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	The work placement at the front office desk of a Delta by Marriot Hotel Liverpool City Center provided an invaluable opportunity to gain practical insights into the operations of the hospitality industry. My role involved shadowing the front office staff, observing their daily activities, and gaining an understanding of the procedures and protocols involved in guest interactions and hotel management.

I was primarily tasked with observing and learning from the experienced front office staff. My responsibilities included shadowing the staff as they interacted with the guests during check-in and check-out processes, understanding how they managed reservations and room assignments, and observing their approach to addressing guest inquiries and concerns. As a part of the check-in process, I was able to learn the hotel’s security protocols importance of verifying guests’ bookings by requesting and examining their identification documents. Additionally, I learned about the financial aspects of the check-in process, where the front office staff explained the authorization of £50 for any potential incidental costs. Furthermore, as part of the check-in process, I had the opportunity to learn how to assist in providing guests with essential information about the hotel facilities, such as the operating hours of the bar, gym, and room service. While I was not directly involved in operating the hotel's system, I had the opportunity to assist the staff by pulling out the registration forms for the incoming guests during the check-in process. Additionally, I helped facilitate the storage of the guests’ luggage before check-in or after check-out, ensuring that their belongings were securely managed according to the hotel procedures. These tasks allow me to gain an understanding of the importance of attention to detail and guest satisfaction in delivering exceptional service. Another significant role of my role was to help the front office staff enroll new members into the Marriot Bonvoy loyalty program by just encoding the details of the new members. In addition to observing and learning from the front office staff, my role extended to providing essential support whenever the hotel had guest conferences and if the front office staff would not be able to assist the guests because of their task. I was responsible for guiding guests to their conference rooms, ensuring they received the necessary information and assistance. This experience allowed me to develop my interpersonal skills while enhancing my ability to provide exceptional guest experiences. Moreover, I assisted contractors of the hotel by facilitating their sign-in process in the log book, ensuring that all necessary details were accurately recorded. This responsibility required attention to detail and the ability to communicate effectively with external service providers, contributing to the development of my organizational and communication skills. I managed the incoming parcels by promptly notifying the designated departments of their arrival.
 
During my front office desk experience, I faced the challenge of transitioning from an observer to an active participant. While I was mainly there to learn and watch, I felt a sense of pressure to perform well as I observed the front desk staff managing multiple tasks and interacting with guests. As I became more involved, I encountered the challenge of balancing different responsibilities, such as assisting check-ins during busy periods, guiding guests to conference rooms, managing parcel deliveries, and assisting with the guests' luggage. Although I was initially nervous about these tasks, I gradually grew more confident in my abilities. The transition from observer to participant was not always easy. I encountered moments of self-doubt and anxiety, especially when assisting with the check-in process and interacting directly with the guests somehow. However, with the guidance of the experienced staff, I learned to manage these feelings and focus on the tasks at hand. Over time, I developed a better understanding of the importance of effective communication, attention to detail, and the ability to stay calm under pressure. As  I became more familiar with my role, I began to feel a sense of accomplishment and pride in contributing to the front office team. The experience provided me with valuable insights about adaptability, resilience, and the benefits of stepping out of my comfort zone. I learned that embracing new challenges can lead to personal growth and increased self-assurance. Additionally, I gained a deeper appreciation for the hard work and dedication of the front office staff, as well as the importance of maintaining a positive attitude and willingness to learn. This experience taught me also the value of being flexible and the importance of taking a new tasks to grow and improve. 
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Valued Guest,

We are delighted to hear that you had a great stay with us. Our central Location near the main train station and surrounded by restaurants and cafes makes it convenient for our guests to explore the area. We are pleased that this aspect of our location added to the enjoyment of your stay.

We are glad that you found the check-in process easy and smooth. Our team takes pride in providing exceptional service, and your compliments about our friendly and helpful staff are truly appreciated. It is heartening to know that you found our rooms spacious and clean, as we strive to maintain high standards of cleanliness and comfort for all our guests.

We are looking forward to welcoming you back at Delta Hotel by Marriot Liverpool City Centre. Thank you for selecting our accommodation for your stay, and we hope to provide you with another enjoyable experience in the future.

