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	Summary of My Learning
The front desk is an important part of how things are set up in a hotel. I worked at Premier INN as the front desk manager for a while. We know from real-life examples that the front desk has many smaller areas, each with its own set of chores (Bardi, 2011). Many different types of people work at the front desk. Some of them are ticket managers, cashiers, desk clerks, and bell staff lift workers. Some jobs can only be found at certain hotels since front desk staff at smaller or more specialised hotels may need to do a lot of different tasks. For many front desk jobs in the hotel business, PMS software is used because it makes it easy to keep track of tasks. The PMS program is very useful because it helps you figure out how the whole hotel works. This could help people better organise their time, make money, and work more efficiently overall (Sturman et al., 2011). Some front desk jobs can now be done automatically, thanks to progress in technology. This makes work easier and faster for everyone. Technology has made it possible for managers to make quick decisions. One more thing was added to see how well someone can talk to others.
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Description:
I worked at Premier Inn, so I know how crucial it is for front desk workers to interact well with clients to develop a positive connection. At the Premier Inn hotel, I learn how to handle difficulties, which is vital for front desk staff (Sturman et al., 2011). There is a lot of work at the front desk, and there are some unanticipated problems. The front desk staff must be able to quickly help guests in such situations.
Feelings
I have chosen the front desk because I love talking to people all the time. It’s my understanding that people who work at the front desk deal with a lot of people as they come and go. As the front desk manager of the Premier Inn hotel, I used to feel like it was my job to make sure that the front desk ran smoothly every day. It used to be that I did my job in the right way. There are times when I am in charge of other people working at the front desk and things don`t go as planned. Some people I meet had trouble getting to work early. I try to help them managing their time because I also wasn't good at it.
Evaluation
The Front Desk's jobs include getting guest information and putting it away, setting up room amenities for guests, and making sure everyone is happy with their stay. The front desk was set up, and its system was made to make it easy to sell guests goods and services (Hammer, 2018). I've learned front desk management's daily chores. To increase visitors, check-in and check-out may be streamlined. After these kinds of check-ins are done, normal practice may tell the front desk staff to quickly get guest relations workers to help guests with their bags and show them to their rooms.
Conclusion
The Front Office can only tackle some of the organisation's issues. I realised that even the best front office staff can't always fix a company's underlying issues. I've realised how crucial verbal and nonverbal communication is in the service industry. During my hotel stay, I felt content and delighted when my first encounter with someone was a compassionate individual who listened intently and helped us get along. Front-desk communication that works effectively and promptly matters. Communication is the key!
Action plan
The strain of working in the front office is something I have experienced myself. I have been in this circumstance. When guests arrived at the hotel, it was my responsibility to greet them, inquire about their requirements, provide them with a tour of the hotel's amenities, emphasise the property's distinctive selling points, and provide customised attention. I am not very adept at managing my time well or thinking critically, and that is the only thing I am missing. After a certain amount of time has passed, I shall enhance these abilities (Hammer, 2018).
Time Frame: 6 months
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	Trip Advisor Review Response 150 words +/-10%
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Dear Important Customer,
Hi there. Thank you very much for your help. We're glad you picked our hotel. At the heart of everything we do is putting the customer first. Our hotel's primary objective is to provide our esteemed visitors with superior accommodations and service. To make service great all over the world by giving every hotel guest a great time every time. The hotel we are in wants to meet the needs of business visitors, groups, and tourists. We are very excited, committed, and caring about everything we do because our company is all about new ideas and giving people what they are looking for. Our business knows how important it is to put together a group of smart, motivated, and excited people in order to get a good return on investment. We appreciate you taking the time to communicate with us. Could the situation now improve? It gives us great pleasure to see you. We appreciate you investing your time in reviewing our services.
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	Letter of complaint response 500 words +/- 1-%

