A report on Hotel Front Office practices and its impact on Guest Satisfaction with reference to Marriott Hotel Swansea


 

 

Executive summary
The problem identified
The Front Office involve several practices that create impact on psychological responses of the guests. The staffs need to show good personality and need to be well dressed and neat. The first impression of the guests create a positive relationship between hotel and customers. The staffs well-dressed suggest power and status. Moreover, the competence of the staffs matter for customers. The staffs need to have basic knowledge on types of room and room facilities and explain all type of rooms to the guests. Additionally, the reservations or the operator in the front office may need to communicate guests in different accents in English. The Front Office practices need to accommodate these issues to ensure happiness of the guests. The project identified these factors as the problem because if Swansea Marriot cannot ensure these factors; it can impact overall guest satisfaction. 
Findings
The findings of the report includes the major problems identified in the process assessing the reviews regarding the hotel operations. Moreover, the reasons of the problems are also identified to counter practices for the front office operations. The identified problems included-impression of a guest during the process of reservation and check in, unsecure facilities in the front office functions, slow and cumbersome process in the check in and check out services, lacking in communication within the departments and services of the hotel and lack of visitor independence while making hotel operations. Moreover, some of the literatures are accessed to identify whether these problems are associated in the previous operations of the hotels.
Analysis
The analysis part discussed mainly internal and external environmental factors of Swansea Marriott Hotel. SWOT and PESTLE analysis are utilised to analyse the environmental factors. By assessing the SWOT, it is found that Swansea Marriott has significant strengths that can support the overall operation in the region. The opportunities mainly lie in the expansion of the operations and increase of guests around the year after the pandemic situation. However, it is discovered that Swansea has weaknesses in terms of hotel booking errors, worker`s protest negative reviews about the services. Threats for Swansea Marriott mainly lie in pandemics and changing travel patterns happening in the current hospitality industry. However, PESTLE analysis discovers the external factors that Swansea Marriott will endeavour. Political landscape and economic pattern is changing and the hotel needs to adapt the operations according to situations. 

