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	[bookmark: _Toc159213078]Component-1:
Description:
The apprenticeship at the front desk, commencing on January 30, 2024, proved to be a stimulating and demanding undertaking. Notwithstanding my preexisting experience in the hotel industry, I was completely inadequate to handle the intricacies of the front desk. Providing me with an update on the day's activities and acquainting me with the front desk procedures, Louise, the supervisor, treated me with great courtesy (Kanwar, Sharma, & Bakshi, 2023). 
Feelings:
During the initial two days, we diligently documented all arrivals and departures, reviewed extensive procedures, and strictly adhered to the established protocols while closely observing Louise. During the second week of the project, I was entrusted with the duty of overseeing the check-in and check-out process for guests (Kasliwal & Agarwal, 2016). For my efficient performance, I was duly acknowledged. I was subject to continuous supervision by the manager who was in charge during that period. Regularly, the initial undertaking of the day would consist of reviewing the check-in cards (Kabangire & Korir, 2023). Following that, assistance would be provided with check-ins and departures for guests. The hotel implemented Rezlynx PMS as its management software, with two personnel working each shift at the front desk (Kanwar, Sharma, & Bakshi, 2023). 
Advantage:
One advantage was that it drew attention to the Front Desk, which is vital to the efficient operation of the hotel. Upon realising the significance of the team's contributions, my gratitude for their exertions grew. A multitude of factors contributed to the pleasurable occasion, including the productive collaboration, the successful outcome, and the formal recognition (Andrews, 1985).
Drawbacks: 
Due to the hotel's impeccable reputation, patrons brought with them exceptionally high expectations. As a receptionist for an upscale restaurant, I was under considerable pressure to meet these requirements, which made my position difficult. There were both positive and negative influences on the entire encounter (Natalia, Deasy, & Alivia, 2022). Numerous variables affect the level of significance attributed to the front desk experience. A positive experience is comprised of several essential components, such as a feeling of achievement and cohesion within the team. However, the placement's overall impression might be influenced by the rigorous requirements and challenges (Brown M. , 2022).
Evaluation: 
The front desk staff significantly influences the initial perception that customers form regarding the organisation. Accepting responsibility for surpassing expectations and upholding elevated standards is of the utmost importance. The friendships and habits formed at the front desk have an impact on the entire sojourn of the visitor (Karlyn-Dagraedt & Debra, 2017). Two notable attributes of the organisation are its ability to foster an inclusive atmosphere and maintain rigorous criteria. Insufficient guidance provided to visitors has the potential to disrupt their entire experience and potentially expose deficiencies. Improving proficiency in addressing the issue of lavatory sanitation is a specific domain that requires attention (Robinson, Anna, & David, 2016). This analysis demonstrates the criticality of ongoing skill development and knowledge acquisition in the hospitality industry to effectively address the numerous challenges that emerge. 
Analysis:
In addition, the positive and well-organized work environment significantly contributed to the pleasurable experience. How the event concluded demonstrates the hotel's dedication to ensuring client satisfaction and resolving any potential complications. Having completed the placement during my free time, it was an incredibly rewarding and enjoyable experience. The visitors' one-night reservation was promptly rectified following the presentation of the confirmation email, which addressed a minor issue (hambers, 1992). 
Conclusion:
In conclusion, I would like to express that my front desk experience has furnished me with a thorough comprehension of the departmental responsibilities that constitute the foundation of a five-star hotel's operational efficiency. Constraints regarding software utilisation, routine operations, and check-in/check-out protocols served to emphasise the significance of upholding elevated benchmarks and effectively communicating with stakeholders. The encounter's favourable elements were amplified through the presence of a supportive team dynamic and a sense of achievement. However, the actuality of higher expectations at a prestigious institution presented obstacles that required immediate adjustment and thought. The one-night reservation event underscored the importance of implementing robust problem-solving protocols and ensuring complete guest contentment. I had the incredible privilege of enhancing my skills and broadening my knowledge in a dynamic and fast-paced professional setting during this placement. 
Action Plan:
Should I resume employment at the front desk of a hotel, I would conduct thorough research on the software utilised by the establishment, taking into account any potential obstacles that may arise  (Alizadeh, Nematizadeh, & Esmaeilpour, 2023). The concept is to solicit guidance from peers who possess more extensive knowledge and subsequently proactively respond to any inquiries that may emerge (Cho, 2006). Upon reflection, I realised the formidable nature of the front desk position: it necessitates the delicate balance of operational efficiency, hospitable customer reception, and scrupulous attention to detail. This role heavily relies on the capacity to engage in positive interactions with patrons, establish a congenial environment, and maintain the requisite criteria. Competence was deficient in certain areas, such as restroom cleaning, but proficient in others, such as bed making (Alizadeh, Nematizadeh, & Esmaeilpour, 2023).
