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Front desk operations and hotel administration have duties and obligations (Ramakrishna, 2022). The assignments delineate the significance of comprehending diverse positions in the hotel sector and the essential abilities required for success. It is vital to get expertise in a variety of front office and hotel management roles. The positions include finance, switchboard, concierge, and reception. Acknowledging and honing the communication, customer service, problem-solving and time management abilities that are essential for success in the hotel sector (SiteMinder, 2019). The ability to do operational and administrative duties with skill is necessary for the hotel to run smoothly. Comprehending the effective distribution of time, personnel, and financial resources guarantees peak efficiency and visitor contentment.  To draw customers, hotels in the hospitality sector use marketing and promotion techniques that highlight their offerings, put together packages, and use marketing channels (Coombs, 2016). Managing visitor complaints, settling internal disputes, and resolving operational problems are all part of building the capacity to manage difficulties and conflicts that may emerge in day-to-day operations. By keeping up with industry developments, problems, and best practices, one may comprehend the hotel's organizational structure and how each department influences the company's performance (Roches, 2022). Understanding leadership philosophies, team dynamics, and cultivating a healthy work environment are the first steps towards understanding management styles and culture and how they might affect the hotel's climate.
Success in the hotel front office requires a certain set of talents. 
To effectively communicate information to visitors, coworkers, and management, front desk staff members must possess both written and vocal communication abilities (Roches, 2022).
In the hotel sector, customer service is facilitated by having strong customer service abilities. The personnel working in the front office must be amiable, focused, and competent in handling the needs, requests, and grievances of visitors.
Front desk employees must be organized since they must juggle a variety of responsibilities, including answering phones, managing check-ins and check-outs, and responding to questions from guests (Kozlowski and Ilgen, 2020). Efficient task management and prioritization require strong organizational abilities.
Hotel workers must be adept at addressing difficulties since their clients will inevitably come up with problems and demands that need for quick thinking and satisfying answers.
The ability to pay close attention to detail is crucial since it promotes accuracy while managing duties like making bookings, processing payments, and giving out room keys (Zhenjing et al., 2022). These abilities remove errors that might result in unhappy customers and financial disparities.
Computer literacy is essential for handling reservations, maintaining guest information, and processing payments. It also helps to be familiar with reservation systems, hotel management software, and basic office programs (Zhenjing et al., 2022).
Skills related to cultural sensitivity and diversity awareness in the hospitality industry guarantee that front desk employees are cognizant of other cultures, customs, and languages, hence fostering an inclusive and hospitable atmosphere for customers hailing from a range of backgrounds.
Front desk employees that possess sales abilities are better able to responsibly promote extra services and amenities and up sell rooms (Kozlowski and Ilgen, 2020). It's critical to be able to recognize the demands of the visitor and convey the value of the products.
Based on the Gibbs' Reflective Cycle, I reflect on my skills and experiences in relation to the skills.
My ability to successfully transmit information and interact with individuals in a clear and eloquent manner has been honed via a variety of experiences, including academic presentations and professional contacts (Main, 2023).
Having worked in customer-facing positions in the past, where I was taught to actively listen to clients, address their problems, and offer suitable answers, has helped me to develop my customer service abilities. I can now communicate with guests in a polite and professional manner because to the experience.
In my work life, my ability to be organized has enabled me to effectively handle a variety of duties and obligations (Coombs, 2016). Included are setting priorities for my work, adhering to deadlines, and using my time and resources effectively.
My ability to solve problems has been honed via courses and real-world experiences, which has helped me spot possible problems, assess circumstances, and come up with workable solutions. In the front office, the ability is crucial for managing unforeseen circumstances and visitor problems (Main, 2023).
I have a proven track record of accuracy in activities including academic research, data analysis, and quality assurance from past employment, which I attribute to my attention to detail.
I can utilize a variety of software programs thanks to my computer literacy, and I've worked with office productivity tools and reservation systems (SiteMinder, 2019). This helps with handling front office operations' technology features.
I can interact with people from different cultural origins in various social contexts thanks to my cultural sensitivity and diversity awareness. My understanding of cultural diversity and the value of inclusion in guest interactions has increased as a result of the exposure (Ramakrishna, 2022).
I'm always honing my sales techniques by reading up on sales concepts and realizing how crucial it is to recognize and satisfy guests' demands to improve their experience. 
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	Trip Advisor Review Response 

	Screen shot of referenced Trip Advisor review used:


Hotel’s Response
We are glad that we received your positive review of our property.  We value the   feedback and are thrilled to hear that you had a wonderful experience at the hotel. The teams of staff in the hotel are so delighted to receive the kind and good feedback (Seth, 2022). The dedicated staff team will continue to work tirelessly to ensure that every guest enjoys a comfortable and memorable stay, and the kind words from you serve as a great motivation for them. It is the pleasure of the hotel to have provided and always provide services to you and any other guests (Seth, 2022). It is rewarding for the hotel to know that the guests that have stayed here found the services satisfactory as it reinforces our commitment to deliver exceptional hospitality to every guest who visits the hotel. The hotel will be glad to welcome you back to enjoy our services. 



