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‘’ The hotel front desk is responsible for checking guests in and out of the hotel, as well as performing administrative tasks such as managing bookings.’’ (https://www.betterteam.com/hotel-front-desk-job-description) 
‘’ They are the first people your customers engage with; therefore, they leave a significant impact on your customers' experience. ‘’ (https://packagex.io/blog/best-receptionist-skills) 

As a part of the front desk team at Marriott, the experience was unforgettable. Each of the member staff are extremely well trained to accomplish their tasks by the end of the day. They have all sorts of skills like transferable skills, functional business skills, soft skills, hard skills and research skills. 
They must try and fulfil all other clients request in order the client to be happy and keep him as a loyal customer of the business. 
One of the most valuable skills I can develop for future proof your career is critical thinking. Alongside this valuable skill, problem solving skill, IT skills, digital literacy, self-management and initiative, planning and organisation are an important part of what a team of the front desk must possess to be able to operate in this position. 
As a member of the front desk team, you must be flexible and multitask person to be able to make the client happy and the business to grow. Multilingual skill and strong written and verbal communication skills are a big plus. 
Also being able to work in a team or independently is a strong skill that an employee is looking for when the hotel is trying to form a front desk team.

Staying positive, smile, being polite, confident and aiding everyone in need must have for a receptionist. As a front desk person, I need to be quick in responding to feedback, being active on booking platforms and chat. 

Working under pressure is a major bonus for a receptionist. In order to work efficiently under pressure, I need to break down the tasks, prioritize queries and work mindfully to remain calm.  to have a bit of a knowledge of accountancy is again a big plus. Having experience in customer service and being strong on communication can make a person the perfect one for front desk. The customer skills of the receptionist are reflecting the organisation you are working for.   ‘’When we talk about effective communication, we think of non-verbal communication skills, besides verbal communication skills like maintaining eye contact with the client, have pleasant facial expression and smile and nod when you understand the other person. ‘’

The person from front desk must have a good knowledge of mail management, data entry, visitor management skills, being organised, billing and coding and coping with constant interruption and need to have professional appearance. 

’’ To be successful as a hotel front desk, you should provide guests with general information about the hotel and surrounding area and stay up to date on attractions that may be of interest to guests.’’ 
(https://www.betterteam.com/hotel-front-desk-job-description#:~:text=You%20should%20have%20a%20pleasant,be%20of%20interest%20to%20guests.) 

Completing administrative tasks and providing concierge services are part of the services a receptionist cand offer to the client. 

I find it challenging to work at front desk, not every day is the same and it’s not easy to have that positive attitude and being there for everyone. Every day, you need to face all sorts of issues and communicate with the other departments regarding the state of the rooms, anything that is broken to be fixed as quick as possible and the client to feel like he is treated with the maximum respect and making him feel important. 

The experience was different from what I experienced until now, you meet people, characters, you face different issues, and you are challenging yourself to solve everything and at the end of the day to have to outcome you and everyone is expecting for. It’s a physical work and you need to be ready and fresh every day. 

The front desk team is following a certain procedure regarding check in and outs, answering phone calls, mails and feedback. Also, there are procedures for communicate via chat or email and these procedures must be followed as it says. 
   

Every hotel has its own rules, policies and procedures and they must be followed as they are. The managers are responsible for the procedures but also, they can accept any other suggestion it may appear in the regular meetings they have but it’s their decision if they will implement it or not. 
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	  

Dear  TeignbridgeT, 

Thank you for taking the time to share your feedback with us. It is very important to us so we can assure our clients have the best experience in our hotel. 

We are very happy to hear that you expectations have been exceeded and that you were thrilled with the room we gave you. 

Thank you very much for the appreciation you have for our facilities and the food and drink you served.
We are happy to hear that you were immediately assisted by our lovely front desk team and they offered you a better room option.
We do try to keep our prices at a reasonable level for our clients so they won’t be disappointed. 
From your review, we can see that the room  with the pitch view was the best choice for you and your family. 

