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Introduction 
During my placement in the Hilton Garden Inn (Luton), I was given the responsibility of being at the Front Desk, my work was to greet customers and attend to their inquiries over the phone and also I used to send emails that were related to Hilton Garden Inn (Luton). The Role of a Front Desk Representative is very crucial, as it helps in creating an effective customer experience (Følstad and Skjuve, 2019).     
Tasks and responsibilities during the placement 
There were many responsibilities that I have undertaken during my placement. As a Front Desk Representative, I need to be very professional with my work. I used to answer the calls, greet the customers, and receive and deliver emails that were related to Hilton Garden Inn (Luton), also I used to handle and assist with maintaining and ordering office supplies. The main responsibility of a Front Desk Representative is to be presentable and confident. The person should be easily approachable and easy a going personality (Räsänen, 2019). My responsibilities also included updating the existing records and files.     
Challenges and surprises encountered during the process 
The challenges that I encountered during my placement were I had to address different guests and inquiries at one time, due to which I had to multitask. I used to face an increased number of interruptions from customers and other working professionals while working on a single task. Managing the increased number of calls was a very difficult task (Brett et al. 2020). I faced difficulty in scheduling meetings and calls with different clients and other team members. Effective time management during stressful situations is another challenge that a front desk representative has to face (Kaushik and Guleria, 2020).        
Performance and skills 
The performance and skills that I have learned in the front office area of Hilton Garden Inn (Luton) were effective communication, and increased interpersonal skills, it has also increased my self-awareness, I was able to seek out different experiences, and was able be resilient to the changing environment, this has made me analyze different problems that could arise. My skills in problem-solving and multitasking have increased, I can use my problem-solving skills to solve a problem that has been raised due to some misunderstanding, and I was able to multitask easily. However, some areas need improvement, and my proficiency in conflict resolution needs more time.       
Role of Front Office Area 
The role of the Front Desk Representative is needed, the front desk representative is the first step to address the customers (Nuruzzaman and Hussain, 2018). A positive guest experience by understanding the front office area can change the perception of the customers. The front desk is the place where the first impressions are made and imprinted as a lasting memory for the customers (Sayin and Karaman, 2019). The front desk areas in the Hilton Garden Inn (Luton) are responsible for handling different complaints, and ensuring the check-in and check-out process is effective, all this would contribute to the positive guest experience (Sari et al. 2020). 
Ethical or cultural considerations 
I have handled one case that was based on ethical considerations. Once a person visited our hotel and asked about some confidential information regarding one of our customers who visited our hotel two days before, the person was asking for the reservation specifics but revealing this information is against our law and regulation. It is our priority to uphold the confidentiality of our customers. Hence, I made her understand that is not possible to disclose such confidential details to anyone, even though she is her relative. I told her very sensitively that if she needed the details on an urgent basis then she should come with the police.      
Conclusion 
I have learned important lessons from my placement experience in the front office area with Hilton Garden Inn (Luton). I have effective skills, that have helped me gain success in my career, it has also helped in the continuous growth of my career, as I was able to create an action plan. 
Action plan 
Ensuring continuous growth and success in my hospitality career, I have come up with an action plan by utilizing different training sessions and workshops that have increased my interpersonal skills and effective communication. An effective action plan would also help in staying on the front line for updating the new market trends (Shum et al. 2018). I would also take up a virtual course for front desk management, that would effectively contribute to my skills and competencies. I would try to analyze the past challenges that I have faced as this would increase my problem-solving skills. 
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	Trip Advisor Review Response 

	
Thank you for taking the time to share your feedback with us. We are extremely overwhelmed and happy to hear that you had a great time with us. We appreciate your positive feedback and the experience you had with our dining as well as accommodation services. We have conveyed your feedback to our chefs as well. I am happy to hear that you are happy with my side of the work, regulations the quick check-in process. We are very happy and we have already conveyed your message and positive experience to all our staff. The positive feedback has uplifted their motivation and encouraged them to continue this type of service (Rabiul, and Yean, 2021). 
We are really happy to serve you, we will make sure that we maintain this positive impact in the future days also. Your positive impact has motivated our employees to work more potentially, we would like to serve you in the future days also. Lastly, thank you so much for your feedback.   



	Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response 

	Dear Ms Blake, 
Thank you for taking the time to share your feedback with us. Your feedback is truly essential for us and our growth process. We are very sorry to hear about the problems you had with your most recent visit to room 330. We sincerely apologise 
for this trouble and displeasure you may have had. We value your feedback greatly and are dedicated to revolving your concerts and averting such problems in the future.
We regret the inconvenience caused by the unclean conditions in your accommodation. Our housekeeping staff are already informed about the comments. Appropriate steps have been taken to resolve this issue. 
We are aware of the problem with the Wi-Fi service and understand the cruciality of maintaining connectivity while travelling and doing business. However, we have taken action regarding this problem of ours to the internet service provider. 
About the loudness, we are sorry that you have to face this problem while you are staying. However, we are working on improving the soundproofing in all our rooms and reminded our personnel to enforce the noise restrictions with vigilance. 
Additionally, we are sorry about failing to provide the customer service we promised. I have shared your feedback with our employees and we are making sure to provide proper training and knowledge to our employees about this lacking. We are also asking for feedback from our other customers as well about all the services we provide so that we can solve any other customer service problems from our end. 
However, we are taking steps to mitigate these problems by implementing various steps. The housekeeping staff are provided with training sessions and keeping the rooms clean as well as continuous cheeking regarding the cleanliness purpose. The training session is for 2 months, hence we hope and assure you that our staff will no longer provide this type of service. We are training our room cleaning staff to note our client’s desires and share them with other teammates, responding to inquiries from the clients, swiftly answering their requests and dealing with any inconvenience. Also, they are now trained to allow a break among tasks to reduce the likelihood of being late for something or having to depart earlier to be somewhere on the schedule (Grechyn, and McShane, 2021). We will soon continue to provide a high-speed and a wide range Wi-Fi system to all our clients during their stay throughout with us. We are doing our best and properly investing in our development in these fields of lacking. We are investing in innovative technologies to provide effective and high-speed internet connectivity to all our customers. For example, we will soon install and upgrade to 6E Wi-Fi. Almost 20% of hotels have started to use 6E connectivity. For soundproofing we will find proper technology and products that can be installed in the rooms (Environoise, 2023). 
We hope we can provide you with a satisfactory stay on your next visit with us. We value your business and hope to welcome you back with us another time. 
Sincerely,
Front desk employers. 
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Key Skill 1 – Customer Service Skills  


	According to the research by Sánchez-Franco, and Aramendia-Muneta (2023), "Interaction (oral) abilities" are particularly crucial for front desk employees, although "professional and moral norms" are equally crucial for hotel workers. Furthermore, given by Tien et al, (2021), the circumstances and elements in the workplace in Hilton Garden Inn (Luton), offering great customer service is now a requirement rather than an option or a collection of catchphrases. Hotels like Hilton Garden Inn (Luton) want is for visitors to have the desire to come back to the resort or other tourist attraction after using their amenities and purchasing our happy-making goods, which is frequently the case (Ahlawat, and Jaggarwal, eds., 2023). They can be reassured by the person working at registration that everything went well at first. We can accomplish this by offering exceptional personal skills. It's critical to communicate clearly both verbally and nonverbally and to make sure that the welcoming smile is a constant feature of the experience. Furthermore, according to Ali et al, (2021), several studies have demonstrated that staff member service attitudes play a major role in client happiness and that various kinds of visitors serviced by the global service industry necessitate a varied focus on client service. Effective word-of-mouth upgraded customer satisfaction, greater client retention, lower operating expenses, fewer staff turnover, increased revenue, greater marketplace and boosted financial results are just a few advantages of modified assistance service. As a consequence, the idea of superior service became one of the most interesting topics for management researchers. 

