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During my tenure at Parkplazza attending the front desk I had to Greet the guests and help them check-in and check-out, while also keeping a positive and professional demeanour to ease the minds of the guests. I also had to answer and forward phone calls, carrying forward the same positive demeanour to the phone conversations. 

Using the Gibbs reflecting cycle (Gibbs G,1988), I was able to reflect upon this experience I was surprised how some guests projected their stresses and worries to myself, and what was challenging about this was keeping a positive attitude and calming the guests down. What also surprised me was how little time there was in between guest interactions, Meaning I had little time to waste. (Kim J, 2011) This greatly surprised me as I prefer working a lot rather than not having much to do since it doesn’t challenge my skills. However, that doesn’t mean that I didn’t feel overwhelmed sometimes by the sheer amount of work needing to be done in such a short amount of time. 

If I had to evaluate my Performance at ParkPlazza I can confidently say my strengths are interacting with people and answering questions, and this strength helped me to make the guest experience more pleasant. Although, one of my weaknesses is that I struggle to handle pressure and multitask. So when a guest would come to check-in/check-out and the phone started ringing I had problems with keeping my composure. Another strength worth mentioning is my problem-solving skills and how I was able to confidently answer all quest queries and solve their problems. (Aziz, 2020)  And this strength also comes hand in hand with conflict resolution, as I resolved all the conflicts while in my placement. My other weakness is also speaking loudly and clearly, and this was evident when non-fluent English speakers would talk to me, they had trouble understanding me. This is because I am not fluent in English myself and can struggle to be clear at all times.

Analysing the role of the front desk in providing a positive guest experience, Its easy to say that front desk has the biggest impact of the guest’s experience since it is the first department that the guest interacts with upon entering the hotel, are the ones who shape the first impression of Parkplazza for the guests. So it is clear that front desk staff have the power to make or break a hotels reputation. (De Carvalho, 2016)  This also opened my eyes to the importance of being respectful to front desk staff as they do their best to make a welcoming experience for guests and do not deserve any attitude or disrespect. So this experience has also made me a better customer for hotels. 

Moreover, There are ethical and cultural considerations frontdesk staff need to take into account. For example, some guests had trouble speaking English, and I had to try my best to respectfully cooperate with the guest and work to understanding their concerns and queries. (Astuti, 2018)

To conclude, Front desk staff have the power to shape the customer experience at any hotel, and must call upon their social and problem solving skills. I learnt a lot of key lessons from the experience, For example the fact that your tone and demeanour can shape the customer experience and even ruin their mood, that’s why it is key for hotels to hire socially capable people with a positive attitude. And the experience has truly improved my social skills and working under pressure. (Hayes J, 2002)

To further improve my skills I have made a plan to participate more often in professional social situations, such as meetings to continue developing this skill. However, for my weakness of struggling to work under pressure I have identified that breaking down the tasks into smaller chunks and working hard not to panic makes working under pressure easier and more manageable. (Beilock, 2007) I could also attend workshops and seminars dedicated to working better under pressure and in social skills, and by listening to more experienced people in this industry I can apply their advice to my own craft. (Rietig, 2024)

Lastly, It is clear that some guests struggled to understand me due to the fact I am not fluent in English, this was especially evident when I was speaking with other non-fluent English speakers as they really struggled to understand me. My plan to improve this is to practice my English via online lessons and apps, while also striving to speak more English in my day-to-day life, as before I was afraid to speak English and avoided doing so to avoid making mistakes. But it is clear mistakes will help me improve long-term.
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	Trip Advisor Review Response 150 words +/-10%

	
Thank you for the Amazing review, Navigator! 
We are glad you enjoyed our rooms and appreciate our staff’s hard work to bring you a comfortable and high-quality experience. If you can think of anything missing from the morning buffet do let us know any new delicacies you would like to see laid out. We strive to improve all aspects of our hotel and your review has been noted and we hope to see you staying and enjoying our rooms again in the future. If it is okay with you, please could you notify us of anything you did not enjoy about your stay? We would love to hear about what we could improve for your next stay so the next time you stay with us it will be an even better experience. Thank you once again and see you soon. - Nicolae
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	Letter of complaint response 500 words +/- 1-%

	

Subject: We are incredibly sorry 

Dear Mrs Blake, 

We are as disappointed as you are to hear you had an unpleasant stay in room 330. I am writing to let you know how we can amend the situation and provide you with a better experience for your next stay. 

To begin, we apologise for the hygienic issues that you have found, Usually the housekeeping staff do a wonderful job and we have very few issues like this. However, that is no excuse. We have informed the housekeeping department of this complaint and will strive for this to never happen again, we will introduce better means of communication within the staff as we are confident it was a lack of communication that caused the staff to miss room 330, either way it is unacceptable.

As for the Wi-Fi, we have already called an IT technician to investigate this issue in multiple rooms and we will have this fixed very soon, we apologise again for the poor service and the disruption to your work. Can you recall if the signal on your device was full or very low and has your device had this issue in the past?

Moreover, We will begin adding additional noise-reducing materials to our rooms so that you and future guests can enjoy a better sleep without hearing unnecessary noises throughout the night. Our engineers will be contacted and will investigate ways to reduce noise in the rooms. On top of this, we will introduce a new noise policy, politely asking all guests to be quieter past 10 PM. 

Lastly, All staff will be calling into a meeting to address the poor customer service, and will be given Additional training on responding to complaints and queries. Please could you reply and let us know what sort of requests you made and how staff responded? – To fully get to the bottom of this issue we would like to know more information, Thank you. 

We understand these are just promises made over email, so to properly amend our mistakes we would like to offer you a free night stay with breakfast included for you to see and experience the improvements made based on this email. On top of this, your future three stays will be reduced by 50% as a sincere apology for the negligence that caused your stay to be unpleasant. 