 We hope to have the opportunity to welcome you back and have another wonderful experience!
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	Letter of complaint response 500 words +/- 10-%

	

Dear Mr. Federick, 
 
I hope this message finds you in good health. I would like to express our gratitude for taking the time to provide us with valuable feedback regarding your stay at our hotel on the night of Saturday, August 26th, especially in room 205. Your input is greatly appreciated, and I would like to extend my sincerest apologies for the issues you encountered during your visit. 
 
I am truly sorry that your experience was not in line with the high standards we set for ourselves. I understand that breakfast is an integral part of our guests' experience, and I am disheartened to hear that you found it unsatisfactory. This is not the level of quality we aim to provide, and I assure you that your comments will be shared with our kitchen team to prevent such occurrences in the future. 
 
Regarding the noise disturbance you experienced due to a crying baby in a neighbouring room, I extend my apologies. We are committed to ensuring a peaceful and comfortable environment for all our guests. We will investigate this matter further to enhance our procedures for maintaining a quiet atmosphere. 
 
Lastly, your comments about the cleanliness of room 205 are deeply concerning. Hygiene and cleanliness are of paramount importance, and I apologize that these aspects fell short of our usual standards. We have already addressed this with our housekeeping team to ensure that such lapses do not recur. They assured me that this was a terrible mistake, and they will be more rigorous in standards and the inspection afterwards. 
 
In recognition of the inconveniences, you faced during your stay, I would like to offer you a 50% discount on the accommodation charges for your next visit. I assure you that your feedback will be invaluable in guiding us to enhance the quality of our services. 
 
Once again, I apologize for any frustration or disappointment you experienced during your stay. We genuinely value your feedback and will take all necessary steps to rectify these issues. 
 
Thank you for bringing these matters to our attention, and we look forward to having the opportunity to provide you with a more pleasant and enjoyable experience in the future. 
 
Sincerely, 

Ana
























































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

	
Element 1 – Pre-Arrival 


	
‘’ The interaction between a guest and a hotel before the guest arrives at the hotel forms the pre-arrival phase of guest cycle.’’ (https://ihmshimla.org/wp-content/uploads/2020/03/UNIT-2-Guest-Cycle-FO-Notes-By-Priya-Sharma-March-2020.pdf )
 The first step of the pre-arrival stage is booking the hotel. The choice of the hotel is based on recommendations or reviews from the booking sites and other ranges of other factors. 
An important phase in the pre-arrival stage, represents the sending of relevant information about the surroundings, the events taking place around the hotel’s location etc. The activities that happen during the pre-arrival are: Reservation, reconfirmation, pick up request and pre-arrival letter. The pre-arrival stage allows the hotel to add services or amenities prior to arrival, at discounted rates. This strategy is used to boost the profit of the hotel. 
The first stage of the hotel cycle sets up the tone for the entire stay of the hotel and here the key to success is communication with the guest and to make him feel welcomed and valued from the moment he books the hotel. The latest statistics show that 85% of the clients of a hotel want to have proactive communication with the hotel before their arrival. This step can turn your client into a potential loyal customer. The set up excellent communication with the client, you must use multi-channel communications such as emails, WhatsApp etc. By offering a variety of communication, you offer flexibility to the client choosing the right way for him of keeping in touch with the hotel. 

So before the arrival of the guest, you must keep in touch with the client a few days before his reservation date. Be personal with the client and customize the way of communication based on their preferences. Be the client’s virtual guide and inform him about the events around the hotel and things he can do during his stay. Promote the facilities of the hotel that are included in the reservation and encourage them to take advantage of them. Pay attention to their requests such as a room with a view or a room that is away from the elevator. Keeping in touch with the client before their arrival, you create a first positive impression and make their stay enjoyable. 






