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In hotel management organisations Front Office is an integral part as it plays a huge role in hotel management organisations. That is the reason why there is a need for a huge number of skills to work in the front office of hotel management organisations (Tesone, 2017). 
According to Wood (2013), the front office section of the hotel is considered an integral part of the whole system which is responsible for dealing with guests and providing services to them. This paper will highlight skills necessary for a front office job in a hotel in reference to the reflection based on my placement experience at Premier Inn Northwich South Hotel.
It was outlined by Johnson et al. (2012) that front office staff in a hotel are primarily responsible for attending hotel guests at their arrival and serving their queries and service requirements with appropriate professionalism and gesture. Some of the key skills for front office staff in a hotel which are required to fulfil their job role as front office staff properly are discussed below.
Customer Service: By knowing about the updated news of the front desk officer hotel industry, handle various inquiries, complaints and requests of customers professionally and courteously (Hammer, 2016). That is one of the reasons why Front office employees of hotel management organisations need to have this skill.
Communication Skills: Since the hotel front desk officer directly communicates with the guests, it is essential to have excellent verbal and written skills to communicate effectively.  So that one can interact fluently with guests, colleagues and the management team (Bardi, 2011).
Multitasking: The front desk officer needs to have multitasking skills because often the guests have to handle multiple queries and tasks simultaneously.  Multiple tasks include answering phones, addressing inquiries and checking guests in and out (Tewari, 2016).  An employee is considered capable of becoming a hotel front desk officer only by having this skill.
Organisational Skill: Since the front desk officer in a hotel communicates directly with the guests, he needs to know the details about the organisation or the hotel, as well as the hotel's room availability, reservation and different kinds of organisational abilities.  They get a good quality of service.
Problem-solving skills: Front desk officers must have problem-solving skills so that they can solve various problems of guests quickly (O'Fallon and Rutherford, 2011).  Also, have the ability to quickly solve billing discrepancies and room allocation problem issues.  Moreover, since the front desk officer has to solve a huge number of problems, instant decision-making skills must be there.  In this way, guests can be managed by providing better service.
Technical Skill: The hotel should have proficiency in hotel management software for reservation, check-ins and guest information management, so that the organisation can provide quick and better services to the guests (Giousmpasoglou and Hua, 2020).
Reflection of a student's learning process actively finds experience and outcomes by using analysis and thinking (Williams et al., 2020). Providing hospitality service to guests is an important task in the hotel management sector (Sturman et al., 2011).  In this assignment, I have experienced various skills as a placement at "Premier Inn Northwich South" hotel, which skills will be discussed here with reflection. In the first step of the reflection description, I want to say through this assignment, I "Premier Inn Northwich South Hotel" placement for front desk office employees’ tasks and activities, where, I got many different types of help from senior employees in a friendly environment. As well various types of new tasks received practical experience, where the front desk officer helped me in different ways, which I felt was a very good experience for my future. In the evaluation stage of the reflective part, my performance was good enough at the placement organisation, which has been a practical experience for my professional career. Through the analysis part of reflection, I can say that hospitality is better to understand the industry, I will also have proper knowledge about the work of another department of the hotel, I think this type of organisation can be more prepared for me, as well as this front desk officer I was able to gain much knowledge. In the conclusion part, I would like to mention that I have developed practical and personal skills via this placement, such as - time management, multitasking, teamwork work etc. Finally, in the action plan, I will develop more negotiation skills, problem-solving and decision-making skills and practical training for the course so that the work procedure in the hotel industry can be understood better.
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Dear Gordon, 
Thank you so much for your valuable feedback and review regarding our hotel management service at Premier Inn Northwich South. It is pleasing for us that you along with your group have enjoyed and loved our services. Your response regarding employee service and the surroundings of the hotels is appreciable and your precious feedback regarding those factors is really helpful for our hotel. 
We are so grateful to you as you have provided valuable feedback regarding our hotel management service on Trip Advisor and have experienced a great time in our Premier Inn. We are looking forward to having you along with your group in our Premier Inn Northwich South. And we can assure you that we will be putting much more effort towards hotel management service so that you can enjoy our service properly. 