	Sincere greetings, Donald Ronald Federick,
All of the people who come to the Premier Inn hotel are very important to us. We totally get how upset you were with the service you got. According to your email, the pre-booked rooms you had asked for during the check-in process were not available when you tried to check-in. Thanks for your stay at the Premier Inn. The managers want to say sorry if your stay caused any trouble. You can get in touch with Premier Inn through most Global Distribution System (GDS) means. When you told us you were worried, we took the steps we needed to give our front desk staff more training. We are now working to fix the problem. Because of this, the hotel staff has been told to hold on to guest bags while they check-in and pay them with coupons for the hotel food. From your point of view, the loud neighbours who make noise in their own homes might be to blame for the added noise in your living area. We have begun the process of starting the jobs we have right now. It is now better for walls and floors to keep heat in because insulation has come a long way. Please forgive me, but I need more information or a text message from you before I can say that the house has silent windows and curtains, as well as ceiling panels and tiles, to keep noise levels down. Premier Inn came up with the idea of the moving bedroom. Both problems could be solved by the hotel if it could handle both outside noise and disturbances on the lower level well. Building changes are made to get even better noise reduction than is needed. For example, acoustic linings are added to the walls and ceilings, and windows are double-glazed on all four sides. We also hire extra people to clean the rooms and toilets to keep things clean. That person will have to change the towels and sheets, make sure the room has enough airflow, and put things back where they belong. Just get rid of the trash in the bathroom. There are many ways to keep food warm, such as with toaster ovens, multicores, heating plates, slow cookers, and hot warming trays. The cook and I also talk about how to make the food better. The person says that calling the front desk did not change their room after that. We're still upset about how bad things are and wish we could have done more that night to make things better for you. We're sorry about that. Given that you had a negative experience during your stay, we would like to offer you a voucher for $100 that you may use during your subsequent stay at the Premier Inn. We are certain that your subsequent visit will be even more enjoyable than we anticipated it would be.
Thank you very much for the review.
Sincerely,
Alin Stefanescu
Manager (Front Desk)
Premier Inn Hotel


Component Three
The series of steps that a hotel and its guests take when they get to know each other is known as the "guest cycle." The Guest Cycle can be split into four main steps based on the jobs and depths of interactions (Crimp, 2019). We can divide the process we're talking about into four steps, which are shown below: A trip has four parts: before the trip, during the trip, after the trip, and after the trip's end (Crimp, 2019).
The people who work at the front desk need to know how to take care of guests and keep track of their money while they are staying. To give great customer service, the front desk staff must fully understand how the hotel works. A neat way to run the front desk is to use the Guest Cycle (TESONE, 2010).
	Element 1 – Pre-Arrival 

	The selection process that visitors undergo prior to their intended stay is a crucial component of the guest cycle (Tewari, 2009). Several factors may influence a guest's selection of a hotel. These characteristics are influenced by several factors, such as Ad campaigns, recommendations from friends and colleagues, previous experiences, business affiliations, reservations made via travel agencies, loyalty programmes, proximity to the location, brand names, and business connections.
After the hotel ticket agent approves the order, it is entered into the hotel's computer system. Creating this ticket record is the first stage in the hotel guest cycle. Patrons holding this ticket will be able to indulge in a personalised lodging experience since the hotel will provide services that are specifically suited to each individual's precise tastes. The hotel utilises ticket data to assign rooms based on clients' choices, so providing sufficient coverage of their stay expenses (Jayanti, 2023). 
Reservations primarily aim to ensure the availability of a room for guests upon their arrival. However, they may also assist in facilitating prompt service. Prior to their arrival, travellers choose accommodations. Visitors have the option to choose a hotel for their stay by considering several factors such as previous experiences, advertisements, recommendations from acquaintances, geographical proximity, business affiliations, travel agency reservations, the reputation of the hotel, and loyalty programmes (Baloglu, 2022).

	Element 2 – Arrival 

	Upon arrival, visitors are required to register and are then assigned accommodations. Upon the guest's arrival, the hotel promptly initiates commercial transactions with them (Baloglu, 2022). Front desk personnel provide information on hotel pricing and promotions.
Prior to commencing the check-in or registration process, front desk personnel must verify the status of visitors' bookings. Front desk employees have the potential to earn additional income from both scheduled bookings and spontaneous arrivals.
During the check-in process, you must provide your registration card or any other relevant documents. At the front desk, you may create and complete an information card to document crucial details. The registration card should include explicit instructions for invoicing, details about tickets, the count of people and children residing in the property, address information, non-resident documents and visas, comprehensive personal information, and payment card details. Guests are required to complete a registration card in order to ensure that both the tourist and the hotel owner get legal advantages.
The registration procedure is considered complete after the payment method and intended departure date has been verified and authorised. Upon request, guest service colleagues and managers will escort guests to their respective rooms (&NA;, 2022). If not, they may provide them with a room key and instructions on locating their room. Upon check-in, guests are provided with a Registration card, often referred to as a "Reg." card. The front desk is able to obtain the required information by utilising this card. The registration card to encompass critical data, including payment instructions, the number of occupants (including children and guests), the address, specific information regarding the passport and visa of any foreigners, comprehensive personal data, and credit card particulars. To ensure that both the tourist and the hotel may use certain legal advantages, it is necessary to get the guest's name on the registration card (Jayanti, 2023).