Sincerely,
Connie Gagua
Front Office Staff










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

	

Dear Ms. Blake,
I received your letter expressing your disappointment with your stay in room 300 at our hotel. I am truly sorry for the difficulties you encountered during your time at our establishment. I would like to offer my heartfelt apologies for the issues you encountered while staying with us.

I want to address your room as a priority. We regret that the condition of your room did not meet the high standards we aim to maintain. Please be assured that we have promptly taken action to review our housekeeping procedures and retain our staff to ensure that all rooms are perfectly clean and well-maintained for our guests’ comfort and satisfaction. We will also be checking the rooms more often to prevent these issues from happening again. 

Concerning the wi-fi service, I acknowledge the importance of a dependable connection, particularly for business travelers like yourself. The issues you encountered with the wi-fi are unacceptable, and we have already taken steps to upgrade our network infrastructure to ensure a seamless and high-speed connection for all our guests. We are committed to providing a comfortable environment for work and connectivity, and we apologize for any inconvenience this may have caused you.

I'm sorry that the noise levels in the hotel disturbed your stay. We are taking steps to make sure the noise levels are kept in check so that all our guests can have a peaceful and relaxing stay. We are also reviewing how we assign rooms to prevent guests from being bothered by noisy neighbors in the future.
I am also sorry to hear about the disappointing customer service that you received, and I extend my apologies for the unresponsive and unhelpful behavior of our staff. Rest assured that we are conducting a comprehensive review of our customer service training and protocols to ensure that all our staff members are equipped with the skills and knowledge to provide prompt, courteous, and efficient service to our guests.

As a way to show you how committed we are to making things right, I would like to provide you with a free one-night stay in one of our superior rooms and a complimentary drink at the bar at your convenience. I sincerely hope you will give us another chance to show you the great experience we want all our guests to have.
Once again, please accept my sincerest apologies for the shortcomings you have encountered throughout your stay. Your feedback is incredibly valuable to us, and I assure you that we are taking every necessary step to address the issues you have highlighted and improve our service for all our guests.

Thank you for telling us about your concerns, and please feel free to contact me directly at 0292373627 if you have any additional questions or if there is anything else we can assist you to ensure your satisfaction.

Sincerely,
Connie Gagua
Front Office Staff
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Key Skill 1 – Customer Service Skills  


	
Customer service skills are fundamental for the smooth functioning of a hotel's front office operations. (Les Roches, 2024) The front desk staff plays a crucial role as the guests’ first interaction point, making it crucial to possess specific skills that ensure a positive guest experience and satisfaction. One essential customer service skill for front office staff is empathy. Empathy involves understanding and sharing the feelings of guests, allowing staff to connect with guests on a personal level and address their needs effectively. (Kaizo, 2024) For example, when a guest is upset due to a room issue, showing empathy by acknowledging their concerns and offering a sincere apology can help resolve the situation and enhance guest satisfaction.
Another critical skill is problem-solving. Front office staff encounter various challenges, such as room availability issues, guest complaints, or billing discrepancies. Strong problem-solving skills enable staff to think quickly, analyze situations, and find practical solutions to meet guests' needs promptly. For instance, when a guest requests an early check-in but the room is not ready, a skilled front desk agent can offer alternative solutions like storing luggage or providing complimentary amenities to accommodate the guest's request. 
Furthermore, effective communication is essential in customer service interactions. Clear and courteous communication helps staff convey information accurately, address guest inquiries, and provide assistance efficiently. (The State of Queensland, 1995-2004) Using simple language and active listening skills can ensure that guests feel valued and understood during their interactions with front office staff.


	
Key Skill 2 – Communication Skills 


	
Communication skills are essential for the smooth operation of a hotel’s front office. The capacity to communicate effectively with guests, coworkers, and other departments is crucial for delivering high-quality service and ensuring guest satisfaction. One crucial communication skill required in the front office is active listening. Front desk staff must listen attentively to guests' needs and concerns to provide personalized service and resolve any issues promptly. (FasterCApital, 2024) For example, when a guest expresses dissatisfaction with their room, an attentive front desk agent can address the problem effectively by listening carefully and offering appropriate solutions.
 
