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The hotel industry is customer focused. Therefore, the client's contentment is crucial. The front office department manages reservations, which are followed by the guest check-in and accommodation processes. Interaction with consumers is an ongoing process that begins before to their arrival and continues long after they have checked out. Therefore, the front desk staff's communication skills are critical to improving client happiness and productivity. Productivity is linked to the front office ability to identify client communication issues.
From an administrative point of view, the pre-arrival procedure should, gather as much information as possible about the needs and expectations of a guest. The following details are usually collected at this point: the guest's name, the date and time of arrival, the type and location of the room, the requirements for accessibility in the room, and the credit or debit card number.
The customer is welcomed, asked if they would add any extras such as breakfast, evening meal and Wi-Fi and sent off from the front office, which is said to be the brains of the hotel management.
I felt quite nervous when I first started practicing at the front desk because Premier Inn was in the process of switching from Bart to Oprah as the operating system. As might be expected, I was not the only one experiencing intense feelings because the staff also had to get used to the new system in just three days.
Mondays are the busiest days for the front office and housekeeping; therefore, it was stressful enough that I started my first shift in the front office department on a Monday morning.
Thankfully, I have had the opportunity to work with extremely professional colleagues who have shown me their rules and processes in a very welcoming setting. The group is incredibly well-organized, and their interactions with both the visitor and fellow team members are outstanding.
The news that I will be able to create, modify, or cancel reservations as well as handle cash payments under management supervision has thrilled me.
Before assigning a room to a customer, the notes from the previous shift must be read before starting.
We encountered issues as expected because the system was changing, which put my abilities to the test. In the very first day the system went down, affecting reception, housekeeping, and the restaurant; guests were arriving for check-in, and naturally, everyone was working under pressure; we had to use our communication skills to stay in contact with both departments until the issue was resolved; effective situation management got us back on track with everything; we had to use crash pack; and the check-ins were made on the manager's laptop.
Service quality is one of the main elements affecting customer satisfaction, which is a crucial factor influencing consumer behaviour. Customer happiness is significantly influenced by front desk.
It is imperative that front desk employees are always well-trained and prepared because they interact with guests both in person and over the phone. This is true not only for Premier Inn but also for other hotels. The staff members must be familiar with the procedures.
Increased client happiness, higher service quality, and a reduction in errors in the front office department—in other words, a stronger communication system among front office staff members is linked to higher productivity. The front office department's growing communication issues obstruct effective operation, which eventually leads to a decline in client satisfaction and the accommodation's productivity, severely harming the business. In summary, productiveness, and visitor happiness both rise when communication is successful; miscommunication and communication issues result in lower guest satisfaction and, consequently, lower productivity.
The sales, marketing, and service departments are part of the front office since they deal directly with customers and work in tandem with the back-office departments to ensure a two-way exchange of information. 
In the conclusion the front office department is crucial to the hospitality sector, particularly in hotels, and is referred to as the hub of the establishment.
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	Trip Advisor Review Response 150 words +/-10%

	


Hi Huddy578,

The entire team at the Premier Inn North hotel is incredibly grateful for the kind and honest review you shared via TripAdvisor. We are pleased that you appreciated our dining options and noted how helpful our staff is.
Our company's main goal is to satisfy our customers, and your feedback shows that they value our efforts. We carefully consider the suggestions provided by our clients and try to suit their demands. We are always looking for ways to do better and go above and beyond to ensure that our visitors have the best possible stay.
The staff is inspired to keep exceeding quality standards by this kind of comments.
We’re grateful to have you as a customer and hope you will return when you are planning a holiday. Please consider sharing your review with friends.