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https://www.tripadvisor.com/Hotel_Review-g190820-d191527-Reviews-Linthwaite_House-Bowness_on_Windermere_Lake_District_Cumbria_England.html
We would like to extend our sincere appreciation for the complimentary remarks you graced our combo bar and conservatory with. We are ecstatic to learn that both the meal and the service were exceptional. This realisation underscores our commitment to creating extraordinary experiences. Your sincere appreciation for the tranquillity of our gardens and the breathtaking vistas of the lake uplifts our spirits and warms our hearts. Your feedback that we accomplished our objective of offering a serene and enjoyable atmosphere for visitors during their entire sojourn is greatly appreciated.  Your thoughtful contemplation of a future visit is sincerely valued. Our personnel is dedicated to maintaining this benchmark of excellence to guarantee that each engagement with us is outstanding. Your selection of our services and the time you devoted to offering us your positive feedback are both greatly appreciated. We anticipate your visit to Linthwaite Hotel upon your return. 
Best regards,
Marian Avram.



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

	Linthwaite House
Crook Road, Cumbria, LA23 3JA, United Kingdom
Dear Sir/Mam,
You have been a representation of hope and desire for me during this entire conversation. My sincere apologies are extended to you for the complications that have arisen as a result of your hotel reservation. The experience that you had ought to have been satisfactory and free of any problems. We would like to express our appreciation for the time you took to provide us with your insightful input. I would like to express my apologies for any inconvenience that may have been caused by our request for payment in advance. Taking into consideration the information that you have provided, it is clear that the level of communication that was provided about this subject did not meet our expectations. Please accept our deepest apologies for the disappointment that you have experienced. We recognise the significance of living up to the expectations of our customers. At this very moment, we are in the process of analysing and refining our reservation procedures to achieve greater transparency and clarity.
I would ask that you please accept my sincere apologies for the trouble that has been created by the limited number of restaurants that provide nighttime bookings. Please accept our sincere apologies and acknowledge that the service that was provided did not live up to our traditional standards. By the time you arrived, it would appear that the restaurant, which was completely reserved, had already formed an adverse opinion of you. To put your mind at ease, I am delighted to let you know that I have begun the process of providing you with full reimbursement for your reservation that was cancelled. We place great importance on your stay at our hotel, and we will do everything in our power to ensure that it is a pleasant experience.
The problems that you have brought up are currently being looked into by our team. I would like to express our heartfelt appreciation for having provided us with such insightful input. The sincerity with which you share your beliefs and perspectives is highly valued, and the observations that you make are of considerable significance. We profoundly apologise that we were not able to achieve your expectations about a smooth and comfortable stay, as this should have been our top priority when it comes to providing lodgings for guests. We are taking immediate action to address the concerns that you have raised since we understand how important it is to make a good first impression. 
We are grateful for the time you have taken to share your views and concerns with us and to bring these issues to our collective attention. Your comments will serve as a driving force behind our organization's efforts to make the required improvements, and we are committed to implementing them. We respectfully want another opportunity to exhibit the improved service that we are diligently working to perfect. thank you for your consideration.
Best regards,
Marian Avram





Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 
Component-3:
Introduction:
Due to the pivotal role of the front desk manager with patrons and its substantial influence on their overall experience, the front desk is an indispensable element of any hospitality organisation. Front desk personnel must possess a comprehensive understanding of the fundamental skills necessary for the efficient operation of the office. This essay will analyse and evaluate the fundamental skills necessary for achievement in the front desk position of a hotel. Customer service, problem-solving abilities, organisational reasoning, and communication are the focal points of this essay (Kasliwal & Agarwal, 2016).
Customer service Skills: 
Front desk personnel are the public face of the company and bear the responsibility of delivering exceptional customer service, a critical element in the prosperity of any hospitality establishment. According to Andrews, (1985), providing exceptional customer service is one of the most crucial factors in determining consumer satisfaction and loyalty. Staff at the front desk must possess the ability to anticipate and satisfactorily attend to the requirements of patrons. Daily, receptionists are required to perform multiple tasks. Maintaining composure and considering the interests of all stakeholders is of utmost importance to prevent feelings of being overburdened or frustrated (Andrews, 1985). A strong sense of priorities and the ability to multitask go hand in hand, since you never want to neglect which tasks are the most vital. Let us contemplate the Rosewood Hotel, a hotel that has gained worldwide recognition for its outstanding level of service. It appears that the hotel prioritises customer-centric strategies and empowers its staff to generate unique and unforgettable visitor experiences (Jayanti, 2023). 
