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The hospitality industry has one of the fastest rates of growth in the economy. It offers a wide range of services to meet the needs and expectations of different visitors. The front desk is where most of the action happens in a hotel. It is where guests first interact with the business, and it is important that they have a great time (Tesone, 2010). To work at the front desk of a hotel, is needed a wide range of soft and hard skills, like being able to communicate clearly, solve problems, use computers, and understand how the hotel runs. All these skills are important for the profitability of the hotel. This paper investigates the key skills needed by an employee that works in a hotel front office.
As Bardi (2011) claims, one must have a lot of different soft and hard skills to work at a hotel front desk. The ability to use computers and understanding of how hotels work are necessary for managing bookings, checking visitors in and out, and processing payments. It is just as important for front-of-house staff to have soft skills like conversation and problem-solving. These skills help them interact with guests, coworkers, and other parts of the hotel, and they can also solve queries that come up during a guest's stay. Also, Tesone (2010) notes that being able to communicate clearly is one of the most important skills for working at an accommodation front desk. This includes being able to talk and write clearly, as well as actively listen. People who work at the front desk should know how to talk to guests from a wide range of ethnic backgrounds, understand their requirements and preferences, and give them straightforward information. Solomon (2018) also stresses how important it is for front desk workers to be able to solve problems. Therefore, those who work at the front desk need to be able to quickly solve any problems that come up during a guest's visit. For instance, during my placement at Rossington Hall, one of the guests had lost is belongings. This situation needed quick attention and the ability to solve problems. As part of my job, I had to simultaneously settle down the upset guest and work with other offices to find the baggage. This experience put the technical and soft skills that Bardi (2011) talked about into practise, as it required both good communication and understanding of how things work. This calls for a mix of critical thought, creativity, and the ability to adapt. In the same way, Tewan (2009) adds that knowing how a hotel works is also an important professional skill for working at the front desk of a hotel. The people who work at the front desk must have knowledge of everything there is to be aware of about the hotel's different room types, rates, and packages, as well as the services and features that guests can use. This lets them give guests correct information and suggestions while also making their experience better altogether.
Vallen and Vallen (2014) also talk about how important it is to have front-desk accounting skills. Therefore, employees who work at the front desk need to be able to keep track of room rates and availability in order to make the most money for the hotel. They also need to be able to handle payments and guest accounts, all of which have a direct effect on the business. On the other hand, Wood (2013) asserts that the front desk is the first place people see when they arrive at a hotel. A positive stay can make guests contented, keep them coming back, and generate good word of mouth about the hotel. Whereas a poor visitor experience can hurt the hotel's image.
The importance of the front desk employee's core skills in guaranteeing the hotel's success and visitor happiness is reinforced upon reflection of the text.
Therefore, from the incident with client belongings, I can see how valuable this experience was for broadening my perspective on the hospitality sector. As suggested by Tewan (2009), I learned the importance of having empathy and patience while dealing with upset hotel guests, as well as the necessity of having a broader understanding of hotel operations for effective resolution. Adaptability and resourcefulness are qualities that are vital in the fast-paced hospitality industry, and this incident highlighted the need of both.
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	Trip Advisor Review Response 150 words +/-10%

	
Esteemed Jill, 

We greatly appreciate you sharing with the TripAdvisor community your excellent experience at Rossington Hall. We are ecstatic to learn that your visit with us left you with special memories in addition to reestablishing your connection to the Doncaster region.
We much appreciate your nice remarks regarding Rossington Hall's historical charm and our hardworking staff, which includes Gary, Lucy, Tim, and Luke. They work hard to make every visitor feel like a VIP. Therefore it is quite satisfying when you recognise their hard work.
We are also overjoyed that your pleasant visit was enhanced by the richness of our hallways, the sophistication of our suites, and the tranquil beauty of our Victorian gardens. We really appreciate your recognition of our efforts to preserve Rossington Hall's historical character while offering outstanding dining and accommodations.
We look forward to seeing you again soon and want to continue making your time with us truly memorable.

Best wishes,

Roxana Toma
Hotel manager
Rossington Hall 
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	Letter of complaint response 500 words +/- 10-%

	
Mr. Ronald Federick 
17 Trinity Court, Swansea, 
SA1 2AR 


Subject: Response to Your Complaint Dated September 1st, 2023


Esteemed Mr Frederick,

I hope this letter finds you in good spirits.  Regarding the concerns you expressed in your letter dated September 1, 2023, concerning your recent stay at our hotel, I am writing to respond.