	Screenshot of referenced Trip Advisor review used:
[image: ]
Figure 1: Trip Advisor Review for Premier Inn
Source: (tripadvisor.com, 2024)

	

	

	

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

	
Premier Inn Northwich South
London Road Leftwich, Northwich CW9 8EG England
27.02.2023
Subject: Response to Your Complaint
Dear Mr. Federick,
Hope you are doing great and also hope that this letter finds you well. I want to start writing this letter by thanking you for your letter of complaint we value the feedback and complaints from our customers based on their feedback we get to know our lacking and work on them to improve the overall service of our hotel management organisation of Premier Inn Northwich South. I want to also start by expressing my deepest apologies as you have experienced some serious issues regarding our services during your stay at our hotel. According to your letter of complaint, you have faced problems with our catering service, hotel environment, freshness of the hotel etc. as you have mentioned that you have found out that breakfast was cold which was needed to be warm and fresh, hotel environment was noisy and washroom was not properly cleaned. That is the reason why I am going to explain every issue that you have faced and the steps that I am going to take regarding your issues will be discussed in this letter.

Firstly, I want to discuss the breakfast quality as you have mentioned that the quality of the breakfast was not good enough to meet your expectations. From the letter of complaints, it can be seen that the food was cold and tasteless too according to you. I apologize for the inconvenience that happened during the breakfast regarding the food quality. I am taking all the necessary steps to make sure that all of the guests of our hotel get proper breakfast at the hotel so that none of our customers can complain about our breakfast quality. 

Secondly, I want to discuss the noise issue of the neighbour's room child where you mentioned that you could not sleep properly because the child of the neighbour's room was crying almost all night. I am stating my apologies towards you as you had to suffer something like this in our very hotel. It is not acceptable at all that you have to remain awake all night because of the noise or neighbouring guests. I will talk with my management regarding this issue so that it can be sorted out and nothing like this happens in the future to our guests. 

And last, I want to discuss the cleanliness issue of the room where you have stated that the washroom as well as room of yours were not cleaned properly. As unclean rooms or washrooms are one of the biggest reasons for customer dissatisfaction in hotel business management, I can understand that you are dissatisfied with our services. I am immediately taking action regarding this so that our staff remain careful about the cleanliness issue of the hotel and provide proper service to our guests. 

I am apologising again for our lack of proper service during your hotel stay and as you have experienced a bad day on our hotel premises, we are now offering you a complimentary hotel stay whenever you are available. And this time we will ensure that you get proper services in our hotel. Thank you for your feedback and we are looking forward to having you again in our hotel premises. 
Yours sincerely,
Flor Perez
Guest Relations Manager
Premier Inn Northwich South 




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

Essay on” Guest Cycle within Hotel Management”
Managing the hotel guest cycle is a multidimensional responsibility that needs meticulous attention to detail and active engagement at each stage of the guest journey. When a hotel is targeting to build long-term loyalty among consumers, it must deliver excellent service starting from the pre-arrival stage to the final stop at the guest departure (Wood, 2013). This essay explores all the key elements of the hotel guest cycle- pre-arrival, arrival, duration of stay and departure to analyse their significance in the effective management of the overall guest experience. This paper also evaluates the existing trends and practices of the hospitality industry to ensure sustainable growth of the businesses. All the elements are discussed below respectively:
	Element 1 – Pre-Arrival


	This is the first and initial phase in the cycle and it is important to set the stepping stone to great impressions among the guests and their upcoming experience (Johnston et al., 2012). The management of this pre-arrival stage revolves around all the activities related to preparation before the arrival, smooth transition at arrival and setting the hotel environment according to the pre-collected preferences and needs of the guests wherever it is necessary (Tesone, 2017). Literature related to the hospitality industry and management of the guest cycle suggests that effective communication channels and the role of technology are really important to facilitate the guest's personalization to hotel services and increase their uninterrupted engagement (Bardi, 2011). This is the stage which allows hotels to apply a data-driven approach and strategies of segmentation for the guests to arrive through their profiles.
Leading hotels worldwide are carrying innovative practice suggestions and examples for this course (Hammer, 2016). For example, Marriott International’s mobile app helps guests to check in remotely, communicate with the hotel staff, access digital keys and optimize efficiency with guest convenience. Evaluation of this stage evolves around the assessment of the effective communication channels, personalization tactics in meeting guests’ requirements, enhancement of operational efficiency and data collection methods (Tesone, 2017). The findings and industry examples allow further development in the comprehensive understanding of emerging trends and best practices in pre-arrival management in the hospitality sector.

