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I had opportunities to work at Novotel Hotel in Birmingham city Centre. The Hotel Novotel is situated in the heart of city Centre address is 70 Board Street, Birmingham B1 2HT.I had opportunity to work at the front office as a placement student shadowing front desk manager for two weeks. In these two-week placements I have observed and experienced the importance of the hotel front desk staff duties and tasks. Sate on (Banga.Kumar.Goyal,2013)’hospitality industry is highly flourishing, lucrative and competitive market, to success in this industry the hotels should focus on maintaining good relationship with customer and develop customer satisfaction'. I have experienced a wide range of knowledge by shadowing front desk staff work. I have experienced how the front desk is a main welcoming part for the hotel guest. Staff at the front desk have excellent customers service quality and knowledge of dealing with customers face to face and face wide range of issues too. I have experienced a customer complaint during my stay in my duties at the front desk and learned how staff solve the issues and make the customer happy. According to (Lavi,2023)’guest complaints are a common issue that every hotelier faces, staff needs to be confidents to deal with customer complaints and at the same time make the customer happy’. Guests complained at the front desk that in their washroom there was no towel, and the bed sheet is dirty. Front desk manager has taken the complaint seriously listening to the customer and apologies to the customer. Manager request to the customer to allow some time to solve the problem and offer guest free afternoon tea with one adult. Technology is a blessing for hospitality to improve guest service fast. According to (Jwo,2023)’technology plays a vital role in streamlining operations, resulting in improved efficiency, housekeeping and maintenance operations are also runs by technology'. The manager contacts the housekeeping to sort out the room, explain the customer complaint by using technology chatbot. Housekeeping operations are optimized through technology, enabling hotel staff to prioritize tasks efficiently. Housekeeping teams once they finish the task, they make a record which helps the front office to understand delectating job has completed.  The front office manager has a responsibility to make sure guests are happy with the services. According to (Vasadze. Mosashvili ,2018)’hotel reception technology is an important factor in the quality service process, financial-economic efficiency, and management’. To ensure happy customers technology is essential.

Staff at the hotel has responsibility to take care of guest complaints solve them, learn from it, and make sure this does not happen again as I experienced from this situation. Guest made the complaint at the front office during the stay at the hotel. According to (Hsiao at al,2016) ‘Guest complain facilities are always available for customers to express their dissatisfaction with inadequate services’. Therefor staff should have knowledge to take immediate action about the guest complain. Manager apologies to the guest stayed calm and requested guest to allow some time to the housekeepers so they can sort-out the room. Manager also offer the guest afternoon tea at the hotel free of charge. Customer was happy to allow time for the housekeeper to sort out the room. Information based on (Koc.Ozsahin.Yurur,2022)’Problem solving is a key aspect of business process management and hotel manager appear to lack problem solving abilities in a self-report problem solving scale and appeared to be performing significantly good overall ’. Manager appreciated the guest decision and give thanks to the guest. Manager straight away contact with the Housekeeper team leader and request to put some towels in guest room and change the bedding as soon as possible. Manager made a note to discuss these issues to talk to the housekeeping team to prevent in future. According to (Masoumpanah. Tahririan,2013)’Regardless of modern technology manager still needs to physically present to complete target situation needs, also needs to be work as a team with other workers at the hotel’.

From this situation I have learn complaints or issues is at workplace can take place regularly but to solve these problems good management team is essential. According to (Mason.Duncan,1988) ‘Management still needs to remain their positions of control the front office administration regardless of new technology’. Manager at the front desk has delt with the complaint seriously and took immediate action and made the customer happy by offering free afternoon tea and apologies to the customer and made the customer happy. According to (Abam,2019)’’teamwork is the collective efforts of each team member to achieve their assigned goal, and no member can afford to sit back expect the other members to perform ‘’. Manger worked with the team to solve the same issues also ensure future complain should not take place by discussing housekeeping team.
This situation has shown how important customer service is and keeping customers always happy. This situation has shown how important it is for staff to know how to deal with guests and what action needs to be taken to keep the customer happy. Staff at the front desk are the first impression of the hotel therefore it is important to be able to have excellent customer service experience. According to (Lumoa,2024) ‘customer satisfaction is important it does not mean customer complaint should not take place, Customers complain is also an opportunity to improve the guest service’ . This role is one of the important parts of the hotel as customers usually come to the front desk to discuss any concern. Therefore, good customer service and a knowledge of dealing with customer complaints and an excellent personality are essential to working at the front desk.



According to (Cvent,2022)’There are endless reason that hotel guest may make a complain some are based on physical concerns such as cleanness and Maintenace issues or more ‘. I have learned from this situation how to deal with customers complaint and take it as an advantage to learn to prevent in future mistakes. I have acknowledged during my placement at the reception how a front desk staff needs to have good listening quality and communication skills. I have learned how to satisfies the customer, communicate them, make the customer happy as well as solves the issues by discussing with staff team. A good manager at the front desk needs excellent customer service quality, problem solving quality, effective communication skills, good teamwork etc. This placement has taught me how I can be an excellent front desk manager and what I need to improve and what I needs to learn. A good front desk manager needs all above quality to successfully served customers. 
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