Additionally, precise communication is crucial for effectively and professionally conveying information. Front office staff should use simple language and tone to communicate effectively with guests from diverse backgrounds. For instance, when explaining hotel policies or services to guests during check-in, clear verbal communication helps minimize misunderstandings and ensures a smooth experience for the guest. (FasterCApital, 2024)

Moreover, non-verbal communication, such as body language and facial expressions, also plays a significant role in guest interactions. (FasterCApital, 2024) A warm smile, eye contact, and a welcoming posture can make guests feel aa sense of value and appreciation, which enriches their overall experience at the hotel. In conclusion, effective communication skills are indispensable for the successful operation of a hotel's front office.

By mastering active listening, clear verbal communication, and positive non-verbal cues, front office staff can provide exceptional service, build rapport with guests, and contribute to the overall success of the hotel.


	
Key Skill 3 – Organisational Skills 


	Organizational skills are essential for the efficient management of tasks and responsibilities in a hotel's front office operations. Front desk staff must possess strong organizational skills to handle multiple duties, prioritize tasks effectively, and ensure smooth operations that contribute to guest satisfaction. 

One key organizational skill required in the front office is time management. (Hays, 2024) Front desk staff often face a fast-paced environment with various check-ins, check-outs, and guest inquiries occurring simultaneously. 

Effective time management skills enable staff to allocate time efficiently, handle tasks promptly, and maintain a high level of service. For example, a front desk agent with excellent time management skills can handle check-ins, answer phone calls, and assist guests with minimal delays, ensuring a seamless guest experience. Additionally, attention to detail is crucial for maintaining accuracy and consistency in front-office operations. Front desk staff must pay close attention to reservation details, guest preferences, and billing information to avoid errors and provide personalized service. For instance, when inputting guest information into the system, a staff member with strong attention to detail can ensure that all details are accurate, leading to a smooth check-in process and a positive guest impression. Moreover, organizational skills also encompass effective task prioritization. (LeaveBoard, 2017-2024) Front office staff need to prioritize tasks according to their urgency and significance to effectively manage their workload and meet guest needs promptly. By prioritizing tasks such as handling guest requests, managing reservations, and coordinating with other hotel departments, staff can ensure that operations run smoothly and guests receive timely assistance. 



	
Key Skill 4 – Problem Solving Skills 


	Problem-solving skills are essential for the effective management of challenges and guest issues in a hotel's front-office operations. (Fernan & Filbert, 2024) Front desk staff must possess strong problem-solving abilities to address guest concerns, resolve conflicts, and ensure a positive guest experience throughout their stay. One critical aspect of problem-solving skills in the front office is the ability to remain calm under pressure. Front desk staff often encounter stressful situations, such as overbookings, room maintenance issues, or guest complaints. The capacity to stay composed and think rationally during these situations enables staff to assess problems accurately and find appropriate solutions. For example, when faced with a situation where a guest's room is not ready upon check-in, a front desk agent with strong problem-solving skills can remain calm, apologize to the guest, and offer alternative accommodations promptly. 

Moreover, creativity plays a significant role in problem-solving within the hotel front office. Creative problem-solving encompasses thinking in unconventional ways to uncover innovative solutions for any challenges that may arise. (Hotel Speak, 2024) For instance, if a guest expresses dissatisfaction with the room assigned, a staff member with creative problem-solving skills may offer a room upgrade, complimentary amenities, or a personalized gesture to exceed the guest's expectations and turn a negative experience into a positive one. Furthermore, effective communication is essential in problem-solving scenarios. Clear and concise communication with guests, colleagues, and other departments helps in understanding the issue at hand and collaborating on solutions efficiently. (ProofHub, 2023) By communicating openly and actively listening to guest feedback, front desk staff can identify problems quickly and work towards resolving them to enhance guest satisfaction. In conclusion, problem-solving skills, including remaining calm under pressure, creativity, and effective communication, are indispensable for the successful operation of a hotel's front office. By cultivating these skills, front desk staff can address challenges effectively, provide exceptional service, and contribute to a positive guest experience, ultimately benefiting the overall success of the hotel.
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Great stay

Excellent location, easy and smooth check in, super friendly staff, very helpful
and friendly, spacious and clean rooms, | enjoyed my Stay, it was close to the
main train station and all the restaurants and Cafe, looking forward to coming
back.
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Date of stay: January 2024

Trip type: Travelled on business
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