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	Component One
 
     Front desk staff in hotels are interacting directly with guests on arrival, during their accommodation and on departure. Working at a hotel reception is one way to contribute towards making a lasting positive initial impression, improving guest satisfaction, as well as developing a good image for the establishment (Bardi, 2011). By learning and reflecting more about the skills needed for the role, it may help me to further refine them and display them in the personal resume, in order to improve my chances of obtaining employment.
     The following reflective paper will identify and explore the most crucial skills needed in the described domain, using the analysis reflection model developed by Donald Schӧn, as I believe it is suitable for my knowledge gaining process and personal development. Reflection in action will be applied on the findings of every discussed skill, while reflection on  action will determine what and when I will have to improve my performance, considering the learnings discovered in those specific circumstances (Williams et al., 2020). Acquiring the skills for hotel reception duties will help me strengthen my career profile and increase my chances of employment. The majority of hotels are demanding similar abilities and skills from individuals who clearly appreciate the significance of guest satisfaction, as described below:
     Communication skills – hotel front desk employees will typically possess excellent communication abilities, especially as this can help them interact effectively with guests in person and on the phone or email. For example, they are able to resolve issues and queries, provide a discussion about hotel policies and prices, book a reservation, give advice and provide a comprehensive overview of everything the guest can enjoy throughout their stay (Tesone, 2010).
        Reflecting in action when I learned about this ability, made me realise at the beginning, that I really have to improve this aspect, as it made me feel somehow insecure about the knowledge I posses. Once I was reflecting on action, I realised that the more I will practice on this skill during my academic activity, at work and in daily life, the more confident I will become in using and highlighting it, as having a generally positive approach when interacting with customers creates a pleasant environment. Front desk attendants are also using effective communication techniques to address issues with the rest of the team and determine potential opportunities for improvement.
     Organisational skills and multitasking – People working at the front desk of a hotel are likely to have strong organisational skills enabling them to accomplish the multitude of different responsibilities of the role. For example, they are expected to welcome guests, take phone calls, dealing with booking, payments, key cards, reply to the manager, work on the computer and handle any guest queries. I have learned that hotel receptionists should be comfortable balancing positive guest relations, while fulfilling other tasks (Bardi, 2011). Regarding reflection in action while I discovered these aspects, it became clear to me that this is another aspect which I will have to work on in the future and I will have to be more organised when I am trying to complete various tasks at the same time, in order to accomplish a positive result. Reflection on action revealed for me that, if I will change my approach regarding the organisational skills and be more confident that I will succeed, then I will perform better on multitasking, as well.
     Patience and adaptability – Working with guests and settling issues demands diplomacy, particularly with challenging customers or in high-pressure circumstances. For instance, reception staff may need to handle paperwork, undertake long shifts and answer queries in a positive manner. Having patience with customers can create a pleasant experience for everyone. Also, receptionists should adapt when their schedule changes and when they encounter different situations at work (Tewan, 2009). Possessing adaptive skills, they might perceive these changes as a constructive progression and readjust the manner in which they perform in that context. Reflecting in action when I studied this aspect, made me think about my patience limits and that I will have to develop them, as I am not excelling from this point of view. Reflecting on action revealed that these are essential customer satisfaction skills, as well with complying with the legal requirements and hotel policies.
     Teamwork and problem solving – Such skills assist hotel receptionists in collaborating with both colleagues, such as housekeeping, maintenance or kitchen and managers (Premier Inn, 2023). For instance, they discuss guest queries, schedule upcoming meetings, research opportunities for performance improvement, or relate feedback to their duties, for a positive guest experience. Reflection in action about these skills revealed that this represents a strength I already posses and I will have to continue to use it. By reflecting on action, I consider that I still have to study and improve these abilities and to learn from every specific situation.
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Dear Angelaf200,

     We are grateful that you took the time to leave us such a kind review and we are more than pleased that you and your lovely family enjoyed your time with us. Here, at Premier Inn West Derby, in Liverpool, our guests satisfaction is our top priority, therefore we are doing our best to meet every expectation, by offering our services at high standards. We are also delighted that this was, already, your second stay with us and, even more, you have another two bookings confirmed. On behalf of all team members, I wish to express our gratitude for your choice in staying with us during your visit to our wonderful City of Liverpool. Please let us know if there is anything we can do, in addition, for you to have an even more pleasant experience with us on your next visits.