Best regards,
Premier Inn North Swansea





Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	




Respond to a complaint:
     
                                                                                                                                                                                                                                                                                                                                                              Premier Inn North, Swansea
                                                                                                                                                      January 12th, 2024

RE: Complaint 
Dear,
Joanna Blake


We have received your letter of complaint dated January 10th and we take great satisfaction in attending to our customers' complaints promptly, therefore we cannot justify what you have gone through.
Thank you for bringing your concerns to our attention. We appreciate your feedback and want to assure you that the whole team will be aware of this comment, and we can certify that this incident will be investigated and fixed. And because we take our customers complaints seriously, every negative issue is registered in our programme, and we work extremely hard on daily basis to improve our services.
First, we would like to apologise for any difficulty or unhappiness you may have encountered. Our first goal is making sure you are satisfied, and we deeply regret that we did not meet your expectations.
 We have carefully reviewed your complaint and have taken immediate action to address the issue. The front desk and cleaning employees will need to retake the training, and the supervisors will keep an eye on them to ensure that customer satisfaction is rising and that all the employees' abilities have improved. We apologise for the internet, but we do have two different kinds of Wi-Fi available: free Wi-Fi for visitors, which is regrettably not always as fast as it could be, and high-speed Wi-Fi, which has an additional fee, however we are waiting for a new internet provider which will greatly improve the quality and speed of the internet. Our top office made the decision to increase security during the night in response to the loud customers and other rooms' noise. This way, guests can enjoy a quiet night and problematic clients will be kept under observation and, if needed, removed from the hotel.
We understand the frustration this may have caused you, and we want to assure you that your feedback is valuable to us. We deeply appreciate your continued support and would like to make it right. As compensation for the problem, we would like to provide a refund or a complimentary stay along with a dinner coupon for two at our comfortable restaurant. We will certainly improve our services in this regard.
Please feel free to get in touch with our customer support team at customer service phone number: 0800 080 080 or customer service email address: premierinnnorthswansea@yahoo.com if you have any additional questions or concerns. Our goal is to secure a satisfactory resolution for you in this situation. 
We hope that this letter clarifies everything and with the above mentioned we look forward to hearing from you.                                                                
Once again, we appreciate you bringing this to our attention. We are grateful for your understanding and patience. We are hoping to hear from you soon and have another opportunity to leave a positive impression.


Sincerely,
Premier Inn North Swansea















































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

	
Key Skill 1 – Customer Service Skills  


	Being the principal point of contact between a hotel and its guests, front office operations play a crucial role in the service sector. To provide outstanding customer experiences, this crucial department performs a wide range of tasks, such as guest services, reservations, reception, and customer assistance. Customer satisfaction and loyalty are greatly influenced by the first impression that front office operations give to them. Furthermore, effective front office administration is essential to the general prosperity and competitiveness of companies operating in the hospitality sector.
The importance of skills required in the front office department cannot be overstated, as they directly impact the customer experience and the overall success of the organization. Several studies and industry reports have highlighted the significance of these skills in contributing to customer satisfaction, operational efficiency, and business performance.
It is often acknowledged that effective communication is essential for front desk staff. The International Journal of Hospitality Management released a study by Nauta and Brettel (2019) that highlighted the critical impact that communication plays in influencing the perceptions and experiences of customers. Consumer satisfaction and loyalty are greatly influenced by one's capacity to communicate ideas clearly, actively listen to the needs of the consumer, and deal with clients in a professional way.
In addition, Morrison's (2017) research published in the Journal of Business and Management highlights the significance of organisational skills in the front office department. The study discovered a direct correlation between enhanced operational productivity and customer service delivery and front office staff members' adept task management and organisational skills.
Moreover, in the contemporary front office setting, technological competence has grown in significance. Research on the effects of technology on front office operations was published by Cheng and Kuo (2018) in the International Journal of Contemporary Hospitality Management. The study emphasised the necessity for staff members to be proficient in using digital tools and systems to provide efficient service.
These references highlight the vital role that technological, organisational, and communication skills play in the front office department. These abilities directly impact customer happiness, operational effectiveness, and ultimately the organization's success. Through the cultivation of these competencies within front office staff, companies can improve their market standing and competitive edge.
The front office staff needs to have excellent customer service abilities because they are critical in determining the overall customer experience. Employees at the front office frequently serve as the initial point of contact for clients and guests, so building strong relationships with them and providing a good first impression depend heavily on their ability to provide excellent customer service. The significance of proficient customer service abilities in the front office division has been well acknowledged and thoroughly examined in academic and professional publications.
The Journal of Hospitality and Leisure Marketing published research by Kandampully and Suhartanto (2000) that highlights the role that customer service abilities play in raising customer satisfaction and loyalty. The study emphasises the clear connection between enhanced client views of the business and front desk employees' capacity to deliver personalised, focused, and passionate service.








