


                 COMPONENT ONE
                 STUDENT JOURNAL
Word count 750
This journal is based on my placement experience at Mercure Holland House Hotel front office department. It will provide a Gibbs reflection (Anees et all, 2023) about the feelings, impacts and actions plan for future improvements based on all situations that I came across. (Mercure, 2023)
Easily visible, the first contact point for guests with the hotel, in my opinion, front office is the main department in hospitality industry. It represents the face, the motor, and the first method of connectivity with people. (Lee et all, 2019). I started by learning how to correctly greet a guest, to execute registrations, to manage financial transactions and how to handle quires and complaints via phone, email, and general correspondence. (Redding et all, 2020) During my placement on front office I experienced all kind of situations. All made me realise that we are the nerve centre of the hotel. Mine and my colleague actions were geared towards supporting guest transition and services. (Gottlieb, 2021) 
I felt a little shy at first since I never been in this position before. The advice and assistance from my coworker were essential and helpful for me. I learned about check in and check out and how to use their electronic devices to do that. I was afraid also to handle payments and manage all personals data. As well I was happy to have the opportunity to show some of my people skills that I developed at my current job and put in practice my creativity in handle some of the complaints. Most I liked to assist the arrivals, to handle their queries and give them details about their stay and appropriate activities. (Johnston, et all, 2021) 
My confidence increased every day when I had good feedback from the guests and colleagues. My strength is communication and adaptability in any circumstances. That helped me to overcome any challenge appeared cause of the diversity of customers and their inquiries. (Mullins & Dossier, 2013) I need to work more closely with technology and practice keeping calm in extreme situations. Handling guest complaints teach me to empathise and think clearly before I make any decision. (Wang et all, 2023) On the other hand, opened my eye to some customers that have bad intentions from start to finish and is hard to find the right solution on the benefit of both guest and hotel. 
Through my placement I was asked to keep a positive posture and an open mind. To treat everyone with respect and keep calm and an enthusiastic presence. Then with time and more experiences I realised that using the right words and attitude affects positive the perception of the customers about the hotel services and create a path to fidelity. (Deng, 2023) The time that I spent in placement I learned that active listening and assisting the guest in a professional and polite manner is also very important in achieving an excellence service. (Walker, 2021) I needed guidance in handle some of the complaints as the guest were very aggressive. In that moment I realised that problem solving skills and conflict resolution are some of the most important skills when work in hospitality. (Tekeli & Aziz, 2022) I think that I must work more on these skills as I could not solve the issues by myself, a teamwork was required.
I met all kind of people from different background or religions, but everyone was treated the same and given the same attention. We treat everyone like a special guest. We make it exceptional to meet their needs and quires. (Wang et all,2023)
This whole experience grows in me more respect for people who work in front office because they give the start in the guest experience and must create a great first impression. Their attitude, presence need to be faultless and the knowledge about the hotel, all attraction, and the necessary information outstanding.
All that I learn at Mercure Holland House Hotel front house encourage me more to find a career in hospitality. I plan to learn more from different online courses about it and put it in practice by offering to work occasionally like volunteer to gain more experience. I realised that I must improve my confidence, and this is another thing to work on, by asking the hotel to give another opportunity to work along front office team during this placement. And finally, I want to finish this university course so I can have a degree to find the job that I want and be ready to practice.
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(TripAdvisor, 2024)

RESPONSE

Dear Emily S, thank you for your kind words. We appreciate you taking the time out of your day to email us this lovely remarks. It is delightful to see that our work is having such great impact on our guests. We are thrilled to hear that you enjoyed your stay with us, and that our services met or maybe exceeded your expectations. Your appreciation for our customer service team and our products means the world to us. It is customers like you who makes us work towards providing excellent services. We take pride of in quality of our products and your feedback validates our efforts. We sincerely value your feedback and looking forward to seeing you on the next visit with us. We will make sure to reserve the same room for you and book the same activities that you enjoyed if you could call us in advance. 
                                             [image: ]Gratefully Mercure Holland House Hotel team!!!

Letter of complaint response

Dear, Mrs Joanna Blake,

My name is Marinela C., and I am the general manager of the hotel. Thank you for taking your time to write this review. It has been brought to my attention that you had some inconvenience with your staying in room 330 of our hotel. I wanted to let you know how sorry we are that you did not enjoy your visit with us. We make it a point to be known for outstanding customer service, so these circumstances took us by surprise. Your satisfaction is important to us, and we apologise for any inconveniences caused by our negligence. I took upon me to investigate what happened on that period. About your room and bed sheets not being up to your standards, we take cleanliness and hygiene seriously, so we apologise for falling short in this area. We have address this to the housekeeping team and we are developing a strategy and double checks schedules to ensure that these things are not happening again. We upgraded and purchased new sets of bed sheets to replace the one that we find faulty.  About the customer service team, their behaviour was unacceptable, taking in consideration that our belief is to offer and exceptional service to each and every customer. We have spoken with our staff, and we are making changes in our trainings to ensure that our belief is respected and follow up for every guest and experience that we provide. We increased our standards in customer service department in order to meet excellency on every visit. It is on investigation the source of the loud noises that disturbed your night sleep because we understand how frustrating this was for you. Regarding the internet issues you are not the only guest that raise concerns about it. We spoke to the company that provides it and they promise that we will have a new router installed as soon as possible to address the actual difficulties. I will personally make sure that all these new improvements take place and will meet your expectations when you feel ready to return to our hotel.
We appreciate your feedback and is a perfect reason to review our practices and make the adjustments and improvements as necessary. Please feel free to contact us in case of further questions and assistance. Our team is always ready and happy to answer any inquires and requests. 
We sincerely are sorry about the whole situation and hope you give us another chance to show you that we can offer you a better experience on your next visit. Also, we like to offer you a complementary night stay on us and a VIP treatment on our facilities. Please reach to our customer service department so we can find the perfect time and situation for your next visit with us. Looking forward seeing you soon in other circumstances and hopefully for a different experience for you.
                                                 