Thank you
Kind Regards
Premier Inn, West Derby, Liverpool
Guest service team














	Screen shot of referenced Trip Advisor review used:
Premier Inn, West Derby, Liverpool
[image: ]                                         Source: TripAdvisor (2022)

	

	

	

	Letter of complaint response

	
Dear Mr. Ronald Federick,

    I am personally thanking for your letter and I also hope that my response finds you well.
  First of all, please allow me to express my apologies for any inconvenience  occurred during your stay at Premier Inn West Derby, in Liverpool. I can assure you that myself, as long with all staff members, are doing our best to fulfil our guests’ expectations, so they can have a pleasant experience, while staying with us. Your feedback is out of most importance and we will use it to further improve our services, so our guests would not have to be engaged in any unpleasant situations.
    Second of all, it would have been very helpful for us, for you to bring into the attention of any member of the staff, any issue that you experienced during your stay at that specific moment and I can certify that our colleagues would have gladly find a suitable solution for your requirements. This way, we would have been able to provide you instantly an enhanced experience at our hotel. Furthermore, I would like to take the opportunity to express my concerns about your negative breakfast feedback, as we always try to provide our guests with delicious and warm meals. This will be taken under serious consideration and all the kitchen staff will go, once again, through the imperative training of delivering the best food, in a timely manner, in order for our customers to be able to appreciate the true value of our services. Regarding the state of the bathroom at the moment of your arrival, I will personally check who was responsible for cleaning your room and the employee will be asked to provide a detailed statement about the whole work process on that specific day. I can assure you that if I will find any irregularities regarding the Premier Inn cleaning and hygiene standards, internal disciplinary actions, as long with re-training, will follow. Once again, I would have been grateful for you to bring this issue into the attention of our staff, as we have high standards when complying with the hygiene of our entire establishment. This way we would have been able to provide you with another room for you to truly enjoy. On this subject, I would like to bring into attention the crying infant issue and I would like to highlight that Premier Inn is a proud hotel who embraces inclusion at all levels. I would be grateful if you would consider that our staff members cannot stop a baby cry and it would have been helpful if you would ask for a room change. I am sure that our colleagues would have found a suitable solution on this matter.
     Thirdly, but not last, I want to express my gratitude for your letter and feedback. This represents a valuable asset for us, in order to improve our services. Furthermore, as a valued customer, I authorised a refund to your bank account representing the amount paid for your breakfast. Please allow 5 to 10 business days, for the refund to be shown in your account.

Thank you
King Regards
Danut Muzicantu
General Manager of Premier Inn West Derby, Liverpool
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Component Three
	
Element 1 – Pre-Arrival


	
     The visitor selects a hotel destination within the pre-departure step of the journey cycle. Choice of the guest can be affected by many factors, which include past experiences with the hotel, advertisement, recommendation by word of mouth by friends, family and colleagues, accommodation, booking by travel agency, hotel brand and loyalty scheme etc (Bardi, 2011). Whether the guest decides to proceed with a reservation is also influenced by convenience of booking and the way the booking representative engaged with and described the facilities of the hotel, including room availability, room pricing, entertainment amenities and other nearby attractions. The information that is gathered during booking is also assisting the hotel to conclude pre-registration related actions, such as allocating the desired room based on the request of the guest, determining the room tariff that will be invoiced to the guest's account throughout duration of their stay (Tewan, 2011).
      Any special pre – booking requirements should be noted and accomplished by the members of the staff, including special requests such as potential allergies regarding the food provided, a specific positioning of the room, early check in or late check out, as well with any other special needs for the customers, regardless their age, sexual orientation, religion or any other similar background (Vallen et al., 2014). On this stage, the hotel have to prepare the accommodation for the guests prior to their arrival, considering the aspects of booking, cleaning and meeting any other specific requests, so when the customer will enter the room, everything would have to be spotless.