Recommendations
The following are the recommendations for Swansea Marriot Hotel
· Adaption of state of the art facilities in the front desk operations with advanced technology
· Visitor Management System or VMS needs to be installed in the overall operations to track the proceeding in the front office operations
· Improving task management by the staffs of front office department by application of proper training programs enhancing the skill and knowledge 
· Arranging programs for stress management for the staffs at front office operations
Introduction​
The hospitality industry is striving to improve guest experience. In this aspect, Front Office plays the critical role of making guest`s first impression. The hotels are to progress if adopt the new practices of Front Office operations to consider making the guest feel special. The consultancy report takes the case of Marriott Hotel Swansea assessing the innovative and adoptive practices in the Front Office operations to improve the guest satisfaction at optimum level. The scope of the report signifies the analysis to understand the current Front Office operations at Marriott Hotel Swansea. Besides, the case analysis will help to determine how the hotel has taken measures to consider this important component to satisfy the customers. The report will help formulating action plan for the future improvements for the chosen hotel in the Front Office practices. The analysis of the report will help to understand the present practices in Front Office operations. The report will give better understanding about the concept of guest satisfaction and guest retention by analysing the expectations and preferences of the guests in the hotel. Overall, the consultancy report will study the current trends in the Front Office department and will assess the guest satisfaction levels with reference to Marriott Hotel Swansea. 
Scope and Analysis
The following are demonstration of SWOT and PESTLE analysis for Swansea Marriott Hotel. 
Strengths:
New facilities and amenities: Swansea Marriott Hotel have an eight storey indoor facility after complaints came from nearby residents. The four-star hotel have extended the room numbers to 150 and prepared to make refurbishment to current facilities. 
Location of the hotel: Swansea Marriott hotel comes in the area of gentle stroll to the city centre with lively markets and attractions. The hotel is also surrounded by golf courses and a short distance from Liberty Stadium. 
Accommodation: The rooms are spacious with deluxe accommodations with en-suit bathrooms, luxury bedding and marina views from the workspace.  
Innovation and creativity: Swansea Marriott is strongly admired for the innovation and creativity it presents within the functionality of the hotel. 
Loyal customers: Swansea Marriott is a popular place for the visitors in Wales having loyal customers. Therefore, the hotel is not going to miss any of the customers. The loyalty programs offered by the hotel induce the customers to stay with the hotel operations. 
Weakness:
Negative review: Southampton, a Football club had left a damning review of Swansea Mariott Hotel after the reservation was cancelled in the last minute due to alleged virus outbreak in 2018. The football club gave a one-out-of-five star rating because the club needed to make alternative arrangements at short notice
Worker`s protest: The protest by the workers in demand of higher living standards and thousands of them gathered in London to demand action over the cost-of-living crisis.
Booking errors: Swansea Mariott Hotel has showed lacking in developing an updated booking system procedures. Social media reacts in 2021 when fans booked rooms in the hotel for the rescheduled Stereophonic Gigs in Cardiff left angry because the reservations were cancelled. The cancellation mostly happened due to a “system error” which overbooked rooms online. 
High hotel rates-Huge setup costs: Swansea Marriott Hotel show high rates in its services losing customers to competition inside the hospitality industry. The hotel has not provide up to the mark services to the customers while the setup costs also increased. 
Unfavourable tax rates: Hotel has rooms attracting specific taxes which are charged per night. The guests experience while they check out from the hotel. The unfavourable tax rates do not give good impression to the guests. 
Opportunities:
Service expansion: Swansea Marriott can effectively expand its operations in the region. The local hotels can effectively give tough time but the hotel can dominate the industry. The volume of tourists is increasing in the region. So it is possible to expand the occupancy rates as well.
