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During my internship at the Ibis Hotel Stratford London, I gained valuable experiences in the hospitality industry. The establishment, characterized by its modest scale, boasts a total of 108 rooms, categorizing it as a relatively small hotel. The simplicity of its offerings is reflected in its 2-star rating.
A distinctive feature of the Ibis Hotel is its focus on the breakfast buffet, which is available to guests from 6:30 AM to 10:00 AM and until 12:00 PM on weekends. However, the culinary options are limited to the morning hours, as the hotel serves lunch and dinner which is only for Prior orders.
It adheres to a structured timeline, with check-out mandated by noon and room bookings commencing from 3 p.m. While these guidelines form the standard operational framework, exceptions may be considered based on specific circumstances. This flexible approach allows the hotel to accommodate the varying needs and preferences of its guests.
https://www.ibisworld.com/accommodation-food-services-sector/

Colleagues working at the reception for check-in and check-out use the Fols program.
https://operto.com/digital-check-in-fols/
The cleaning is done with the help of an external company which are not hotel employees the outsourced company is Estena. They have different requirements and standards for the services they provide.


In the following, I would like to summarize my experiences during my internship. In general, I can say that it was a good experience that I was able to communicate well with the guests in case of a complaint, I understood their concerns and tried to offer a solution to the problem immediately. The room defects were rectified immediately and compensation was provided for the guests.
https://in.indeed.com/career-advice/finding-a-job/front-office-manager-skills
Unfortunately, I have also had bad experiences. The bad communication caused inconvenience because one of the guests did not receive adequate information about our services and this led to a complaint. Furthermore, the hotel also had pricing problems.
In the following, I would like to present a concrete example through the Gibbs model.
In the reservation system, it only showed that 2 adults would arrive that day, who requested a late check-in. They arrived after 11:00 in the evening and it turned out then that they had a one-year-old baby with them, for whom a cot was also requested at the time of booking. There was only one double bed in the room reserved for them.
https://www.frontiersin.org/articles/10.3389/feduc.2020.538202/full

I was just standing at the reception counter and checked the rooms, until that evening the house was full. At first, I thought that this would be a big problem and I wanted to find out who and where could have made a mistake. Later on, I wondered how I would be able to handle the situation because the guests were very tired and therefore tense.
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC8649080/
Finally, I decided to tell them honestly that there was a mistake in the reservation and we were only prepared for the arrival of 2 adults. Despite the late hour, I had to ask them to make a reservation while we got the child a travel cot that they could setup in the available small room.
The bad experience was that at first, they said it was out of the question and that they would insist on the family room. They requested a higher-category room in another hotel.
https://scholarworks.umass.edu/cgi/viewcontent.cgi?article=1024&context=gradconf_hospitality
It was a good experience for me to sit down next to them after a few phone calls and discussions with them that we could not accommodate them in another hotel, in the middle of the night. I told them that a bigger room would be freed up in our hotel tomorrow, in which they could fit in even more comfortably. They have the opportunity to take a look and if they don't like it, we will find another accommodation for them during the day.
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC7369768/
Unfortunately, such errors can occur at any time. Proper communication is essential to handle such a situation. We must always check bookings, especially those that come to us through intermediaries. It is always important to offer alternatives so that the guest feels that they are important and have the opportunity to choose.
I think that we have done everything that can be done in this situation. At night, we opened the bar during the waiting period so that we could give the guests a hot drink and some snacks. The next day, we offered to changed room, which was accepted.
I learned that if someone sends a message that they will arrive in the middle of the night, I will agree on the exact number of people we should prepare for in the reply.
I still think that honestly admitting the mistake helps to communicate effectively later on. It could be more understanding.
https://www.revolutionordering.com/blog/importance-of-information-technology-in-hospitality-industry
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	Trip Advisor Review Response 150 words +/-10%

	

We really appreciate you sharing your positive experience with us. We are very happy to hear that you enjoyed your stay at our hotel. We are glad to hear that you had an enjoyable stay thanks to our close proximity to the shopping centre. 
Our team is committed to maintaining a high standard of cleanliness and we are delighted that you recognize and value our efforts. We take pride in providing clean, well-maintained rooms and we really appreciate your kind words about the cleanliness of our rooms and our daily supply of fresh towels. 
I especially love that the room has a great view. We believe that a comfortable and clean environment is very important to our guests. 
The housekeeping team work hard to provide a clean and welcoming environment for all our guests, and we will be sure to share your compliments. 
We look forward to hosting you again and providing you with another enjoyable experience.