	
Element 2 – Arrival 


	
‘’It sets the stage for the entire guest stay and shapes their perception of your hotel. A well-crafted arrival experience creates anticipation and excitement’’. (https://tanic.design/blog/arrival-and-departure-experiences-hotel#:~:text=It%20sets%20the%20stage%20for,leaves%20a%20lasting%20positive%20impression )

At the arrival of the client, a warm welcome will make the guest feel like home. The receptionist must have a good posture, smile, make eye contact and have attentive listening. The appearance is the first thing the client notices: wearing a uniform, well-groomed and professional talks about the standards of the hotel. Having information about the guest and greeting them by their name, will make them feel special. At the arrival, the last thing the client want is to wait for check-in. So, make sure you are there to do this for them in no time. Information about the rooms, what floor the room is and the facilities they are offered, makes the things a lot easier. A little personal touch like a handwritten note, a hand-crafted thing or a small basket with gifts, make a positive impression to the client. 

Make sure your client is happy upon arrival. A happy customer can bring another client. 





	
Element 3 – Duration of stay 


	
The client’s stay must be as pleasant and enjoyable as it can be. The hotel must offer access to facilities and ease the guest stay and coordinate its requests. The hotel’s aim is to ‘’provide anticipatory service and to meet or exceed the guest's expectations. This will encourage the guest to repeat to the hotel.’’ (https://setupmyhotel.com/train-my-hotel-staff/front-office-training/131-the-guest-cycle-in-hotel.html )

The hotel must offer security at all levels like protection of valuables, guest keys, safe deposit boxes etc. 
Also, there is a list of charges that the hotel is responsible for like international phone calls, travel desk, hotel taxi or money exchange.
During his stay, the client must be informed about the facilities, amenities and services that the hotel offers like sauna, pool, gym, taxi services etc. 
When he needs, the client can request things like replacing the towels, bedsheets, cosmetics etc or report an incident like tv not working or the air conditioning is faulty.

  During its stay, the client must feel valued and comfortable, and this will make him come back again and the reviews will bring more profit for the hotel. 
 









	
Element 4 – Departure 


	‘’ As guests prepare to leave, their departure experience presents another opportunity to leave a positive lasting impression. Hassle-free check-out processes, express options, and thoughtful gestures like parting gifts or personalized notes can contribute to their overall satisfaction.’’ (https://tanic.design/blog/arrival-and-departure-experiences-hotel )
	

The check out should be smooth and beside the traditional check out at the front desk, the client has the online check out option that is easy to do, saves time and is more convenient for the client not wasting time at the front desk. 
Asking for feedback, how was his stay and if he had a pleasant stay, give the client the chance to express his thoughts, feedback is a goldmine. Through the feedback, you discover the key points that needs to be improved. Also asking the client to subscribe to the newsletter, join the loyalty programme or follow the social media accounts, make them feel like VIP’s. Also, smiling and having a positive attitude gives a last positive impression for the guest and that will make him come back again.

Creating a warm atmosphere but also professional and efficient, will make the process of check out, more pleasant and hassle-free. 
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Do your research! This WAS a good family option when there was no game.

We booked as loyal rugby fans but also because it was my sons birthday (we were off to Thorpe Park)
and he wanted to see Twickers and do the museum/tour. No game, so Mon/Tues stay and went for a
suite for a family of 4, a more than reasonable price each in the Greater London area. However, | have
an older child and whilst booking in, reception must of clocked that both children were going to find the
sofa bed too small. Immediately offered twin beds up to the room without us even asking. The suite
(room 601) comprised of en suite (bath and shower plus extras like towels, gowns, soaps,
toothbrush/paste) king size bedroom (coffee machine supplied with plenty of options), lounge with small
sofa, dining table big enough to seat at least 8, with desk, small kitchen (glasses, cutlery, mugs) and
additional WC. Along with our pitch views and two TVs across the suite. Huge! We are well aware that
on game day the dining area is probably used as a hospitality option but we were thrilled with the
rooms we had. In addition, service in the bar that night, at breakfast the following morning and the
information surrounding a swim in the fitness wing was exceptional in opposition to some reviews on
here. Yes, it’s cooperatively decorated, yes, some areas may feel tired but it exceeded our expectations
based on what else had been written in here. Well done Marriot at Twickenham = = & & & @
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