Huge scope for adopting technology: Swansea Marriott Hotel has a huge opportunity for using the technology in the premise. It can use artificial intelligence in customer support, upgrading property management system, using visitor management software (VMS) etc. 
Targeting the millennials: The hotel can target millennials in the region (Akgunduz, Alkan, and Adan Gök, 2022). The target market has huge potential for the hotel. The millennials can get attracted with the increase of amenities and use of modern technology.
Threats:
Pandemics: The recent developments of Covid-19 pandemic is the biggest threat for Swansea Marriott Hotel. This is because the pandemic has interrupted the usual operations of the hotels. The less occupancy rate happened due to Covid-19 pandemic. The hotels are trying to come out of the situation with effective measures (Pillai et al., 2021)
Changing travel patterns: The hospitality industry is finding that travellers have changed their behaviour in terms of travelling. The use of AR and VR technologies have given people the scope for enjoy travelling without actually going anywhere (Lestari and Saputra, 2018). This has serious impact on the operations of Swansea Marriott hotel in this region. 
The hotel industry is very competitive in the present world because new Hotel Company regular entering the market. Macro and Microenvironments have a heavy impact on a company operating activities. The macro-environment involves 5 forces. It is called a PESTLE analysis. PESTLE analysis is very significant for any company. PESTLE stands for P (Political), E (Economic), S (Social), T (Technology), L (Legal), and E (Environment). All forces are very important analyses of a company. Now, the learner is going to describe each force. 
P (Political) Force: The big political force that could affect Swansea Marriott Hotel are the political climate, international relations, and the danger of terrorism in the famous tourist destination. Terrorist attraction is one of the biggest threats to the hospitality industry. Additionally, the military conflict also creates disrupts global air from travelling. For instance, the Malaysian Airline Flight MH17 missile in 2014 was fired from Ukraine and attracts in 2001.  The aggressive new terrorist companies also increase international tension such as ISIS makes such events in the future (Koskinen, 2020). 
E (Economic) Force: The big economic factors that also affect Swansea Marriott Hotel business are very slow economic growth in the UK, Brexit, and other reasons. The covid-19 pandemic makes the world economy very slower. On the other side, the Russia Vs Ukraine war is another big reason for the economic slower. For Covid-19 and war, the UK and other countries stack market collapse. The people purchasing powers are Continuous reduced day by day. People's ability to travel is also reduced for these reasons. The largest effect of this is the trapping of business travel which Swansea Marriott Hotel is highly dependent upon. The related big crisis for Swansea Marriott Hotel is the heavy exchange rate for the United State. Reducing the USA dollar rate discourages Americans from visiting of US. The high exchange rate is the core reason for demotivating business travel (Todaro and Smith, 2019).  For a long time, the world economic threat is the growing stagnation of middle-class people's wages in the U.S. It also decreases people's ability to visit different parts of the world and stay at hotels. 
S (Social): This factor can make the future heavily the better for Swansea Marriott Hotel because maximum people make a plan to visit the worldwide. The rate of travelling increases approximate 15% between 2015 and 2022. Now people spend more money on travelling purposes. For this reason, a hotel company like Swansea Marriott Hotel earns a huge profit. Culture is another factor for changing that can impact Swansea Marriott Hotel involves enchase of Asian and African travellers. The population rate of the US and Europe are growing day by day. People also change their lifestyles. It increases the percentage of travelling. 
T (Technology) Force: This force also has a great impact on Swansea Marriott Hotel. Now travellers easily conduct online bookings at home. The hotel company provides rental services to travellers.  The advanced technology also increases the facilities of the hotel industry. As a result, the percentages of travellers are increasing day by day. Swansea Marriott Hotel also ensures better facilities for its customer's services. By using modern technology, Swansea Marriott Hotel reduces operational costs (Bridgman and Streeter, 2017). It helps to increase the company's profit and revenue.  On the other side, Airbnb Poses is a very big threat for Hotel companies because hosts can avoid expenses such as regulations, hotel tax, and fire. 