[bookmark: _Toc159213082]Effective communication Skills:
Due to the constant interaction required at the front desk of a hotel with guests, coworkers, and other departments, effective communication skills are crucial. Proficient communication abilities facilitate the precise transmission of information and the understanding of visitors' desires. Brown, (2011) study provides evidence that maintaining high service quality and customer satisfaction generally requires effective communication. Receptionists and clients engage in constant interaction, whether in person, via email, or over the phone. Due to this, the capacity to clearly and concisely convey concepts is among the most highly esteemed abilities. Receptionists must have the ability to convey information succinctly and with clarity of voice. You must seize every opportunity to enhance your communication abilities, as they constitute a critical component of your secretarial duties. One strategy to enhance one's active listening capabilities is to engage in focused attention during a telephone conversation with the other party, followed by the synthesis of their words (Brown, 2011). Engaging in group activities is an additional commendable strategy for enhancing one's communication proficiencies. Consider the hotel-related scenario below: Front-desk personnel at Marriott International receive comprehensive training in effectively utilising nonverbal and verbal indicators to convey information. Carr, (2012) posits that this practice aids personnel in cultivating a perception of professionalism and meticulousness, thereby fostering exceptional client experiences (Winnie, Florence, & Devis, 2023). 
[bookmark: _Toc159213083]Organisation Skills:
Effectively managing a front desk requires an exceptional degree of organisational prowess. In addition to reservations, front desk personnel must possess the ability to multitask to effectively manage visitor arrivals and departures. To ensure operational effectiveness, hotels necessitate a considerable degree of organisational expertise, as stated by Cho, (2006). Nobu Hotel exemplifies a corporation that implements robust organisational frameworks. Digital check-in alternatives are offered, and reservation administration is centralised. As a result, overall operational efficiency is enhanced, resulting in reduced wait times and simplified procedures (Cho, 2006). Front desk managers must be dependable because they engage with virtually every user and client who enters the premises. A visitor waiting for an answer on an unattended phone is unaffordable for any organisation. These alternatives are both unacceptable. 
The fundamental competencies of a receptionist comprise the following: autonomy in work, punctuality, timely return from breaks, acceptance of accountability, and adept problem-solving abilities.
[bookmark: _Toc159213084]Problem-solving Skills:
Unanticipated difficulties may arise at any moment in the dynamic realm of hotel front desk operations. The capacity of front-desk personnel to promptly identify and resolve issues is of utmost importance in ensuring client contentment. Effective resolution of client issues requires problem-solving capability (Hsiao, Chuang, & Huang, 2018). Among the additional crucial responsibilities is the resolution of any problems that visitors may encounter. The duties of the front desk clerk are comparable to a contractual agreement between the hotel and its patrons. Customers may communicate their concerns to the front desk assistant via telephone or in person at the desk. If challenges arise, the front desk staff must either resolve them independently or locate an alternative individual to do so without delay. An extensive repertoire of interpersonal abilities is essential for a dispatcher to effectively cultivate connections with clients, colleagues, and visitors. An unsatisfactory reception can swiftly sabotage an otherwise favourable perception. Consequently, it is essential to extend a cordial greeting accompanied by a pleasant smile. Guest satisfaction can be achieved by exerting maximum effort. A hospitality expert will encounter a "dollars and sense" dilemma when patrons are content with their sojourn and consequently exhibit a higher propensity to revisit (Janet, Brenda, & David, 2005). As a conventional practice within the industry, Four Seasons Hotels & Resorts encourages proactive problem-solving. The ability of the brand's personnel to address concerns at the moment of interaction demonstrates its dedication to resolving issues from the guest's perspective (Karlyn-Dagraedt & Debra, 2017). 
[bookmark: _Toc159213085]Conclusion: 
In summary, effective hotel front desk operations require a comprehensive comprehension of fundamental competencies including organisation, problem-solving, communication, and customer service. These abilities are crucial in guaranteeing the success of the organisation. Prominent organisations in the hospitality industry, including The Rosewood, Nobu Hotels and Hilton Worldwide, have effectively integrated these skills into their respective service cultures. Due to the dynamic nature of the hospitality sector, front desk personnel are required to consistently enhance their competencies to meet the evolving needs and expectations of patrons. Develop your abilities to advance your career. Receptionists must consistently exhibit a professional demeanour throughout the day. Sustaining an elevated standard of professionalism in all interactions is a commendable strategy for implementing the principles.
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Great hidden gem in the Lake District

We ate in the bar/conservatory, the food was delicious and the staff outstanding, thank you,
The gardens and breathtaking views of the lake also added to making it a great experience,
which we'd love to repeat. It's not too busy at this time of year, 50 a good time tovi
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Date of stay: February 2024
Trip type: Traveled with friends
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