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Description:
During my work placement at the Ibis Barking hotel, which I began on the 15th of January where I worked at the front office department; I overtook various tasks at the reception and bar. During the first few shifts, I was shown around the staff room, reception area, kitchen, and the restaurant. I familiarised myself with the evacuation process, risk assessment action plan and Child sexual exploitation policies from the office board (VisitBritain, Thomas, 2023). After that I was placed to work at the front desk, alongside a receptionist called Rosie. 
She introduced me to the booking and reservation systems FOLS and REZA (Shin, H., Perdue, R.R. and Kang, J., 2019), as well as the handover from the night shift, arrival, and departure lists. I undertook various tasks such as guest check-ins and checkouts, room allocations, and reservations. I also participated in other areas such as the bar and the restaurant, where I cleared tables and served customers. After the first few shifts, I felt quite confident, and my initial nerves significantly calmed down.
However, one particular shift presented some challenges as I was scheduled to work on the weekend. The hotel was busier than normal, with multiple customers at both the reception and bar. Another receptionist was hard at work checking in guests, serving at the bar, and handling guest requests so I immediately began helping her. It didn’t take long for me to realise that my new coworker's style of work was very different from what I had learned so far with Rosie (Datta, A. and Singh, R., 2018). I felt her explanations were quick and chaotic, which was reflected in the shift. We couldn't cooperate very well. She left me at the reception while she was serving customer at the bar. There was a guest that asked me for a new reservation. I felt quite nervous as I never done it on my own.  Also, the customer’s name was really difficult to understand, and I had to ask him a few times to spell it for me. I felt that the guest wasn’t happy, neither were the people in the queue. Luckily, the receptionist realised the situation and quickly came back. 

Feelings
The fact that I didn't handle the situation very well really shook my confidence. I forgot everything I had learned so far and tried to adapt to a lobby full of tired and irritated customers (Sagepub, Krauss, 2021). I felt that I would not be able to face customers on my own that night. 
 

Evaluation
This shift was a learning curve for me. I realised that I had relaxed too soon, and that my job consists of much more than check-ins and checkouts and how important service recovery is on enhancing employee performance (Hewagama, G., Boxall, P., Cheung, G. and Hutchison, A., 2019). There were numerous questions to answer about location, services, local events, etc from customers that I had to educate myself on to enhance the guest experience (Leung, R., 2019). I also learned about my strengths and weaknesses. Feeling a bit guilty, I left the guests to the receptionist and began issuing room keys on the machine. At the bar, I poured drinks while she took orders. That seemed to work well as the long queue soon disappeared. 

 
Analyse 
Following nights of poor performance, I went over all my notes from my previous shifts and slowly improved with every other shift. Watching videos on YouTube with different accents helped me improve my ability to understand a wider range of customers better and deal with foreign names. The more days I worked there, the more my confidence increased as I understood that I shouldn’t be copying other people’s work style but instead try to develop my own that is adaptable to the current work setting so that a positive guest experience can be provided at all times (Hassi, A., 2019). 
 
Conclusion
I now greet every guest professionally and with a smile on my face. If I struggle with a name or accent, I kindly ask for a booking reference (Thesus, Högnäs, 2015). I wish I had thought of that earlier, but it's better late than never. I also did some research on the hotel and location, to better prepare myself for customer enquiries. 
 
Action Plan
My action plan now consists of staying calm and adaptable so that I can provide a positive guest experience in any work setting. Further improving my communication skills to make the check-in/out process smoother for the customers as well as the communication with my team so that we can be more efficient during the shifts. Continuously learning from my previous shift notes so that I can clarify the mistakes I made which would help get me closer to my ultimate goal of building my own personal style of work. 
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Dear Jas, 