	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response500 words +/- 1-%

	
Dear Guest

I would like to sincerely apologize for the disappointment and dissatisfaction you experienced during your recent stay in room 330 at our hotel. Your feedback is of utmost importance to us, and we deeply regret that your experience did not meet the standards you rightfully expected.
Your concerns are taken seriously, and we are committed to addressing each issue to ensure a more positive and comfortable stay for all our guests. We understand the significance of your experience, and we are actively working to identify the root causes of the challenges you faced.
Our goal is to provide a seamless and enjoyable stay for every guest, and we are genuinely sorry that we fell short in meeting your expectations. We appreciate you bringing these concerns to our attention, and we are dedicated to making the necessary improvements to prevent similar issues in the future.
We value your feedback, and we want to assure you that your comments are being thoroughly reviewed by our management team. We understand the importance of continuous improvement and are taking immediate steps to address the shortcomings you highlighted during your stay.
We also deeply regret the cleanliness issues you faced. It is disheartening to learn that the state of your room did not meet the high standards we strive to maintain. We have initiated an immediate and comprehensive review of our housekeeping procedures, implemented additional training and reinforcing the importance of meticulous attention to detail. We are also investing in enhanced quality control measures to prevent any recurrence of such oversights.
Regarding the unreliable and slow Wi-Fi service, we understand the frustration this can cause, especially when it impacts your ability to work and stay connected. Our technical team is diligently investigating the issue, conducting a thorough analysis of our Wi-Fi infrastructure to identify and rectify any shortcomings. We appreciate your patience as we work towards providing a more efficient and reliable service for our guests, ensuring seamless connectivity.
In response to the excessive noise levels disrupting your sleep, we apologize for this inconvenience. A comprehensive assessment of our soundproofing measures is underway, and we are addressing concerns with neighboring rooms to create a quieter and more restful environment for our guests.

Your feedback about customer service is deeply concerning, and we apologize for the unresponsiveness and lack of assistance you encountered. We are conducting additional training for our staff to reinforce the importance of prompt and helpful service. It is our priority to ensure that every guest feels valued and receives the attention and assistance they deserve.
To express our commitment to guest satisfaction and our determination to rectify these issues, we would like to extend an invitation for a complimentary stay during your next visit. This gesture is a token of our commitment to ensuring that your future experience with us not only meets but exceeds your expectations. Please contact us directly to arrange the details of your complimentary reservation.
Once again, we apologize for the inconvenience you faced, and we truly appreciate your understanding. Your feedback is a crucial tool for improvement, and we are dedicated to regaining your trust and providing you with the exceptional stay you rightfully expect from our hotel.

Kind regards, Lord Jayson Luba 







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

Hotel front office personnel are the face of the hotel. They handle multiple tasks which require them to possess a certain set of skills. The skills. Include customer service, problem solving, organisational, and communication skills. The skills assist the personnel in providing the highest-best service to customers leading to customer satisfaction. Consequently, customer satisfaction leads to high productivity which generates high revenue for the hotel. It is important for hotel front office personnel, staff, and operators to exhibit specific skills as they execute their responsibilities; that is, customer service, problem solving, organisational, and communication skills. 

