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What happened?

This journal aims to provide an overview of the essential skills that a hotel front office worker must have to excel in their line of work. The room division's front office is one of the primary places where guests are served. It has numerous sub-departments and is responsible for a few specific functions. The size and structure of the front office may vary depending on the service level offered by the hotel and its target customer groups. The main function of the front office is to provide guests with the necessary information and services. Its manager is responsible for various aspects of the hotel's operations such as guest service, reservations, and night audits (Wood, 2013, p.46).
I will develop more in the receptionist job and must have the following skills to become a successful hotel receptionist. These include clear speech, good communication skills, and a good temper. The person should also have the necessary patience and knowledge of foreign exchange and credit card processing and will need to be able to handle a variety of equipment, such as photocopiers and fax machines, and you must be able to pay attention to detail (Career Wales, 2023). During the placement period, I started from the beginning with the reception, and I saw clearly how it is to work there.
What emotions did I feel?
I was very happy to receive the clients and share my positive attitude and spread my positive attitude, I tried to smile and talk to all those clients, many asking if I was a new employee, I explained to them why I was there and I got back but good thoughts. I also discovered that you need multi-tasking to work there and a warm but firm temper. I felt a little fear, because of the language, English is my second language and I am not so confident, but I did my best to be as hospitable as possible

What worked?
Situated within a 5-minute walk from the National Exposition Centre, the Ibis Styles Birmingham Airport & Convention Centre is ideal for both leisure travelers and those attending events at the Resorts World Arena. This hotel features modern accommodations and is the ideal choice for people traveling from the airport or attending a concert. A variety of continental breakfast options are available at 4 a.m., and free Wi-Fi is provided throughout the hotel (All Accor, 2023). Overall and visually, it is a beautiful, modern, and neat hotel, with an open reception, a relaxing waiting area, and a parking lot under video surveillance, right in front of the hotel. Very well-located café and restaurant, with clean rooms and friendly staff. I learned that the location of a business is very important, the hotel is very close to the airport, plus they advertise in the train station or on the street nearby, which will attract even more customers eager for a welcoming room and a hot meal.

What didn’t work?
Some of the employees do not have hospitable behavior, which is essential, especially in the job of receptionist. Another problem, from my point of view, would be parking which is at a high price, but which does not offer safety, there are surveillance cameras, but not a guard, to follow them. As a doom, one of my days of practice the police came to investigate a burglary in the parking lot.
Why did it happen? 
In my opinion, the front office should get more involved, at least receptionists to be very careful who they choose. This is the first impact that customers have on the hotel, if it goes wrong, even if the rest of the day is perfect, they will still not have 100% positive feedback. Not all people can work with other people, work under pressure, or know how to manage a situation, so hotel management should choose the person responsible according to certain criteria. A hotel manager is responsible for overseeing the safety of the facility, hiring and training staff, maintaining the site, and managing corporate events (Hotel Manager, 2023). 
What have I learned?
I've learned that you need to pay more attention to the people you work with and what is a priority to treat as such. And if someone complains to you about something, fix it, not just ignore it. If you have happy employees, then you will have happy customers. New research shows that organizations can achieve their goals of putting customers first by cultivating a culture of happiness among their employees (Chamberlain and Zhao, 2019). 

What will I now do?
In the future, if I have my own business, I will pay attention to details, mainly to the people I will hire and they will have very detailed training, which I will repeat every 3 months, where I will also do a role play, one of my colleagues will be the client and another the employee, to see where they go wrong in their way of expression or behavior.
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	Trip Advisor Review Response 147 words

	


Hello Jamie, 

Thank you for the time to leave us positive feedback. 
We’re pleased to know that your experience with us was a good one. At our hotel, all the rooms are clean, comfortable, and spacious making our customers feel relaxed and enjoy the time spent in our house. All our rooms are double beds for our customers to feel, even better than at home.  We would love to hear what you have to say about our services and products so that we can improve the experience for our customers. Please send us your feedback by calling us at 0121 780 5900. We appreciate your feedback on our services and products.
We hope to see you again and was a pleasure to have you in our hotel. For any questions or booking don’t hesitate to contact us. 


                                                                                 Kind Regards, 

                                                                                                    Sonia Porumb

                                                                 Ibis Styles Birmingham NEC and Airport. 







