a big difference in making guests happy and keeping the hotel running smoothly.
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