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Component 1

Key skills required to work within the hotel front desk.

A person working on the front of house in a hotel needs to possess key essential skills and must be highly organised, detail oriented, great communicator and be friendly while remaining professional. As a front desk staff communication has an important role for a company or business to success. www.packagex.io                                                           Cardiff Marriott hotel front desk required a good customer service skill to help and support to guests. Communication and staff presentation are key for front desk agent, experience and computer skills included. Technology materials combine to generate an expectation of instantaneous communication. This has increased the complexity of the front desk and delivered opportunity to serve guest (Rutherford and O’Fallon, 2007, p.122). The ability to use the computer is necessary skill for front desk. However, as a first person that a guest will interact with at the hotel. Guest contributes to the range of expectations; some know the brand, and some are first timers. The arrival procedure mixes the personalities with its range of services (Vallen and Vallen, 2014, p.130).                                                                                                                                   Other skills require are: Clear speech, polite manner, excellent verbal and written communications skills, a good telephone manner, and ability to remain calm under pressure.
Gibbs reflective cycle encourages individuals to consider their own experience in more in depth and analytical way, helping them to identify how they can improve their practice in the future. www.mindtools.com  
At Cardiff Marriott hotel, I was pleased to work in quiet and calm environment with different colleague which it required a good attitude and teamwork. I was in front of guest to manage reservation, provide guest with a good welcome and smile on face. Listening the guest request, find their reservation booking and provide them with information regarding the stay. Ensure that the information given has been understood and make the promotion of hotel services. When communication is coupled with complexity and guest expectations of instant availability of information, that is why front desk operate under pressure (Rutherford and O’Fallon, 2007, p.122). Experiencing a time where many guests appeared in front desk at the same time was emotional. In a particular situation my working under pressure and problem-solving skills were needed to meet customer expectation. Experiencing a complaint from guest was a challenge, trying to understand customer dissatisfaction and provide a solution. This required a teamwork skill; I must find the right information from my manager regarding the complaint and provide the information to whom may be concerned to solve the problem.
For example: Guest complains about network, as a front desk my role is to be in touch with the maintenance team explain the problem. When the service has been restored on time, the customer came in front desk to encourage me for the good service. 
In opposite, the negative impact is when guest request could not be solved at that time. According to Wood (2013, p.13) previous experience has a large influence on consumer behaviour. Understanding how customer satisfaction helps to predict whether a consumer will buy the product again. As front desk I need to have an excellence verbal communication explain to customer why the problem could not be solved immediately. For example: Guest complains about heating system in rooms is not working efficiently. I have been contacted as a front desk by the customer regarding the matter. Unfortunately engineering team where gone. I must face negative behaviour from the guest. Communication and problem-solving skills are important in this situation, I have contacted the house keeping department to find which room is available at that moment. I went back to the guest showed him how sorry we are regarding the matter which is a technical problem and provided him with another room as an alternative solution. Guest negative attitude was changed to positive and customer satisfaction were met. Together with housekeeping, front desk department is one of the two main departments within the rooms division of a hotel (Wood, 2013, p.46).                              I have learned that preparation is key and important to stay ahead by knowing about the guest’s expectations in advance which will allow room to make prior arrangement. This will ensure a much easier process especially with large groups as I experienced.
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Thank you for such kind words, Rowena.
 We are truly happy to hear you enjoyed your stay with us, particularly the cleanliness and comfort of our rooms. We work hard to provide best experience for our guests, and we are also delighted that you enjoyed our breakfast, we do our best to cater to all our guests needs and our staff are there to help in any way they can. We look forward to hosting you again, when you next visit.
 General manager






Dear Mr Ronald Frederick, 
Following the receipt of your letter expressing your disappointment and satisfaction on your recent overnight stay on Saturday 26th of august in room 205. I would like to offer our most sincere apologies and deep regret that your stay did not meet the standard we like to offer all our valued guests. We aim to provide all our guests with high quality food and understand your disappointment with the breakfast served on Sunday morning. We also understand that your sleep was disturbed due to the family next door having a small baby who was unsettled and cried keeping you awake, this is unfortunate as babies are unpredictable, on your next visit with us we will endeavour to accommodate you on the quieter part of the hotel and if such an unfortunate incident was to present itself again, we would do our best to find your another room in order to ensure you have the best night's sleep. Regarding the lack of cleanliness of the toilet and bathtub, we sincerely apologise for our lack of foresight in this instance. We aim to always provide a high standard of care for all our guests, and we are saddened that your time without us was not the best and would like to apologise once again and would like to offer you a free overnight stay on your next visit with us and will ensure that you have the best experience with us. Feedback is always appreciated and is important to help us maintain a high standard of service and will make sure such issues never happen again. Kind regards 