	

	

	

	Letter of complaint response

	


Response to the Complaints 
Subject: Addressing Your Recent Stay at Our Hotel
Dear R Federick,
I hope this response letter finds you in high spirits and good health and high spirits. I and the hotel express our sincere gratitude for your choice to stay at our hotel during your recent visit. We value and appreciate your patronage and trust that you placed in us to provide you with a comfortable and enjoyable experience. I admit that it is disheartening to read the feedback in regards to  your recent stay.  I and the hotel take your comments seriously and will use them as opportunities for growth and improvement. I apologize for any inconveniences you experienced and assure you that your concerns have been noticed.
We are sorry to hear that the caliber of your breakfast service left you feeling let down. We are sorry if it did not live up to your expectations. We have responded right away to address the issue and guarantee that each visitor receives the breakfast that is provided, which is delivered at the ideal temperature and with a more flavorful profile. We will use your comments as a catalyst to quickly review and improve our food options.
I sincerely apologize for any inconvenience this wailing infant from the next room may have caused.  We sincerely apologize that we were unable to give you the customary quiet during your visit. We provide a calm and relaxing atmosphere for each and every one of our guests. We are taking urgent action to stop such occurrences in the future. Improved soundproofing and staff training to quickly address noise-related issues are among the steps we are taking.
Regarding the cleaning concerns you brought up in your review, allow me to apologize for the inadequate housekeeping standards. Based on our customary high standards, your experience represents an unforeseen event, and we have acted promptly to remedy the issues you noted. We've increased the training of our cleaning staff and instituted a comprehensive inspection procedure to guarantee that every room satisfies the highest standards of cleanliness prior to guests' arrival.
As a hotel, we recognize the value of keeping things tidy and well-kept, and we pledge to make sure every one of our guests has a wonderful time when they come back. I apologize once more for any problems you encountered while visiting. We value your input so much because it shows us where we can make improvements and improve the visitor experience. We appreciate your business and hope you'll think of us again should you need our services in the future. Do not hesitate to get in touch with me personally if you want to stay at our hotel again. It would be an honor for me to personally manage your reservation and make sure that everything about your stay meets and beyond your expectations. We appreciate you bringing these issues to our notice, and we hope to have you visit us again soon.

Yours sincerely,
My Name: Carolina Zastavnitchi
My Title: Hotel Manager
Hotel Name: Premier Inn Central 
Contact Information: 03330038101



Component Three: Writing in essay format. 

	Element 1 – Pre-Arrival 

	An essential step that directs the whole visitor experience is the pre-arrival stage of the hotel guest cycle (altaf, 2021). It covers the conversations and arrangements that take place before to the visitor's actual arrival at the hotel. Many factors need to be taken into consideration for the stage to be managed effectively. Clear and prompt communication guarantees that customers have correct information about their reservation, including room type, pricing, and demands, which is why excellent communication is crucial (Grant, 2023). Hotels using tailored pre-arrival communications that were automatically sent out by email, telephone calls, and mobile applications saw increased levels of guest satisfaction. Customization is crucial because it may significantly improve visitors' experiences by being aware of and accommodating their unique preferences (setupmyhotel, 2019).  Personalization requires anticipating important events, giving facilities catered to their interests, and upgrading rooms based on their stay history. The Ritz-Carlton is a prime example of great customer service because it empowers staff members to use guest data to craft unique experiences. Strong systems that manage bookings, guest profiles, and preferences are part of effective data management and technology use in hotels (Grant, 2023). By using a Customer Relationship Management (CRM) system, employees may obtain visitor information, which helps them anticipate and meet their demands. Marriott International tracks visitor preferences through its Marriott Bonvoy reward program to provide a customized pre-arrival experience. To avoid disappointment when a guest arrives, it is crucial to manage their expectations. Accurate and clear information on facilities, services, and policies should be provided (altaf, 2021). To improve the experience of their guests, hotels must offer pertinent information about nearby businesses and activities. 

	Element 2 – Arrival 

	Since it establishes the tone for the duration of a guest's stay, the arrival stage of the hotel guest cycle is a crucial one (Q4launch, 2019). It covers the guest's initial communication with you, their check-in procedure, and their initial thoughts on the property. Several factors need to be taken into consideration in order to manage the stage effectively. Effective and customized communication guarantees prompt and accurate reservation information, including emails and messages of confirmation. To foster confidence, assurances are provided to visitors.  Giving guests the choice of an early or late check-out shows flexibility and a focus on their needs (Study, 2019). Keyless entry systems and mobile check-in alternatives are improved by a smooth and quick check-in procedure that makes use of contemporary technology. The mobile check-in function offered by Marriott International streamlines the arrival experience by enabling visitors to skip the front desk and get straight to their room. A kind and accommodating greeting from the employees is crucial. A warm welcome and assistance with bags provides a good impression (Q4launch, 2019). It is essential that employees receive training in customer service techniques to make sure they are aware of, sensitive to, and accommodated visitors' demands. It is crucial to include information on the hotel's amenities, including information about the food alternatives, spa treatments, and special offers made by the establishment. During their stay, guests can study the useful information provided via digital guides. Having backup plans for overbooking, broken rooms, or unanticipated events is essential to anticipating and handling any problems (Study, 2019). Taking the initiative to resolve the issues improves visitors’ happiness. 