	Screenshot of referenced Trip Advisor review used:
[image: ]
(Jaime, 2023)

	

	

	

	Letter of complaint response 504 words

	
Dear Mr. Ronald Federick,


I hope this letter finds you well.

Hotel Ibis Style Birmingham NEC and Airport is delighted that you have chosen us!
I am writing to you to tell you that we are working on getting the issues resolved as soon as possible after your experience with the system did not meet our standards.
The goal of our establishment is to provide a memorable and enjoyable experience for our customers. Unfortunately, it appears that we did not live up to that promise.
We received your complaint letter, where you mentioned that the breakfast was cold and tasteless, the environment during the night was loud and the cleanliness of your room was disappointing and we sincerely regret the inconvenience you have experienced.
We realize that it can be frustrating when things don't go as planned.
Our team members failed to live up to your expectations, and we deeply regret that.
Also, I want to take this opportunity to apologize for the inconvenience that you experienced while you served the breakfast at our establishment.
Our restaurant had a staff shortage that day, and the workload was high. I would like to apologize for not being able to meet your expectations, and I assure you that we will be serving you fresh and flavorful food on future visits.
We would like to take this opportunity to apologize for the poor quality of service and noise that you experienced during your stay at the hotel. While we understand that guests expect a great experience when they book a hotel, we were not able to provide them with the complete package due to certain unforeseen circumstances.
  
 After careful consideration, we decided to give you a partial refund of £62.21. We will be processing your refund according to the procedures outlined below. The refund will be processed through the same payment method that was used for the purchase. If you use a credit card, the transaction will be credited to your original card. If you made a different payment method, such as a bank transfer or PayPal, please let us know which one you prefer.

Due to the inconvenience caused by the situation, we are offering a 10 % discount on all your expenses and facilitating your request for a future stay at our hotel. We will do our best to provide you with the best possible service once you return to our establishment.
You may reach out to our support team if you have any inquiries or reservations about the refund process. Our dedicated team of customer care agents is here to assist you with the entire process and ensure smooth sailing.
We would love to hear from you if there is anything that you would like to know about.
We appreciate your feedback, and we've already taken the necessary steps to improve our services. We're hoping that you'll give us another opportunity to show what we can do.  
We are confident that you will find our response to your query as satisfactory. But, if you wish to continue with your query, please inform us in advance.  
                          
                                                                                         Kind regards, 
                                                                                       Sonia Porumb
                                                                    Ibis Styles Birmingham NEC and Airport
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Element 1 – Pre-Arrival 


	  The pre-arrival phase is when guests make their reservations and choose a hotel for their stay. Various factors can be considered when it comes to choosing a hotel, such as the price, the availability of rooms, the reputation of the hotel, and the word-of-mouth referrals from colleagues and friends (Hotelier Life, 2021). Various reservation issues can occur during the pre-arrival phase. These include indirect bookings, cancellations, credit card charges, and account inquiries (Sann and Lai, 2020).

Sann and Lai (2020) analysed 2020 online complaints (comprising 390,236 terms) that were retrieved. Of these, 517 complaints (99,695 terms) were from Asian travelers, and 1503 complaints (290,541 terms) were from non-Asian travelers. The service failures that non-Asian customers experience during the pre-arrival stage can be seen as a distinct phenomenon from those that Asian guests experience. This could be because the former's style of preparation could have resulted in higher expectations.

During the pre-arrival phase, the hotel must provide its guests with the opportunity to purchase add-ons or upgrade their experience. Upselling can help boost the revenue of the hotel and make the guest experience more enjoyable. To avoid being too salesy, try to highlight the benefits of the offer to the potential customers (DeMers, 2023).

As the largest hotel chain in the UK, Premier Inn is dedicated to supporting communities. They aim to make a positive difference in the world through their actions and are committed to doing their part in a big way (Premier Inn, 2023).





	
Element 2 – Arrival 


	
  The process begins with room allocation and registration. After the guest has arrived, they start a business relationship with the hotel by interacting with the front office personnel. The hotel's front office is responsible for providing guests with the necessary information about the services and standards of the establishment. This stage also involves answering all their queries and explaining the various features of the hotel (Hotelier Life, 2021).