	
Key Skill 1 – Customer Service Skills 


	Customer service skills are integral for any personnel in the hospitality industry, including hotel front office personnel. Hotels are characterized with diverse customers with varying needs, wants, demands, attitudes, and views (Aryatmaja et al., 2021). For instance, I interact with diverse customers regularly at the Ibis hotel. Hotel front office personnel must have the competence to attend to the customers effectively. Hotel front office operators must be able to understand the client’s needs and expectations. The personnel must ensure that the client’s expectations are met (Belias&Trihas, 2022). The personnel must handle complaints and conflicts in a respectful, relevant, and effective way. Customer service providers must maintain a friendly and positive attitude.
In terms of customer service, the hotel front office personnel ought to have adequate product knowledge and expertise (Aryatmaja et al., 2021). Product knowledge allows the personnel to answer or attend to customer queries and provide adequate, reliable, and relevant up-to-date information leading to customer satisfaction. In the hospitality industry, the products and services are ever changing (Belias&Trihas, 2022). Thus, is crucial for hotel front office personnel to receive training regularly regarding the hotel's products and services.
In addition, the front office personnel ought to maintain patience and resilience in all situations. As stated above, hotel clients are heterogeneous with unique attitudes, perspectives, behaviors, and needs. Front office personnel may encounter difficult clients or stressful situations (Doyle, 2020).Thus; it is vital to have the patience and resilience to overcome such situations and ensure customer satisfaction. Front office personnel must always be welcoming to guests. 


	
Key Skill 2 – Communication Skills 


	
Most professions require adequate and effective communication skills. Front office personnel interact with multiple and diverse people including clients, co-workers, and management (Belias&Trihas, 2022). Hotel front office personnel interact and convey information with clients. The front office personnel are considered the face of the company. Receptionists need effective interpersonal and written communication skills. Strong interpersonal communication skills allows an employee to interact effectively with different people. Front office personnel at the Ibis hotel ought to be able to greet guests, answer calls, and relay information in a professional manner. They need to convey their communication style depending on the client.
Front office personnel ought to have written communication skills. They ought to be able to write emails and other business documents (Glińska‐Neweś et al., 2020). The pieces of writing must follow proper grammar and spelling guidelines. For instance, a front office personnel may be asked by the manager to send an email to a business partner concerning upcoming events. 
It is important for hotel front office personnel to have active listening skills. Active listening entails using non-verbal cues such as nods, eye contact, or gestures to convey attention to the speaker (Jawabreh et al., 2022). Active listening demonstrates that the personnel is listening to the client. Therefore, the customer feels respected and heard. Some hotels attend to and accommodate foreign clients. Therefore, it may be useful to be able to speak and write multiple languages (Rossidis, 2021).


	

Key Skill 3 –Organisational Skills 


	Apart from communication and customer service skills, hotel front office operators need organisational skills. Front office personnel handle and manage multiple duties in a fast-paced environment. Therefore, they need to have effective time management. Front office personnel partake in a lot of planning and scheduling; thus, they need adequate scheduling and planning skills. Moreover, they need to work with high levels of accuracy and pay attention to detail (Marneros et al., 2021). Hotel front office personnel must have the competence to operate software and tools such as emails, databases, spreadsheets, and the calendar. Organisational skills allow the front office personnel to handle tasks effectively and efficiently in a dynamic and demanding environment. For instance, front office personnel may be required to book rooms for clients and highlight vacant rooms to avoid overbooking rooms. Organisational skills are integral in ensuring efficiency and productivity in any organisation. Moreover, organisational skills assist in avoiding mistakes and errors in operations. The personnel must maintain composed even in stressful situations. Therefore, hotel front office personnel must be equipped with adequate organisational skills.





	
Key Skill 4 –Problem Solving Skills 


	
	Front office personnel must be able to identify and solve problems. For instance, a customer they approach the front office personnel about noise from another guest’s room. The front office personnel must handle the situation without offending any guest. Moreover, the personnel ought to handle the problem in an efficient manner. Problem solving skills include critical thinking, creativity, efficiency, and assessment (Varra et al., 2021). 
A hotel front office personnel with strong critical thinking skills can evaluate a problem and identify the best course of action, especially issues regarding guests staying at the hotel. Assessing situations is critical for hotel receptionists. As mentioned earlier, clients are diverse. Some problems may not have already stipulated solutions. Therefore, the personnel must assess the situation and identify the prudent alternatives (Varra et al., 2021). Moreover, hotel front office personnel must handle problems efficiently.



Conclusion 
Hotel front office personnel must possess specific set of skilks integral in executing tasks. The skills consist of customer-service, communication, organisational, and problem-solving skills. Front office personnel interact with multiple and diverse people including clients, co-workers, and management; thus, they need communication skills. They need organisational skills including time management, planning, and scheduling. They must be able to identify and resolve problems quickly and effectively. The skills assist the personnel in engaging in their multiple responsibilities and tasks. 
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