	Element 3 – Duration of stay 

	Front desk personnel serve as representatives of the hotel while it is operational. Front-desk professionals are responsible for responding to inquiries and overseeing the day-to-day activities of a hotel. Front desk personnel are required to promptly and accurately respond to client inquiries (Akasia & Sandy, 2023). We provide a proactive level of service that goes above what visitors anticipate. This enhances customer loyalty towards the property. Restaurant, travel desk, phone, and internet expenditures impact the financial records of the hotel. The complaints are documented by the Front Office. Front desk staff must verify guest accounts and credit limits. The front desk personnel shapes visitors' perceptions of the hotel. Front desk staff answer questions and represent the property. Reps educate and assist visitors. Front desk staff must answer visitors' questions and requests quickly and honestly. The front desk staff provides proactive service to meet client expectations. Guest loyalty will rise. Ensuring security is of utmost importance while accommodating visitors (Akasia & Sandy, 2023). Protecting cash and possessions is crucial. Staff at the front desk are responsible for administering safe deposit boxes, property, emergencies, and visitors' belongings in accordance with hotel operating procedures. Companies and hotel clients may make payments for travel, internet, dining, and telephone services. These expenses are predominantly attributable to front-office operations. Providers of visitor information and amenities. Front desk guest service must be prompt and effective. The primary objective of the front desk crew is to anticipate and surpass the demands of the customers (Akasia & Sandy, 2023). 





	Element 4 – Departure 

	Accounting and guest services end after departure. Check-out involves paying bills, giving over keys and leaving the hotel. At the front desk, staff advise guests of room availability and notify the cleaning team upon departure. Property management software updates hotel room status (Sari et al., 2022). 
During this time, hotel guests are asked for feedback. The guest services and accounting visitor cycle ends with the exit. Guests must return their keys and pay for expenditures upon leaving. After guests leave, the cleaning team adjusts room availability. Hotels may automate room status updates using property management software (Sari et al., 2022).
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Rainhill premier inn

On a recent visit to Liverpool my family and | stayed at Rainhill premier inn and could
not fault the place, obviously very well maintained and clean.

A big shout out to Tracy and Leesa on the desk who looked after us and kept us
informed about transport links that made our trip into Liverpool seamless.

Well done team

Date of experience: November 04, 2023
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Mr. Ronald Federick,17
Trinity court, Swansea
SA12AR

September 15t 2023
Subject: Complaint
Dear Sir/Madam,

Ihope this letter finds you well.
I am writing to express my disappointment and dissatisfaction with my recent stay at your hotel. Unfortunately my
experience overnight on Saturday 26t of August in room 205 fell far short of the standards I had expected. I believe it is

important to bring these to your attention.

Firstly 1 was deeply dissatisfied with the quality of the breakfast on Sunday morning, the food served was cold and
tasteless. As a guest believe it is reasonable to expect awarm and appetizing meal to startmy day and this certainly was not
the case. Secondly I was subjected to a considerable amount of noise throughout the night due to baby crying in a
neighboring room. The incessant crying made it near impossible to sleep, I believe it's the hotel’s responsibility to ensure a
peaceful and comfortableenvironment for all guests.

Lastly I was appalled by the cleanliness of room 205. The bath had visible strands of hair and the toiletwas unclean. As a
guest, hygiene is of upmost importance to me and it was disheartening to discover such unhygienic conditions.

1 hope that my feedback will contribute to the overall improvement of your services and I will look forward to hearing

from yousoon.

Yours Sincerely,
R Federick

Mr. Ronald Frederick,
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