	Element 3 –Duration of stay 

	To provide visitors with a positive experience, it is crucial to manage the Duration of Stay stage in the guest experience cycle. The stage consists of the time between check-in and check-out as well as components that require efficient management (supply, 2023). The front desk, cleaning, and other departments must communicate clearly and concisely to guarantee that visitors' wants and preferences are recognized and accommodated. This is where effective communication comes into play in the stage. It's a good idea to take preferences for facilities, kind of lodging, and other unique requests into account.  Ineffective communication might result in misconceptions and discontent. One factor to consider while controlling the duration of stay stage is room allotment (IQware, 2016). It's crucial to assign the appropriate accommodation depending on visitor preferences and space. a detailed awareness of the different types of rooms, their amenities, and the hotel's occupancy status; for example, it would be detrimental to allocate a quiet visitor to a room next to a busy area. Effective housekeeping keeps rooms tidy and ready, which is essential for visitor happiness. A favorable impression is ensured by prompt and thorough cleaning in between guest visits (supplies, 2023).  entail routine maintenance to take care of any problems that could occur while a guest is there. Amenities and services for visitors enhance their stays. Services include room service, concierge support, and facility accesses are included. Higher ratings of guest satisfaction are often given to hotels that excel in providing the services. As an illustration, consider opulent hotels like The Ritz-Carlton, which provide guests with flawless service and meticulous attention to detail (IQware, 2016). Personalized service is their first priority, and they go further than usual to anticipate and satisfy customer demands. 

	Element 4 –Departure 

	The last exchanges between the visitor and hotel employees take place at the departure stage of the hotel guest cycle, which makes it crucial (Xiang et al., 2022). Making a good first impression and guaranteeing visitor happiness depend on stage management done well. To get through the departure stage successfully, a few things are needed. The checkout procedure must be explained to visitors by hotel staff, together with any required papers, fees, and schedules. Transparency is ensured and disagreements are reduced by giving visitors a thorough bill and clearly outlining any additional fees (admin, 2022). It's critical for visitor satisfaction to inquire about comments about their stay and to respond quickly to any problems or complaints. Good communication improves visitor satisfaction and fosters a sense of loyalty.  to save visitors time and shorten wait times, efficient check-out procedures are crucial to expediting the process via the use of technology, such as express check-out kiosks and mobile check-out alternatives (Xiang et al., 2022). the manifestation of the hotel's dedication to practicality and customer-focused care. A customized touch and a sense of belonging are created by making sure visitors were acknowledged by name, preferences, and special events throughout the leaving phase. Guest loyalty and perception can be impacted by attention to detail (admin, 2022). Making sure that the leaving process is comfortable is crucial since it provides services like luggage handling, making travel plans, and helping with requests, all of which may contribute to a good impression. According to Gomez and Mody (2018), high-end lodging establishments frequently offer their departing patrons personalized transportation, farewell presents, and handwritten words of appreciation. Marriott International uses customer data to customize services and offer unique, memorable departure experiences based on personal preferences. 
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Mr Ronald Federick,
17 Triniy court,
Swansea

SA124R

September 1+2023

Subject : Complaint
Dear Sir/Madam,

Ihope this letter finds you well.
I am writing t0 express my disappointment and dissatisfaction with my recent stay at your hotel
Unfortunately my experience overnight on Saturday 26% of August in room 205 fel far short of the
standards I had expected. | believe it is important to bring these to your attention.

Firstly | was deeply dissatisfied with the quality of the breakfast on Sunday morning, the food served
was cold and tasteless. Asa guest I belleve it i reasonable to expect a warm and appetising meal o start
my day and this certainly was not the case. Secondly I was subjected to: considerable amount of noise:
throughout the night due to baby crying in a neighbo,

ing room. The incessant crying made it near
impossible to slecp, I believe it the hotel’s responsibility to ensure a peaceful and comfortable
environment for all guests.

Lastly 1 was appalled by the cleanliness of room 205 The bath had visible strands of hair and the talet
was unclean. As a guest, hygiene s of upmost importance to me and it was disheartening to discover
such unhygienic conditions.

1 hope that my feedback will contribute to the overall improvement of your services and 1 will ook
forward to hearing from you soon.

Yours Sincerey,
R Fedenick
Mr Ronald Federick,
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Review: 5/5

Excellent resort to explore and enjoy. The massive development of the property, as
well as, its high level of maintenance is truly amazing. Armed with human assets
of high caliber in providing exceptional quality service, there’s always a positive
outlook on the fast recovery of tourism industry on this part of the island.