	
Key Skill 2 – Communication Skills 


	As per Lemmetty, and Collin (2020), the most crucial ability for front-office employment is conversation, which is recognized as a hard and difficult field of work. As per Hassard, and Morris (2022), the front office functions as a hotel's "cerebral," serving as the hub for communication and interaction within the running business in addition to its greeting and advertising responsibilities. However, according to Ekhsan et al (2020), front desk staff play a significant role in establishing a good name and public perception of Hilton Garden Inn (Luton). Therefore, among the most crucial elements supporting the hotel's competitive edge are personnel quality and interpersonal skills, front desk employees should be gregarious, quick-witted, proficient in other languages, and strong communicators. Professionals should also demonstrate their ability to control their emotions and communicate. According to Mekuri-Ndimele (2019), to engage customers efficiently, front-desk professionals need to possess great abilities to communicate, both written and spoken to attract customers over and over. An effective impression can increase customer experience that can only be provided by the front desk professionals in Hilton Garden Inn (Luton). 

	
Key Skill 3 – Organisational Skills 


	As per Olimovich, Bakhtiyorovich, and Salimovna (2020), this entails Hilton Garden Inn (Luton) realizing and reacting to the notion that front-line employees are essential to the success of Hilton Garden Inn (Luton) and, as a consequence, promoting initiatives like internal advertising and soft HRM. The problem of multitasking or versatility as per Muuri (2023), should also be considered in light of organizational changes among front desk staff members. It is maintained that increasing one's skill set across a variety of relevant domains increases one's chances of being accepted into the main group. To make upselling a seamless and natural element of the customer experience, front desk employees should be trained in Hilton Garden Inn (Luton) interests. As they say “the first impression is the final impression”, which works for customers too. Front desk professionals must possess strong organizational, planning, and time-handling skills in addition to precision and meticulousness. They ought to be competent to maintain a calendar of events, meetings, paperwork, and equipment, as well as make sure that the reception area is organized. These things are likely to attract more customers as everyone likes clean areas. If the front desk is well managed it will show the cleanliness of the accommodations. However, Front desk professionals must possess time management skills and multitasking to manage the customers, phone calls, and e-mails all at once. 

	
Key Skill 4 – Problem-Solving Skills 


	As per Sheth, Jain, and Ambika (2020), front desk professionals need to solve challenges to add value, increase sales, win over customers, and increase profit margins. It entails using critical thinking abilities and attention to detail to address a variety of challenges. However, as per Hu, Trivedi, and Teichert (2022), hotel front desk staff need to be aware of their obligations and apply their acquired abilities for assigned work and Hilton Garden Inn (Luton) promotion. It is imperative that they closely monitor the requirements, moods, feelings, and contentment of their customers to provide appropriate accommodations. In addition to offering essential services, front desk employees should handle extra worries based on their efficiency and capacity to solve problems. For the sake of future advertising and credibility, hotel amenities must be trusted. However, as per GC (2019), genuine, excellent customer service, proactive problem-solving, managing patients, and the company, and additional work are the reasons behind customer satisfaction which can be provided by front desk professionals. Efficient problem-solving skills in front desk professionals can be effectively trained and brought up by using various methods. Consumers feel as though they are genuinely being taken into account and that their requirements will be met when someone listens to them with empathy. When one responds with empathy, customers will have a great impression of both the lodging establishment and the front desk as an employee at Hilton Garden Inn (Luton). Other practices can be exhibiting concern, listening intently and without interjecting, and offering to assist in resolving the conflict. This process also includes not downplaying the circumstances or disregarding the person's feelings (Hu, Trivedi, and Teichert, 2022).
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This is very good option to if U you want to stay near by the markets & shopping area. Front office staff
was too good. And give best service to the guest. Always smile in the face. Specially check in
procedure is very good & fast . Allot me the room very fast . And give very good room with a nice view.
stay with my friends for one day . Food was also good & tasty.. service is very fast.. | will make sure 1 will
visit this again.