Thank you for choosing to stay at the Ibis Barking hotel and for leaving positive feedback. I’m glad that we were able to meet all your needs, and that you enjoyed your stay with us. 
Your kind words were passed to our team member Anissa, who was delighted to hear them. The staff at our hotel is dedicated to providing an unforgettable guest experience as we try to make the place feel like home for everyone as suggested by our uniform logo, “Welcome home”. 
We’d be happy to have you back any time you’re in the area. In the meantime, please do check us on our social media platforms for deals and promotions that can help you reduce travel costs and recommend our hotel to your family and friends. 
Thanks, once again, 

Sincerely, 
G. B 
Manager at Ibis Barking Hotel 






	Screen shot of referenced Trip Advisor review used: [image: ]

	

	

	

	Letter of complaint response 500 words +/- 1-%

	
Dear Mrs Blake, 

Thank you for choosing to stay with us and for taking time to share your recent experience in our hotel. 
I’m really sorry to hear that the hotel didn’t meet your expectations and you’re left disappointed by our service. 
I am surprised to hear about your complaints, as you didn’t mention any of these things during your stay. If you had done so, we would have taken all necessary actions to improve your experience. 

I am saddened to hear that you were disappointed with the cleanliness of your room and that you found the floors dirty. 
We take the cleanliness of our hotel very seriously. We are also grateful for criticism, as it helps us to better understand our guests and improve.

Our housekeeping staff is highly skilled and very well trained. They use high quality equipment and have a keen eye for detail. All the rooms are cleaned daily, twice a day when necessary. Your comments were passed to our housekeeping team and will be used to further improve the service. The stained bed linen was mentioned on the last training and staff was instructed to re-wash or discard items that bring quality of the hotel down. 

I can assure you that carpets throughout the hotel are shampooed once a month, and hard floors are moped daily with antibacterial chemicals. After reading your feedback, the room 330 was thoroughly inspected and the carpet was cleaned once again. 

The unreliable Wi-Fi speed you mentioned was also investigated. Unfortunately, we are a tourist hotel, and we have slight internet problems at times, which makes it unsuitable for business use. Therefore, we tend to accommodate these rooms for families and tourist groups. If you had mentioned the problem and your specific needs before arrival or during your stay, we would have definitely offered you a different room, with better connection. We do have an excellent free Wi-Fi in our lobby and restaurant. I hope that helped a little with your work. 

Unfortunately, the noise levels you have complained about are not in our control. We are tourists and family orientated hotel in central busy location; therefore, our hotel is not suitable for businesspeople. 
Your concern would be passed to the annual management meeting for solution of the problem and improvement.  

For your future business trips, I recommend using our branch which has high speed internet, great business facilities and excellent feedback from our customers. As a valuable member of our loyalty program, you will get 10% discount of your stay, free Wi-Fi, and free early check in. 

We value every customer, as I mentioned in the beginning of my letter, I’m really saddened to read your letter of complaint. You mentioned receiving a bad customer service and felt that your needs were being ignored. 
As I investigated the matter, the whole team was surprised to hear your negative feedback as you haven’t spoken to any of them. They expressed a concern that you didn’t give them an opportunity to improve your stay. 
In the future in case of a problem, please do not hesitate to approach our team. We are listening to our guests and are happy to provide outstanding service. 

Sincerely, 
G B 
General Manager 




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

	
Key Skill 1 – Customer Service Skills  


	
The development of the global economy and the boom in technology have changed people's lives forever (BU, 2022). Long hours at work and a dynamic lifestyle are why more and more people seek salvation in travel, new sensations, and the comforts of a hotel. Hospitality is therefore one of the most changing and evolving industries in the world. With the increase of living costs, customer demands for hotel conditions and services have also increased. 
In the last decade, hotels have turned from a place to spend the night, to a relaxing escape from a busy lifestyle (Intellectsoft, n.d.). Fierce competition in the industry forces more and more hoteliers to take extra measures just to provide those perfect conditions to satisfy customers. For many of these hoteliers, hospitality is not a business, but an art as to satisfy customer requirements, hoteliers rely on a perfect customer service and staff with the right attitude. 
The front desk team is the face of the hotel and the first impression of the business so greeting every guest with a smile and friendly attitude is crucial. Every member of that team should be very skilled, professional, and highly motivated to provide an exceptional customer service. “The front desk staff represents the hotel in the eyes of guests” (Study, n.d.). There are many reasons why impeccable customer service skills are so important such as even the little things like a personalised greeting and showing empathy can increase customer satisfaction, build trust, boost online reputation, create a long-lasting relationship with the client, and ultimately boost sales etc. 
The Front Office Operation staff's main goal is to create happy guests. It’s no longer only to check guests in and out, but to upgrade packages, recommend local events, and accommodate special requests. There are many definitions of Great Customer Service (SiteMinder, Elphick, 2021). 