The second phase of the guest cycle involves the various procedures that a hotel must follow to welcome its guests. New technologies have been introduced to help speed up the process of getting guests to their rooms and make their stay more convenient (Lukanova and Ilieva, 2019).

Some negative issues are the occupancy of the front office is poor, with long wait times, poor communication skills, and lazy or unwilling staff members. On the other hand, poor customer service is characterized by slow and unhelpful responses, a lack of knowledge about the area, and poor English (Sann and Lai, 2020).

For all people, this stage is the most important, intangible and tangible. An extremely tangible thing would be for people with disabilities, for example, this person who left a review at the Premier Inn hotel in London (Rob,2023). He encountered problems getting inside the hotel due to the lack of an access ramp or specialized staff, although they announced the existing problems. And, for these people, the staff had an unwelcoming and unprofessional attitude towards them, resulting in dissatisfied customers and negative brand feedback. Instead, reviews from the Travelodge hotel have a lot of praise for the receptionist who is extremely warm to them and helps them solve problems, which is hospitable and professional in this field (Wallis, 2022).


	
Element 3 – Duration of stay 


	
  While they're in-house, the guests can finally use the services and facilities. To ensure that they'll have a positive experience, keep them informed about the offerings and promote deals from the recreation, housekeeping, and F&B departments. Can also work with these teams to come up with new add-ons (Alemar, 2022).

The cleanliness of the hotel is generally considered to be one of the most important factors that a guest should consider when choosing a hotel. Besides the cleanliness of the room, other factors such as the size and layout of the room and the environment are also taken into account to make sure that the room is comfortable and welcoming. Some of the other factors that can affect a guest's experience include the availability of food and beverages, the environment, and the smell of the room. Many factors can affect a person's perception of personal interaction, such as feelings of disrespect or discrimination, inconsistent responses, and money-mindedness. In the guest room, garbage can be left in the bin, and there are also stains on the carpet and towels. Public areas, such as the hallways and the fire exit door, are dirty (Sann and Lay, 2020).

The occupancy levels of hotels can negatively affect the experience of their guests. High levels of activity during the day can lead to a compromised service experience for customers. The findings of their study suggest that hotel managers should consider the importance of training and quality assurance when it comes to improving the quality of their service interactions. This can be done through the allocation of resources to ensure that the interactions of their customers are not easily affected by the rising occupancy levels. Furthermore, hotel operators should regularly audit the performance of their service offerings (Liu, Wu, and Li, 2022).

An example of a hotel that achieves almost maximum cleanliness is the hotel: hub by Premier Inn London Convent Garden, which is ranked 369th in the list of hotels in the UK. Most reviews include the word "clean," which is extremely satisfying for both the brand and future customers. This customer is not entirely happy by offering only 4 out of 5 stars, but although the room is small and the room does not have coffee, he offered 4 stars for cleanliness, location, and friendly employees (Guy, 2023).


	
Element 4 – Departure 


	
	During the departure stage, guests can settle their accounts by making a payment using travel agency vouchers, credit cards, or cash. The front desk cashier then prepares a guest bill that is based on the financial transactions between the two parties. In addition, they handle the luggage handling and are responsible for ensuring that the guests are satisfied with their stay. They also encourage them to return to the hotel (Everything about Hospitality, 2023). 

Significantly, customers are listened to and understood, even when leaving. All their stay is important from the time they arrive until they leave, including after because these clients can return. In this example review, customers have some problems, but they are not noticed by the receptionist, and this is frustrating for anyone. Excellent service and professionalism are what any hospitality employee must prove, for example in this review, customers have been treated with ignorance in a hub by Premier Inn Hotel, as they see, they already have a negative review and those customers will not return to the hotel, so they lose those customers and may some potentially friends, for 5 minutes conversation.  (Titan, 2021).
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Great stay!

Great hotel!

Room and hotel were clean and comfortable. | had a single room with a double bed and found the bed
and room to be comfortable and spacious. The hotel seemed new and | was able to sleep well without
any noice issues from other rooms or the street. There was a nice bar area for drinks and watching
sports after a long day. | would definitely stay here again if in the area.

Read less «

Date of stay: April 2023

Trip type: Travelled on business