Figure: PESTLE analysis
Source: (Bridgman and Streeter, 2017)
L (Legal) Force: The big force can affect Swansea Marriott Hotel's future business. Hotel companies need to follow many rules and regulations such as hotel regulations, violating zoning laws, and safety and health law. The company also needs to maintain employment laws, discrimination laws, and other laws.  Sometimes strict laws can create a very big barrier to the growing hotel industry. Due Covid-19 pandemic, the Government imposes strict laws. For this reason, a Hotel Company like Swansea Marriott Hotel faces a very big loss due to long-term lockdown. 
E (Environmental) Force: At present, the big environmental force that could disrupt Swansea Marriott Hotel's business is fuel prices. The travel costs increase due to raises in fuel costs. It is a negative site for environmental force. On the other side, this factor also disrupts the hotel company as if Swansea Marriott Hotel is fuel price. The reduction of fuel prices can lead to minimising travel costs and increase the demand for hotel rooms. It is a positive sign for the company.  The global temperature is increasing day by day. It makes some bad impact on travelling (Gilmore and Cook, 2015). 
 

Analysis of the hotel
Consider a wide range of management techniques
The overall structure of the training process in the hospitality sector should consider the training design for the staffs. The management of Swansea Marriott Hotel however introduced some of the staff training programs that can enhance the performance of the employees in the front office. However, it is critical to implement a wide range of management techniques that can further enhance the training programs for the staffs. The following represents a number of training methods as part of training the employees in front office department.
Role-play: The role-play method is a way to create real job setting. The management technique can consider the context of the working environment within the needs of the employees. The role-play is typically drawn from actual guest experience (Lestari and Saputra, 2018). Role-play simulation fits to enhancing skill levels of the participant in this training method. In the hospitality industry, training contents is directly related to job tasks. The staffs can become efficient in role-play by participating in the Check-in and Check-out process. The advantage of this management technique is to exposing the trainee to the guest`s opinion regarding an interaction during the stay in the hotel. Swansea Marriott can effectively imply role-play among the employees to create employee involvement and promoting feedback. 
Building a case for case study: It is essential that employees should get recaps and descriptions of regular guest interactions. The employees at front office department require to pursue challenging guest interactions. Building a case for the staffs at front office section can provide instructions to employees understanding what to expect and how to execute the guest interaction (Baek, Choe and Ok, 2020). Therefore, reviewing previous guest experience can help the staffs at front office department to facilitate creating engagement with the guest. The case study method for the management of Swansea Marriott Hotel provides an opportunity for the trainee at the front office to read the scenario in a story format and then review and ponder the available information at own pace. The stories presented at the training becomes a motivational tool for learning on the job behaviour for the staffs. 
On the job and Conference Training: The informal job training dominates in the hospitality landscape. In the hospitality sector, on the job training offers real time opportunities for the employees. It helps to practice training skills for the staffs at front office operations. It is said that on the job learning is a learning process gained based on experience. Therefore, it is an effective management technique to be considered. The skills and knowledge gathered by the process is necessary for the front office operations by the staffs (Mankame, 2021). Swansea Marriott Hotel is distinguished in providing on the job training and the best way to train the employees is to put inexperienced and experienced staffs together at the front office operations. Meanwhile, conference training is considered as a vital component of a hospitality training programs enhancing the performance of the staffs. 
Surveying: The most effective ways to improve employee training is to measure training effectiveness by obtaining feedback from the trainee (Baek, Choe and Ok, 2020). Surveys are considered to be an excellent tool to assess the effectiveness of the training programs. Swansea Marriott Hotel can utilise the surveys in collecting front line information regarding training goals. The management can use the technique to measure before and after the training process identifying the training gap. It is noticed that the training gap may lead to a service gap at the front office operations. 
Does that relate to some of the problems that have been noted on review sites?

The review sites are a helpful tool to identify the problems associated with the operations at the front office operations (Chan, Gao and McGinley, 2021). The staffs and employees need to accommodate solutions to the problems identified. Review 1 is selected from Booking.com which is a popular place for the visitors to find hotels in the travel destinations. The review tells that the guest was not happy with check-in and check-out operation at the front office at Swansea Marriott Hotel. The guest is unsatisfied because he thinks that check-in take considerable amount of time. 
Review 1 
Source: Booking.com

Another review from Booking.com suggested that the guest was unhappy with slow proceedings in arranging the room. The front office is responsible for the management of room allocations. The guest was prepared for 3 PM check in, however, the room was not available until 20 past 3 PM. 
Review 2
Source: Booking.com
The following review from Norman also indicate that the guest was unhappy with slow processing in check in and check outs. Otherwise, the customer reviewed Swansea Marriott Hotel well and overall ratings show 8.0 which is considerably good. 

Review 3
Source: Booking.com

Review 4 shows a seriously negative review related to front office operations at Swansea Marriott Hotel. The visitor gave a 1-star rating because he is very disappointed with the staffs at the front office. The staffs gave wrong room to the visitor and as a result of that the review was negative. The review is also a reference from Booking.com. 


Review 4
Source: Booking.com

The following is another review that shows that the visitor was very upset regarding the overall services of the hotel. Joanne, the visitor reflected his dissatisfaction over Swansea Marriott Hotel because he felt that check-in was very slow. The guest found that only one staff was present at the front desk and there was too much queue to book a room. The review 5 demonstrated that Swansea Mariott has some improvements to be done. 



Review 5
Source: Booking.com

Moreover, the following review shows that the guest was dissatisfied with the staffs and personnel present at the reception. The guests was not satisfied from the services of Swansea Marriott Hotel in this regard. 