Best regards,
Marinela C
General Manager 
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Hospitality industry was and will be always about providing a high-quality service and satisfaction for our guests and customers. (Cousins, 2020) This requires a combination of skills to deliver an excellent experience with the aim of making every encounter a special occasion, helping the business thrive and differencing from the competitors. (Ford et all, 2020). 
Four of most important skills are: customer service, communication, organisational and problem solving. (Cottrell, 2021) Hotel front office team is the face and first contact point of the guests with the company. These skills are essential in providing the best image and a flowless service. It can change the way a person is thinking about the hotel and may lead to loyalty. According to Zendesk reports due to experienced skilled team 74 percent of customers reported feeling loyal to a brand. (Zendesk, 2020)
Customer service team must be knowledgeable about the product and services they provide to be able to find then ones that fit on guests needs and be able to personalise or adjust them to ensure customer satisfaction. (Wilson, et all, 2015) As well time management is an important quality for a front office person. Sometimes handling an inquiry quick and confident makes the difference between a satisfied and an unsatisfied customer (Tusell, 2021). Multitasking and prioritising as part of time management sustain a good service skill in hospitality. (Johnston et all, 2021) Motivation is another customer service skill that requires you to understand customers through empathy and know what to say or do to persuade them in making a quality purchase. (Ali et all, 2018)
Communication skills is another key quality for front office team. Is the ability of using clearly verbal and nonverbal language and active listening to exchange ideas, information, or feelings with the purpose of creating favourable relationships. (Lochtefeld, 2024) Positive language and cheerful tone increase the chance to success in any situation. Also, indicates confidence and creates a path to get the customer trust you. Good connection with guests expands the ability to upsell to a premium version and fulfil the customer needs. (Cleveland, 2019)
Effective communication is vital. It provides clear instructions, smooth flow of information within a team or with the customers and leads to more efficient coordination to avoid any misunderstandings or conflicts. (Dewi et all, 2020) Additionally, promotes teamwork, collaboration and problem solving leading to a positive work atmosphere, increase productivity and positive outcomes. (Jin, 2023)
Listening as part of communication skills can be sometimes more important than talking. Active listening make you understand better the customer needs and requests, discover their emotions and feelings about the services they expected and creates a real connection and trustful relationship. (Thompson, 2018) 
Another essential skill for a front office person is operational. It helps ensuring effortless operations to contribute on creating a positive guest experience. Gives the ability to alter multiple tasks at once and having a system in place to meet the deadlines and finish all projects. (Dewi, 2020) On front office you must juggle between greeting a customer, answering a call and handle different inquires. In order to manage this, a front office team has to organise a strategy by prioritising by importance, time consuming and its outcomes. It also involves a great attention to detail, patience, and multitasking ability. (Johnston, et all, 2021) Additionally, being organised is referring at finding the accurate method of keeping track of information, manage paperwork and coordinate with other departments. (Khosrow-Pour, 2020) 
Having organisational skills does not only help in workplace is necessary in day-to-day life because is ensuring a path to an easy and structured solution for any kind of challenges. Planning, coordinating, and executing daily operations in an organised way ensure an optimisation of workflow, a better quality of actions and maximise the chance of success. (Mullins & McLean, 2019) Also, by planning normal activities in advance, leave room for unforeseen situations and makes it easier to handle and give the quick and right solution appropriate for the hotel and guests. Used on front office organisational skills are essential to create a clutter free workspace, efficient filling system, right strategy to sort contacts and phone numbers and the correct manner to handle inquires, complaints and eventual encountered issues. (Rees & David, 2015)
As a front desk professional is necessary to have the ability to identify and use problem solving skills to provide solution to any negative impact to the business. For this it is needed a combination of analytic, creative thinking and a high level of attention to detail. (Cottrell, 2023) To effectively solve a problem is necessary a set of different skills. First, you need to be a good listener and willing to research, to identify the cause and to be able to understand it. Ask questions and pay full attention for any clues in the guest inquires. (Forristal, 2023) Also, reaching to more experienced colleagues or go through paperwork or files can gather more information about the issues. (Edmondson, 2018) Second, is to analyse the situation. Analytic skills will help to understand, begin to give a sense of the situation, and find a range of solutions. Third, once the problem is identified and the solution is contoured a decision must be done. It must be determined the resources available, a realistic action plan and the final successful solution. (Proctor, 2019)
When working in a hotel front office, the team must ensure that the customer is leaving the premises happy and with beautiful memories. Exceptions arise often. Situation that can be rectify by an employee with exceptional problem-solving skills. If their complaints and issues are handled accordingly their perception to the situation can change and even can create a path to loyalty relationship between the customer, the brand, hotel, and team. (Wilson, 2015)
All these skills that I presented earlier along with a wide list of many others are essential and desired for a front office employee in order to offer and exceptional customer service, create a perfect brand image and gain additional and increased revenues. 
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Emily S

100% recommend.

Review of Mercure Cardiff Holland House Hotel and Spa
Reviewed 1 week ago.

Such a lovely hotel, we stayed one night and enjoyed it so much that we decided to
book another night. Sceha helped us with our booking and very kindly upgraded our
room. We made use of the urban bar and the spa which were both lovely. We booked
a massage and facial treatment which was very relaxing and came with afternoon tea.
Such a memorable stay and definitely recommend, will be booking again soon.

Date of stay: January 2024

Trip type: Travelled as a couple.
Value o000
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