First and foremost, please accept our deepest apologies for the problems you encountered. We are very sorry that your stay did not live up to the high standards we work hard to keep. Please know that we value your feedback and that I have personally looked into each problem you have pointed out. 

With respect to the quality of the breakfast, we acknowledge the critical nature of a warm and delectable meal to commence the day appropriately. It is unfortunate that we were unable to meet this expectation. Our kitchen staff has been consulted regarding the meal preparation and service procedures. Prompt measures have been implemented to guarantee that every dish is served at the optimal temperature  and with the expected taste quality.  In order to improve our offers, we are also evaluating our breakfast menu and product sourcing.

Concerning the noise issue, we sincerely apologise the disruption created by the crying baby in the adjacent room. While we recognise that some situations, such as a baby's pain, are beyond our control, we accept responsibility for providing a tranquil environment for all of our guests. To better manage such circumstances in the future, we are implementing extra steps such as soundproofing improvements when possible and revising our room distribution process.

Regarding the cleanliness of room 205, it is unacceptable that hygiene standards were not reached, and we sincerely apologise. The cleaning department has been notified of the error, and extensive retraining is being carried out to guarantee that all rooms meet the highest standards of cleanliness. We are also increasing our housekeeping inspections to avoid a repeat of this error.

Given the difficulties you have encountered, we would like to provide a gesture of goodwill. We would be delighted to provide you with a complimentary two-night stay in one of our premium rooms on a date of your choosing, including a complementary breakfast. This, we hope, will demonstrate our commitment to guest happiness and allow us to provide you with the experience you deserve from our hotel.

Mr. Federick, your input is crucial in assisting us in improving our services. We are committed to ensuring that such situations do not occur again and that we continue to give the greatest level of service to our guests.

We honestly hope you will give us another chance to reclaim your trust and show our dedication to hospitality quality. If you would like to discuss this more or schedule your complimentary stay, please do not hesitate to contact me directly.


Yours sincerely, 

Petruta Roxana Toma
Hotel manager
Rossington Hall 





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

	
Element 1 – Pre-Arrival 


	
Before guests arrive at a hotel, there is an important stage called pre-arrival. This is when the hotel should give helpful information and make sure everything is ready for their arrival, so they have a good experience overall. The pre-arrival stage has a few important parts. First, a guest should reserve a room by calling or booking online with different options available. In this manner, it helps the hotel to gather what guests want and need such as which type of room they prefer, special requests they may have, and understand how long their stay will be (Bowie and Buttle, 2007). During the time before a guest arrives, it is really important that the hotel have prior conversations with them. This means making sure their booking is confirmed and informing them about aspects such how to get there, when they can check in and out, and what extras are on offer at the hotel. Vallen and Vallen, (2014) state that it is important to communicate personally with guests before they arrive. This means sending them emails or messages that address them by name and offering recommendations based on their preferences. As a result, before the guest arrives, hotels can gather important information about them. This includes details like what they liked before and if they are part of a loyalty program. Then the hotel can use this information to make their stay extra special with personalized services just for them (Johnston, Clark and Shulver, 2012). Therefore,  the first step of the guest cycle is critical. This is when personnel need to communicate properly with guests, be responsive and absorb what they like so that their stay can go as expected.


	
Element 2 – Arrival 


	The arrival stage of the hotel guest cycle is a critical moment that can significantly impact the guest experience. It is during this stage that first impressions are formed, and these initial perceptions can either enhance or diminish the overall guest experience (Bardi, 2011).  Check-in methods that are quick and easy are essential for making sure that arrivals proceed without incident. Fanthorne (2004) stress how important it is to have well-trained staff who can handle check-ins quickly and effectively, cutting down on wait times and making sure guests have a smooth transfer. Also, it is essential to be clear about room details, rewards, and any extra services or facilities so that no one is confused or disappointed (Wood, 2013).  The physical surroundings of the hotel is an additional consideration to think about when a guest get there. Hammer (2016) stress how important it is to make a friendly atmosphere, from the way the lobby looks to how clean and comfortable the public spaces are. A well-designed and well-kept physical space can make people feel at ease and have a positive effect on how they feel about the hotel as a whole. During the arriving stage, personalization is also very important. According to Tesone (2010), hotels should find out about their guests' likes and dislikes and previous stays before they arrive. This lets the hotel add personal touches, like giving the guest a room with their favourite amenities or suggestions for local attractions based on what they like.