Review 6
Source: Booking.com
Review 7 collected from Booking.com also showed disappointing results for Swansea Marriott Hotel. The guest arrived in November 2021 and found the location of the hotel great for access. However, the guests eventually gave 2.0 in ratings of scale of 10.0 because he found that the front office allocated a bad room for the visitor. The guest did request for a change of room and found that second room was also not properly clean. 


Review 7
Source: Booking.com



The following review gives a devastated result for Swansea Marriot because Stephen regarded that Swansea Marriott Hotel is the worst 4-star hotel he stayed in. Though he found staffs friendly the visitor was disappointed because he needed to wait for check in for 10 minutes and which is longer than usual time for a 4-star hotel. 


Review 8
Source: Booking.com


The following is a customer review of Swansea Marriott Hotel found in TripAdvisor.com website. The review gives a negative response from the customer. The customer did not found the hotel as expected. This is because the visitor found that checking out service was not proper. The staffs at the front desk was not attentive enough. 
Review 9
TripAdvisor.com
The next review is from a visitor who travelled to United Kingdom and found Swansea Marriott Hotel to stay overnight. The guest was disappointed with the services of Swansea Marriott Hotel because he found at check in that the room was not ready. So he found staffs unable to provide him a better accommodation. 



Review 10
TripAdvisor.com

Meanwhile, another review showed that the guest was really disappointed with the services of the front office at Swansea Marriott Hotel. The staffs allocated the guests a wrong room. 



However, there is a positive responses from the visitor about the front office services for Swansea Marriott Hotel. The following rating was collected from Trivago rating index and showed that overall services get 8.6 ratings out of 10.0.  

Source:  

Are there problems mainly environmental? This does not need to be external to the hotel but
could be that refurbishment is needed
The issue or problem associated with front office practices not linked to environmental factors. Rather the reviews showed that front office operations and practices need to be improved to avail better performance in the working environment. The mentality or mindset of the guests can be influenced by delay of flights, erupting of traffic jams or incidence of luggage loss. As a result, the stress level of the guests is heightened by the occurrences they endeavour (Rony and Awal, 2020). Upon the arrival at the hotel premises, hotel front desk agents encounter their fair share of impatient attitudes and demanding requests. So the professionalism of front office staffs can address the problems that arises in an efficient and courteous manner. 
The following are the reasons or type of situations that might present how the staffs can handle themselves and resolves the issues considerably in fair manner.  
Reservation issues: The front desk associate and reservation agent can find that guests are making mistakes at the reservation process. That happens due to lack of knowledge of the guest regarding the reservation process (Ahmed, Abdelhady and Abdien, 2020). The challenge for the front office staff is to keep patience and keep correcting the issues. The reservation issues can create fatigue for the guests because the process can range from having a room with the appropriate bed-type or connecting to another room. The guests want a preferred view and a preferred floor. 
Loyalty programs: Front desk associates or front office staffs are the responsible for ensuring the guests with amicable behaviour providing additional help to resolve guest`s issues. The review discussed in the previous section demonstrated that some of the guest of Swansea Marriott Hotel was not happy with the check in services. The loyalty programs and loyalty suits can resolve the situation because the guests may get additional loyalty point due to having patience over the check in and check out processes. 
Guest room issues: The front office staffs face the guest room issues from the visitors (Rony and Awal, 2020). This is because if the guests face anything wrong about the room the first point-of-contact is the front office associate. The front office staff has the responsibility of coordinating guest`s complaints. The previous section found reviews from Booking.com that the guests were disappointed about the room services. So the Swansea Mariott needed to prepare front office executives to listen to comment of the guests to address the issues and manage service recovery at the quickest possible time. It is found that guests can call for a clean services for the room or assistance with in-room technology. The front office associate needs to provide services to guests properly. 
Hotel service and amenities: The front office becomes the first point-of-contact for guests questioning the services of the hotel. The guests can ask questions and ask for improvements from the front office associate regarding in-house restaurants, lounges, swimming pools, fitness centres other amenities (Ahmed, Abdelhady and Abdien, 2020). The feedback from the guests are received by the front office desk and it is necessary to address the problems and resolve the issues regarding hotel services and other amenities. 
Billing questions: The previous section discovered some of the negative reviews from the visitors regarding the checkout services. As the guests check-out, the questions and feedbacks are handled by the front desk associate. The guests make inquiry about the improper services and may want to have a quick check out. The front office staffs need to ensure that the visitors enough regarding local taxes and hotel charges. The efficiency of front office associates can satisfy the visitor if unavoidable situation arise during his or her stay (Andreevic, 2020). However, the guest can leave negative reviews if the front office staffs cannot provide satisfying answers. 