	
Element 2 – Arrival 


	Arrival signifies the pivotal moment as the guests physically arrive at the venue and they urgently need prompt, personalized attention to ensure a smooth transition into their stay experience. Studies emphasize the importance of building positive first impressions during this stage as it significantly affects the overall guest satisfaction and their view towards the received service quality. Effective arrival management includes attentive staff interactions and smooth check-in processes to receive and welcome the guests with warm and immediate responsive communication (Matey, 024). Research suggests that efficient language handling, personalized greetings and expedited check-in procedures contribute to enhanced guest satisfaction building customer loyalty.
Examples from the industry demonstrate developed approaches for arrival management such as dedicated concierge services and the use of mobile check-in counters to cater to individual preferences and accommodate special requests promptly. Evaluation for this stage relies upon the assessment of service delivery standards, effective operational procedures in meeting expectations and staff responsiveness (O'Fallon and Rutherford, 2011). Hotels can identify areas for improvement and implement service enhancements to develop the experience at arrival by analysing the feedback from the guests and performance metrics of the involved service providers. Development of strategic initiatives, prioritizing guest satisfaction, comfort and convenience, aligning operations with industry trends etc. are the key areas for success.

	
Element 3 – Duration of stay 


	
Duration of staying encompasses the period when the guests are actively engaged with all the hotel services and facilities and they require attentive management to ensure a memorable and fulfilling experience (Sturman et al., 2011). Studies have highlighted the significance of continuous guest engagement throughout the stay and emphasized customized services, and experiential offerings to assure satisfaction and loyalty. Effective management for the duration of stay focuses on anticipatory service through active communication and seamless coordination across all the relevant departments to address and serve the needs both efficiently and promptly. 
The hospitality industry provides examples of this management which puts pressure on guest-loyalty programs, recreational activities and in-room amenities designed to enhance guest enjoyment and promote frequent or repeated visits (Tewari, 2016). Evaluation of this third stage of hotel guest management involves the exploration of guest satisfaction levels, observing and judging operational performance indicators of all the service utilization patterns to identify the strengths and weaknesses of the hospitality authorities (Zhou et al., 2014). Analysis of feedback, social media sentiments and competitive standard settings allow the hotels to redefine service offerings and resource allocation. Real-world examples are very helpful to develop tailored techniques and ensure consumer loyalty fostering lasting relationships for business growth.

	
Element 4 – Departure 


	
Departure is the final stage of this cycle where it presents a critical opportunity to create a long-lasting impression and impact for the guests to secure future business through smooth and difficulties-free departure experiences (Özdemir et al., 2019). Relevant studies have found that reinforcement of positive guest perceptions and facilitating seamless transitions out of the hotel environment are the bases of significant departure management. The efficacy of this sector lies within efficient check-out processes, proactive solicitation of feedback to gauge guest satisfaction personalized farewells etc. for identifying areas for improvement (Hammer, 2016). Literature indicated that automated billing procedures, express check-out options and personalized departure greetings contribute to improved and fruitful guest experience while leaving the hotel.
Evaluating departure management entails the check-out efficiency, staff professionalism assessment and the effectiveness of feedback collection mechanisms in capturing the guest sentiments and driving the development of service quality. Hotels will be able to refine their departure procedures and build a relationship for further business or attraction to connect with the guests through the analysis of the trends of this sector internationally. Hotels also can advocate for them to maximize the revenue potential through ensured repeated business and referrals by investing in better departure experiences (Bardi, 2011).



In conclusion, effective management of the hotel guest cycle demands a thorough understanding of the needs and preferences of the guests throughout their journey with the hotel service from before their arrival until their leave. This study has explored the key elements of this cycle including enriched studies and references alongside the industry examples. Through continuous improvement in the operational practices and setting a commitment to guest-centric strategies, hotels can cultivate a situation where the experience facilitates the journey of the guests and drives success for the hospitality businesses as well.
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Gordon | wrote a review Jun 2023 e
Chester, United Kingdom « 17 contributions « 24 helpful votes
Great Place to Stay

I booked myself and 6 cyclists in with ease. Daniel, ensured that we all had ground floor rooms
as we would be storing our bikes in them. Parking was free and beside the Inn. All the staff |
came into contact with could not have been more helpful. Rooms were comfortable and it was
good to have the option of both bath and shower. The Cookhouse and Pub served an excellent
breakfast and dinner. The staff were charming and the service could not be faulted.
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as part of our industry-leading trust & safety standards. Read our transparency report to learn more.