	
Element 3 – Duration of stay 


	A key part of the hotel guest cycle is the length of a guest's duration of stay. Over this time, the hotel has the chance to give guests an unforgettable experience and make sure they are happy. 
Taking care of the guest's room is an important part of the length of stay. Casado (2012) stress how important it is to have regular cleaning services to keep areas clean and comfortable. A quick reaction to any maintenance issues or requests from the guest is also important to make sure they have a pleasant stay. Another consideration should be  about the range and standard of the hotel's services and amenities. Mullins and Dossor (2013) stress how important it is to offer a variety of amenities, like spa services, dining options, and exercise centres, so that the hotel  can meet the needs and wants of the guests. The hotel must strive to provide high-quality services and features that go above and beyond what guests expect and make them pleased. During the stay, the hotel should also focus on making things more familiar. According to Corgel, Sturman, and Verma (2011), hotels should try to remember what their guests like and offer personalised suggestions or gifts. This can include greetings that are unique to each guest, extra amenities, or even experiences that are tailored to their interests. Also, the hotel must monitor the level of satisfaction of their guests and ask for feedback throughout their stay. Tesone (2010) stress how important it is to listen to what guests have to say, deal with any problems right away, and guarantee that guests are comfortable and happy.


	
Element 4 – Departure 


	Most hospitality organisations neglect the hotel visitor cycle's departure stage, but it can leave a lasting impression. Check-out is crucial to leaving. Valen and Vallen (2014) emphasise efficient and streamlined checkout.  Furthermore, hotels should minimise visitor delays by making the process as quick and easy as possible. Avoiding misunderstanding and frustration requires clear communication regarding check-out times, processes, and outstanding costs. Handling guest comments and critiques during departure is another consideration. Johnston, Clark, and Shulver (2012) recommend surveys, comment cards, or personal engagement with leaving guests for collecting feedback. Hotels should actively address guest concerns and fix them. The hotel's reputation can increase with this commitment to visitor happiness. At departing hotels can leave a favourable impression. Wood (2013) recommend thanking guests with a parting gift or note. This tiny touch might make guests like the hotel and want to return or suggest it. Additionally, billing and payment are crucial to departure. Hammer, (2016) stress the significance of accurate and transparent invoicing to ensure guests are charged accurately and given a clear breakdown of expenses. Bill discrepancies and queries should be resolved quickly and properly. Lastly, the hotel guest cycle's departure stage is important. This stage should focus on efficient check-out, guest feedback, leaving an outstanding image, and proper billing and payment. Hotels can ensure guests leave happy and want to return by paying attention to these details.
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Top Notch!

My partner and | were amazed at the hospitality shown s on our recent stay. | am ori
Doncaster area butlive in the States.

inally from the

What a superb location for visiting family and doing some sightseeing! Rossington Hall is saturated in
history and charm, and we were truly treated as VIPs; we felt as privileged houseguests might have a
century ago. Gary, the owner, and Lucy, his assistant/historian, made a special point of bringing the
history of the home to life for us. Tim, the Hotel Manager, made sure of our every creature comfort upon
greeting us on the front steps. Luke continued that VIP treatment throughout our stay. All household staff
were exemplary.

We thoroughly enjoyed walking the beautifully grand hallways and staircase. The rooms were exquisite.
We could have spent the whole time relaxing in this stately home and meandering the extensive latent
Victorian gardens, noting the unique activity of the National Horseracing College in the background. We
relished the top class cuisine and dining ambiance.

Yorkshire has an incredible gem in its midst, and Gary has succeeded in his ongoing quest to return this
beautiful building toits former glory.

Read less

Date of stay: August 2023

ravelled s a couple
Room Tip: They are in the process of renovating the very long driveway due toits joint use by the Nationl...

See more room tips

Value Location

Service

This review s the subjective opinion of a Tripadvisor member and not of Tripadisor LLC. Tripadvisor performs checks on reviews as part of
ourindustryleading trust & safety standards. Read our transparency report to learn more.