Are there any other issues we need to be aware of? For us to improve our services we would like a full picture of your experience, For example, is there anything that you liked or enjoyed about your stay? 

We take all complaints seriously and we apologise profusely for the inconvenience, and disappointment caused. We hope to see you back soon and we await you in open arms with a much better experience waiting for you. 

Sincerely, 
Nicolae 

P.S: To collect your free night and discount kindly reply to this email letting me know. We apologise once again.

















































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

	
Key Skill 1 – Customer Service Skills  


	Customer Service skills are essential for providing hotel guests with the right experience. It shows the customer that the hotel cares about the services they are providing and seeks to continuously improve the experience. (Lucas, 2015) A good example of poor customer service is the common example of taking too long to attend to the matter in question. People come to hotels for convenience. If guests must wait too long for the request to be fulfilled they will remember the incident and possibly choose other hotels in the future. Good customer service skills are a mixture of other key skills such as problem-solving, to be able to solve any problem the guest is experiencing. Good listening skills are vital also, to understanding what the guest's problems are. And lastly, good communication skills, to be able to communicate to the guest how the problem is going to be solved.  Any industry that delivers a service must have all staff trained and able to demonstrate customer service skills. Building an environment where the guests feel heard, and treated well can increase the likelihood of guests leaving the hotel satisfied and happy to come back again when the opportunity arises.




	
Key Skill 2 – Communication Skills 


	The bedrock of hospitality lies in communication skills. This is due to the fact that for the hotel to provide the best service possible they must communicate through their staff the important information and key details of their stay. (Low, 2014) And for this to take place the staff must possess great communication skills necessary to inform guests of key information. An example of this is when staff help guests to check-in. The front desk staff must be able to effectively let the guest know what room they are in, what they must fill out to confirm their stay. And any policy that could impact the stay of other guests. In this example, if the communication is poor and the customer fails to understand hotel policy, they could disrupt other guests experience, such as a policy that all guests should keep quiet past 10pm. If this policy gets misunderstood, one guest could disrupt all rooms surrounding them. (Morini-Marrero) Good communication skills include being able to organise the information and communicating in a simple, easy-to-understand form, leaving out irrelevant information and speaking clearly. Bad communication will only frustrate guests and push them into solving their own problems, this in turn will make them choose a different hotel next time that can fulfill these needs. (Groth, 2012) So the solution for hotel brands is to hire clear speakers or begin training current employees on better communication, focusing on the smaller skills that build up the overarching communication skill. (Wagner, 2002)


	
Key Skill 3 – Organisational Skills 


	A skill that is often called upon in hospitality and especially by the frontdesk department is organisational skills. (Mullins, 2001) This is due to the fact that for each guest to be assigned a clean, and ready to be used room that fit the guest needs, the frontdesk staff need to organise the right room for the customer. Organisational skills require the ability to manage time effectively, know which tasks to prioritize and postpone, and the ability to multitask and handle multiple tasks at once. In the fast-paced environment of a hotel, multitasking and being organised are essential and sought after by employers. An example of organisational skills being used is the scenario in which the guests need a room with two beds and none are available at the moment due to the space needing cleaning from the housekeeping staff. A demonstration of organisational skills will be to call the housekeeping department and let them know it's urgent to take care of a room with two beds. Poor organisational skills can lead to guests receiving the wrong service or the service that doesn’t fit their needs, if this happens the customer will not be forgiving towards the brand and choose to avoid coming back in the future. Due to hotel hospitality being a competitive market, customers have a lot of choices when picking hotels and upon receiving a bad service due to poor organisational skills customers may never return again. (Matthews, 2000) Hence why, organisational skills are crucial to avoid major mistakes that can lose a brand customers over the long term. 




	
Key Skill 4 – Problem Solving Skills 


	Lastly, Problem solving skills are essential in hospitality front desk due to the fact guests will check-in or check-out having problems and the front desk staff are the ones responsible to solve said problems. (Raybould, 2005) Customers in need will appreciate the staff and the hotel brand in association if their problems are solved promptly. For example, if a guest has lost their wallet in their room and comes to ask the front desk staff for help, this interaction puts the guest in a desperate position, losing a valuable item away from home with the looming danger someone else may find it before them. If the front desk staff can recover the missing item and effectively apply problem solving skills to the matter, it leaves the customer with a positive opinion of the hotel, promoting the occasion for this particular guest to come back. However, problem-solving skills require other key skills such as quick-thinking skills, since solving a problem only matters if it is done in a certain period. (Kiffin-petersen, 2012) Listening skills can also be important as to firstly fix a problem the staff need to understand and listen to what the guest is saying and look out for key details. Bad problem-solving will only frustrate guests and potentially cost the hotel company revisiting customers, as the brand is represented by its staff. Guests will never blame an individual employee for bad service, the negative press will be directed solely at the brand in question. (Chen, 2015)
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Super stay

What a great friendly professional clean hotel. The staff were fantastic, the room
was clean tidy and comfortable. The buffet style breakfast was delicious, well
cooked with a large selection of hot freshly cooked quality items. Fresh coffees
or other drinks from the machine. There was also cold breakfast items with a
large selection of cereals and pastries, yogurts etc something for everyone. The
eating area was kept clean at all times and as soon as the clients had left the
table the tables were promptly cleared and cleaned. All the staff were pleasant
and friendly. Our car was parked in the on site car park which was a great place
to park for our stay without having to find a place outside or be worried about
damage or theft. We thoroughly enjoyed our stay and would highly recommend
staying here. We'll definitely stay here again as it’s a lovely place situated near
the pubs shops and venues.

Read less a

Date of stay: November 2023
Trip type: Travelled as a couple

Value
Service