 

Findings & Results
The scope of analysis part showed that Swansea Marriott Hotel needs to improve on some of aspects of front office operations to make guest satisfaction and improve guest experience. 
The following table shows the findings from reviews collected from different websites and problems identified in the process of the making assessment of those reviews. 
	Problems identified 
	Reasons for the problems 

	Bad first impression of the processes 
	· Front office associates not meeting the requests and room requirements of the guests.
· Lack of professionalism in meeting the visitors in person at the desk
· Inadequate knowledge about the arrangements of the hotel and unable to provide proper information

	Unsecure facilities 
	· Old fashioned logging system is applied within the hotel premise
· Guest information is collected uniformly and not corrected on due time.  

	Cumbersome and time consuming processes
	· Too much queue in the check in process taking longer time to process the guests information
· Fumbling with the logbook at the front office desk. 
· Waiting for longer time to get approval from the management
· The room allocation is delayed due to mismanagement and lack of knowledge

	Lack of communication 
	· The staffs are not available for some time leaving the guests waiting for the room allocation. 
· The staffs are unaware about the arrival of the guest at the hotel premise.

	Lack of visitor independence 
	· Check in not properly done 
· Not tracking down the meeting host and not correcting meeting room



However, from the literatures it is found that satisfaction of the guests is an important factor in the hospitality sector. Naumov (2019) discussed that guest satisfaction becomes the success factor for the survival of the hotel. Loizos and Lycourgos, (2015) have conducted study and found that the efficiency of front office staff can lead to customer satisfaction in the hotel. Shin, Perdue and Kang (2019) emphasised on their study that high quality human resources are lacking in the hospitality sector. The hotel should emphasise on the professional development and training to improve overall performance of the front office employees. 
Moreover, the researchers in the hospitality management studies emphasised on changing functions of the front office operations. The changing functions in the front office operations include role of the personnel, balancing between technologies advancement and delivering quality customer care, making fast responses to complex method of communications. The literatures found that a deep insight into front office operations including how technology is working as an enabling force. Additionally, Nangpiire, Silva and Alves (2021) discussed implementing best practices to improve operations for the hotels. …the study revealed that effective practices by the front office staffs especially check in and check out can increase guest satisfaction. The practices in this regard should include revised work practices and prescribing standard times to guests. 




The following is a stat that demonstrates that Marriott International is leading in the hospitality industry in terms of customer service. The most of the visitors are ready to recommend Marriot chain hotels because they are satisfied with the hotel group. Swansea Marriot is also part of it and the visitors who stay in Swansea likely to get top-class services. 


Figure: Rankings: Customer Service
Source: YouGov
However, the findings showed that customers are giving negative review about the hotel. Moreover, the guests are not satisfied with the services of Swansea Mariott whereas the expectations are higher considering other hotels. 
The findings can be summarised as follows-
· The most of the guest are not satisfied with the overall front office operations. The dissatisfaction mainly occurred due to lack of support from the front office department from room bookings to check out processes.
· The CCR of Chauffer was rated low according to the ratings. So there is a negative impression created for the guests.
· CCR of front desk staffs were low as the details related to room reservation were incorrect, guest queries not attended on time by the receptionist.
· The comments and reviews regarding departure process was not favourable. The guest’s expectations were not met. The guests expected better performance from a 4-star hotel. 