	
Key Skill 2 – Communication Skills 


	
In the front office division, effective communication skills are crucial because they lay the foundation for forming lasting relationships with customers as well as coworkers. The business is immediately impacted by the front desk staff's capacity for competent, polite, and clear communication. Both academic literature and industrial studies have thoroughly examined and proved the importance of this.
Communication skills are crucial for front office operations, especially when it comes to electronic communication and client engagement, according to a 2023 study by Fjermestad and Romano published in the Journal of Organisational Computing and Electronic Commerce. This study made clear how crucial it is for front desk employees to have strong communication skills to handle a variety of communication channels and guarantee reliable, excellent client encounters.
The significance of effective communication abilities in front office departments is generally reinforced by academic research and industry insights. Front desk staff may provide customers with a great experience, encourage fruitful internal collaboration, and add to the organization's overall success by honouring their communication talents.








	
Key Skill 3 – Organizational Skills 


	The front office department's smooth operation also depends on the presence of organisational skills, which are essential for handling tasks, data, and resources. Strong organisational skills enable front desk staff to manage a variety of tasks with effectiveness, ensuring that administrative duties are finished precisely and quickly. It's common knowledge that front office staff members need to be well-organized.
Additionally, research published in the International Journal of Hospitality Management by Kusluvan (2003) emphasised the significance of organisational abilities in relation to front office service delivery in the hospitality sector. According to the study, front desk staff members with high organisational abilities are more prepared to handle reservations, manage guest interactions, and keep accurate records—all of which help to ensure a smooth and enjoyable visitor experience.









	
Key Skill 4 – Problem Solving Skills 


	

In the front office, where staff members frequently deal with a variety of difficulties and problems while coordinating many duties, managing administrative responsibilities, and interacting with clients, problem-solving abilities are essential. Customer satisfaction, operational effectiveness, and overall organisation success are all directly impacted by front office staff's capacity to recognise, evaluate, and resolve issues. In both academic literature and industrial research, the value of problem-solving abilities in the front office department has been thoroughly examined and confirmed.
The importance of problem-solving abilities in front office operations was highlighted by a study by Amadio and Vitari (2019) published in the Journal of Organisational and End User Computing. This is especially true when it comes to information management and customer support. According to the study, front desk employees that are adept at addressing problems are better able to respond to client questions, handle problems, and adjust to shifting conditions—all of which enhance the customer experience.
In conclusion, the skills required to work in a front office department are undeniably critical for the success of an organization. Whether it be communication, customer service, organizational or problem-solving skills, each plays a significant role in shaping the customer experience, enhancing operational efficiency, and contributing to overall performance of the business. By considering the findings and insights from these sources, it becomes evident that investing in the development and reinforcement of these skills among front office personnel is essential for contributing to the success of the company.
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Great stay

We arrived to a lovely welcome me from
reception staff. Check in was simple, fast and
efficient! The room was spotless and very
modern. Everything needed for a comfortable
stay. We utilised the Brewers Fayre restaurant
attached the the hotel, both for evening meal
and breakfast in morning. The hotel booked our
table from reception, which made things easy
and efficient again! All round great service
throughout stay!

Read more ¥

Date of stay: February 2024