According to Corgel and Sturman (2011, p.9), lavish accommodation and a beach view will only go so far if the service isn’t there to match it. The Ritz Carlton are an example of a hotel with impeccable customer service as they were at the top of Newsweek's list for providing outstanding customer service in the industry. (Newsweek, Cooper, 2024) Also, the Hyatt Brand’s undertake on a more modern approach, mostly noticeable through its Hyatt Concierge social media platform (RD, Hinson, 2018). 



	
Key Skill 2 – Communication Skills 


	
A very important part of providing good customer service as well as co-ordinating how a hotel staff team operates lies in their communication skills. Guests are eager to learn more about unfamiliar places and want to proceed with their business or holiday. They often approach the front office for information on the location of hotel facilities, public transport, and local events. 
"Requests for information often begin with the bellhop, switchboard operator, front office clerk, cashier, or concierge because these employees are the most visible to the guests and are perceived to be the most knowledgeable.”  (J. Bardi, Hotel Front Office Management, 5th edition, p. 79) Communicating freely and with a confident attitude is crucial to understanding the needs of the guests as according to Indeed Career Advice, who named them as one of the top ten communication skills alongside active listening, friendliness, volume and clarity, respect, and responsiveness (Mastering Essential Communication Skills, 2024). No doubt that the front office operations staff are the most mentioned in customer reviews. 

Good communication is also vital for interaction between other departments in the hotel. “Communicating with other departments including marketing and sales, housekeeping, food and beverage maintenance, security, banquet and human resources”. (J bardi, Hotel Front Office Management, p. 89) Each department has a unique link to communicate with the front office staff. 

The Marketing and Sales department relies on them to provide data on guest histories.  "The guest history is a valuable resource for marketing and sales, using guest registration information to target marketing campaigns, develop promotions, and select appropriate advertising media." (J. Bardi, p. 80) 

Front office and housekeeping communicate to ensure that the rooms are clean, all maintenance issues are reported, check-ins and check-outs are done by the stated time, and the hotel process is running smoothly. 



	
Key Skill 3 – Organisational Skills 


	Another important skill of the reception team is their organisational skills. Managing time successfully, setting clear goals, and prioritising tasks are very valuable for front office staff (ScienceDirect, Marneros, 2021). A good receptionist should stay on top of their schedule by keeping a detailed calendar of meetings, calls, and tasks. The responsibilities of the front office staff are quite varied, including verifying reservations, guest registrations, etc but in smaller hotels, the receptionist may also serve as a bartender and assist with serving breakfast (Ibis Barking Hotel, 2024). The workplace could be stressful and overwhelming so the ability to multitask is a great tool that helps the receptionist handle their duties effectively. 

A good receptionist should stay on top of their schedule by keeping a detailed calendar of meetings, calls, and tasks, and using a planner to organize their workload. 



	
Key Skill 4 – Problem Solving Skills 
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Good overnight stay

Stayed overnight, hotel is a little tired but rooms and
bathrooms were spotless and bed was very comfy.
Staff are very pleasant and helpful. Special thanks
to Chandrasekhar on the late shift who was
professional and friendly. Would definitely use for
another visit

Readless

Date of stay: August 2023

Trip type: Travelled with family
Room Tip: Good amount of parking

See more room tips