Action Plan
	Number 
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion date
	Planned budget

	1
	Bad first impression of the processes
	Introducing Visitor Management Software (VMS) to make easier to enter the information of the guests, retrieving visitor pass and automatically notifying of the visitor’s arrival.  
	The entire process in the check in and check out is streamlined, fast and user-friendly. 
	6 months
	31/12/2022
	£10,000

	2
	Unsecure facilities
	Visitor Management Software can help to capture verified and legible visitor information. 
	The guests can check in to VMS and sign out with a single tap to inform Swansea Hotel about room information and vacancy. 
	3 months
	31/12/2022
	£5,000

	3
	Cumbersome and time consuming processes
	Front desk associate needs to improve overall efficiency eliminating long lines in offering a contactless check in solutions
	The guests can check-in themselves by going through check in process in convenient ways. This will reduce administrative paperwork. 
	6 months
	31/12/2022
	£5,000

	4
	Lack of communication
	The communication gap can be improved by the application of VMS that automatically sends an email and text messages to the phone of the visitor during the arrival
	The system can help the front desk staff to effectively sort out any queue and logs in the processing of booking ensuring smooth experience for the guest
	3 months 
	31/9/2022
	£5,000

	5
	Lack of visitor independence
	The front desk associate needs to ensure that guests can check in properly. It is important to track the proceedings properly using appropriate approaches
	The guests can be empowered by the facilitation of visitor independence in terms of check in, finding desired rooms and facilities.
	3 months
	31/9/2022
	£5,000

	Total 
	
	
	
	
	
	£25,000



Recommendations
The following are some of the recommendations for Swansea Marriott Hotel after evaluation of findings and results—
· Swansea Marriott Hotel has huge opportunity in reaching to greater community in the region. The hotel effectively needs to implement the strategy of using technologies for the operations at the front office. The staffs need to develop their understanding on Visitor Management Software to effectively make approach to utilising to greater impact. The hotel will also integrate the software as part of global trend in the hospitality sector. 
· Swansea Marriott needs to emphasise on selling of the hotel travel desk services and local transport services which will add revenue source for the hotel. Besides, the front desk practices need to integrate a communication model that can enhance the communication process within other department especially housekeeping services and in-house restaurant services. 
· Swansea Marriott Hotel needs to arrange training programs for the staffs at the front desk operation to facilitate overall experience of the guests. The training programs need to be adapted within recent trends in the hospitality sector. This is the most effective way that leads the front desk staffs to provide support to the guests. The hotel needs to produce a hotel operations manual for the front office operations. The manual will explain the best practices and roles of a staff in the department. Besides, the front office executives need to delegate staff members who will be the main person to resolve problems for the visitor. 
· Swansea Marriott Hotel also needs to provide the staffs training on how to prioritise tasks in a given scenario. The reviews of Swansea Marriott Hotel showed that guests are experiencing different check in experiences. The front office staffs need to manage and organise different expectations of the guests. Therefore, front desk policies are required to manage because requests can come flooding in around the clock. 
· Swansea can effectively use different reward system to motivate the employees to perform well in front office operation. Employee of the Month Award, earning star points for the quality services can impact overall performance of the employees. 
Conclusion
The consultancy report gives an in-depth understanding of the front office practices and its relationship with guest experience. The report explains that the most important element in guest satisfaction is motivated staffs and quality management that leads to repeat customers. The overall view of the report gives that guests are not satisfied with the front office operations of Swansea Mariott Hotel. The guest experience is not favourable for the hotel to this aspect. As a result, it is reflected on the overall guest experience and the guest satisfaction ratings. The main part of the report showed that if the hotel could provide excellence in the front office operations, it could promote guest experience at the highest level. The training programs for the staffs need to be increased and used efficiently to promote guest experience. The findings section discussed the problems associated and the reasons behind the problems. 
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