Component 3 
There are some major considerations that must be put into place during guest service greetings, especially in a five-star establishment, where certain standards need to be upheld and with any given hotel handling large groups, families or single occupants. Guest check in the hotel is one of the most important part of the customer service journey. Front desk should make sure they walk in and feel recognised, attended to, and the most welcomed. www.littlehotelier.com The major procedures will include reservation, the guest registration, the occupancy services, and check-in and out history. The guest life cycle is the many stages of guest experience before, during and after their relationship with a lodging establishment. The hotel industry focuses on offering the best customer care and making sure guest leave feeling positive and well rested so that whenever they are looking to go away for business or pleasure your hotel will always be at the top of their chosen establishments due to their previous positive experience, making them a lifelong loyal customer. www.investopedia.com The four stages are pre-arrival, arrival, duration of stay and the departure. The Pre-arrival stage of the four cycles is the period in which most guests experience a level of anxiety, sometimes questioning if they have made the right choice or not. It is important for the establishment to reach out to the guests to reassure them and to inform them of any changes on a booking. This call must be made at least a couple of days before their arrival. The call also presents an opportunity to share with guests the top things they can enjoy during their visit, such as amenities, attractions and activities, this will help remind them of the reason they choose to book with the establishment and get them re-excited about their upcoming visit. Telephone reservations provide caller a sense of place, human interaction and confidence in in the reservation (Vallen and Vallen, 2014, p.166).   While personalisation is important, it is equally significant to stay ahead by knowing about the guest’s expectations in advance which will allow room to make prior arrangements. Service failure requires service recovery as an affective respond to customer complaints by taking prompt action to resolve these issues (Masadeh at al, 2022).
 Considerations should be put in place during the Arrival stage of the cycle, the registration and functions of rooming should be done properly in establishing a reputable business relationship with this group. This is when first impressions are made and if the guest had heard from the establishment and was reassured, it is even more important to make their first impression count. The guest will be registered, payment collected, assign guests to their accommodation and direct the guest to their accommodation. Guest-facing staff members should be attentive to guests when they first arrive and make them feel welcome and informed, this will make the guest feel valued and this will also leave a positive first impression for the guests and help to solidify positive feeling towards the establishment. Duration of stay, this is the time when the guest is occupying their accommodation, and the service should be guest centred. There should be measures to ensure customer satisfaction. This is the most important stage of the guest cycle, the service provided during this time is the thing that ensures that the guest will become a repeat customer of the establishment and it is also the time when guests can be offered other services that the hotel provides, anything that can make their stay even more enjoyable and memorable. According to Eid (2013, p.20) quality service has become the key to a business ability to differentiate itself from competitors and gain guest loyalty.
These considerations once put into place would ensure proper business operations for the hotel and service delivery to the customers. This is also important to put in place the necessary mechanisms in ensuring proper coordination between day-time staff and nighttime clerks for a seamless guest service. Departure time as with all the other stages needs to be as smooth as possible, there should be a mechanism to ensure that the front desk have carefully settled any outstanding bills or payments for services during guest stay. Making sure to book transport for guests if needed and concierge service ready to assist with guest language where required. This will guarantee a smooth departure and thus encourage the guest to return to the hotel in the future. Concierge in hotel spend most of their time interacting with guest. Therefore, they must be able to ensure that guests are satisfied with the service they receive to such an extent that they will return at later date (Waryszak and Bauer, 1993). The check-out process is where the guest announces his/her departure from a guest room of a hotel. The word check-out normally refers to the departure or vacating of the room from the hotel. The check-out process includes setting and clearing the bill for the guest and collecting guest feedback. www.hotelierlife.com Conclusion The four stages of the hotel guest cycles are all equally important, as it shows that failure within any department during the guest four stages can jeopardise the whole guests experience and cost the establishment potential returning clientele and potential recommendations from the guests that have previously stayed at the establishment. Once the guest departs, it is also important to maintain communication. You want to entice the guests from becoming repeat customers and for them to spread positive feedback to friends, families and this will in turn bring in more customers.
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Excellent

Superbly clean and comfortable. My room was spacious and well
appointed. Surprised by the quality of the toiletries provided, the
shower was wonderful! A great nights sleep followed by a beautiful
breakfast with vegetarians very well catered for. Every staff member |
spoke to was warm, welcoming and highly professional. Highly
recommended and looking forward to a return visit.

Read more ¥

Date of stay: October 2023
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