	
Element 2 – Arrival


	
      The arrival phase of the hospitality cycle involves the check-in and guest room assignment procedure. After the guest's arrival, they will establish a business relationship between the hotel and the guest via the front desk. The reception staff is also responsible for answering any of the guest's queries, particularly the details of the room price for the accommodation they have booked and any other specific requests they might have. Front desk personnel are required to establish the booking status of the guest before beginning the check-in procedure (Floris, 2023). Guests with a reservation and guests without a reservation, typically referred to as "walk-ins", also represent a potential business opportunity for reception staff. It is more than important for the staff to have a friendly and professional approach, as they represent the face and reputation of the hotel. All given information to the guest have to be accurate and concise, as their expectations are always high and their staying experience will certainly contribute to the overall business proficiency (Corgel et al., 2011). The waiting time for a customer to be checked in, should not exceed a polite and professional period, as the situation can be below hotel’s standards or guests’ requirements. Another important aspect upon arrival stage, is that the appearance of the front desk and hotel lobby should exceed customer’s expectation, which can have a deep impact on their first impression.

	
Element 3 – Duration of stay


	     It is important during the occupancy stage, that the reception personnel are able to accurately represent the hotel. Since the front desk is considered the primary point of communication for the operation of the establishment, it is also responsible to coordinate the requests of guests. These include delivering supplies and providing information to their customers. Reception is expected to pay particular importance to ensuring timely and accurate responses to guests (Bardi, 2011). The major focus of front desk staff is to be proactive in providing service and satisfying or excelling guest’s expectations. This should also promote guests to want to come back to the hotel.
     The other team members are more than important, as well, during this stage. Kitchen staff members, the maintenance and housekeeping department, as well with the management team will have to work together in order to fulfil customer’s expectations, as long with the hotel’s standards (Amadeus Hospitality, 2023). Every encounter with the guests have to be treated of most importance and any queries should be promptly solved, or delegated to the responsible team member. At this point, the front desk team will have to demonstrate their communication and teamwork skills, as it represents the overall impression that a guest will have on their stay (Walker and Miller, 2009). Delegating issues raised by the customers to the relevant team, assuring the guests that their query will be solved in a timely manner and treating everyone with a professional approach, will bring an enhanced value to the organisation.

	
Element 4 – Departure


	      On departure, the guests vacate the room, are provided with an accounting accurate statement either on hard copy or sent to their provided email address, give back the accommodation keys and depart the hotel. When the guests have checked out, the hotel front office automatically adjusts the room availability and informs the housekeeping department (Vallen et al., 2014). During this phase, the hotel reception also seeks feedback on the customer satisfaction experience in the establishment using the customer feedback form or offer them the opportunity to fill it online. At every single step of this process, the front desk team will ensure they will keep a professional approach at all times, regardless the customer’s attitude. If there will be formal complaints, they will have to be sorted on site, or passed on to the relevant manager, if the guest will insist on it. Furthermore, the reception team will ensure that the customers complied with the hotel’s policies during their stay (Bardi, 2011). This is a very important aspect, as nowadays, there are many guests who are trying to take advantage from minor incidents, in order for them to obtain a refund, even though they are not entitled to one. After the stage of customer’s departure, the front desk team will ensure that the room will be available for the next guests, by having a positive communication with the housekeeping department. Any issues with the process of customer’s departure should be immediately reported to the manager on duty, assuring at all times that the hotel’s policies and standards are met.
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Fabulous as always
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“This is our second stay and we have a further 2 stays booked.

We absolutely love this hotel. Its always clean, quiet, the staff are wonderful and the location is perfect.
It's about 15 mins drive to the centre of Liverpool which suits us fine. The restaurant attached serves
amazing food and again the staff are so friendly.

We will always opt for this hotel when staying in Liverpool.”

Read less a

Date of stay: March 2022
Trip type: Travelled with fomily

This review s the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews as port of
our industry-leading trust & safety standards. Read our transparency report to learn more.





