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Introduction
Through my two-month internship at the Premier Inn Nottingham Arena (London Road) hotel, I could see myself grow as an individual and as a future employee. the prospect of working for different departments, such as housekeeping and bar jobs. These reflective diaries use the Gibbs model of reflection to evaluate these experiences, focusing particularly on the front office area. Gibbs Model is a cyclical process: learn, assess, adjust, repeat (Adeani et al., 2020). This approach is structured as a six-stage model including, description, feeling, evaluation, analysis, conclusion, and action plan.
Description 
For all the time I worked in the Premier Inn hotel, housekeeping tasks that ranged from doing laundry to performing deep cleaning were the tasks that I handled dealing with the counter and cleaning the parking. This diverse background puts me at an advantage as opposed to knowing my strengths and weaknesses. Find out the credibility of operations in the hotel management and reveal the reasonableness of efficient management. communication, professionalism, and the gauging of guest satisfaction are the key points that need to be constantly reminded of the employees. Moreover, in the reception area, I was in charge of reception tasks such as answering guest inquiries, check-ins, and check-outs, which meant a lot for the guest experience. the embodying of the comprehensive guest experience offered by Premier Inn. These tasks need a serious drag, as one indicates may be obvious. their image or brand of course could affect guest satisfaction. In a short time, I figured out that the role of a new freshman is very important management of guest relationships using effective communication and professionalism establishing guest expectations and showing satisfaction and seamless experience. In addition to this, I learned the importance of relationships through dealings with guests and co-workers. The campaign is composed of elements that are directed towards the creation and maintenance of a hospitable and functional environment that will increase guest satisfaction (Wang et al., 2017).
Feelings 
In the beginning, I experienced a feeling of excitement mixed with anxiety when I had to confront the new working environment that was moving too quickly for me the front office area. Though the complicated nature of the hotel work is often a drawback, the staff support usually compensates for it eventually increasing my ability to effectively deal with customer inquiries and multi-task among other duties (Solnet et al. 2016). However, the bottlenecks have also been revealed. These can be, for example, keeping records of check-ins during high times of day. I was overwhelmed as I dealt with guest suffering promptly, and in turn, I experienced that feeling of satisfaction having solved these obstacles playing a role in keeping the machine of the hotel progressively going.
Evaluation
Thinking about my ability, I could identify areas of weakness in analytical thinking, time management and problem resolution. These skills were of dominant importance, as I was responsible for both correctly and promptly decoding guests' requests. I realised that I have to work on all these areas like improving my communication skills and wish to learn the hotel procedures by heart. Jaykumar (2018) indicated that strong communication skills are a primary requirement for the hospitality industry because they help develop contact with guests, solve problems, and create a happy guest experience. In contrast to that, knowledge management lets people answer questions quickly, solve problems at a swift pace, and be competitive. Adding to this, I realised the authority of owning flexibility as I dealt with unexpected events and held myself together in stressful times.
Analysis
The internship at Premier Inn Nottingham Arena Hotel redefines my understanding of the importance of the front office area in the provision of a fantastic customer service experience. To explain how engaging guests from different cultural origins made me understand the significance of being sensitive and respectful when implementing personalised services (Kaihlanen et al. 2019). Additionally, Chandrashekar, and Mohan (2019) claimed that working closely with peers inspired me to work in a team and communicate openly to reach common goals. Moreover, I also faced the complexity of humanising cultural and ethical beliefs such as private space for guests and their liking. I entered these circumstances with sensitivity and appreciation of the peculiarities of ethical norms and the leading role of diversity in the hospitality industry.
Conclusion 
To wrap up, the most beneficial part about my placement at Premier Inn Nottingham Arena - Hotel was the fact that it gave me a completely new outlook on the hospitality industry. I have a greater grasp of what the front desk is supposed to achieve, and I now know that being polite with each other as well as the guests, and working as a team while communicating effectively ensure guest satisfaction. Not only this experience has contributed to my qualifications and learning but also instilled in me a continual energy to shine by providing the best service possible to prospective clients.
Action Plan 
To continue my growth and development in the hospitality industry, I plan to undertake the following steps:
· I want to enhance my communication ability.
· Focus on my development by performing additional training.
· Constant efforts should be made to hone my cultural understanding and sensitivity through communication with guests.
· Regularly ask managers, managers, or team members for feedback on my performance to find areas for improvement and development.
Through this reflective journal, I have learned priceless feelings about my settlement at Premier Inn Nottingham Arena Hotel, and I cannot wait to utilise these lessons for my upcoming career plans in hospitality.
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Figure 1: Trip Advisor
(Trip Advisor, 2024)



It is amazing how time flies so fast and to think that you are reading this message means a lot to us! It is a real pleasure to note that the couple appeared to work so well together at this challenging time of large crowds like Valentine's Day. We are so proud of the difference makers who work at our establishment and strive to make our guests every experience worth recalling. To be with gratitude, your words will be passed onto them with whom we will make sure to receive the recognition that they deserve. We hope to see you again, Helen and Diane will make sure to always give you outstanding service during your stay at Premier Inn Nottingham Arena (London Road) Hotel so we have the honour of seeing you again in the future. I appreciate you for choosing Premier Inn!







































	

	

	

	Letter of complaint response 500 words +/- 1-%

	

Dear Mrs. Blake,

We wanted to begin by truly apologising for any difficulties and discomfort you faced during your most current stay at our hotel. Your ideas are much appreciated as they allow us to find areas for development and ensure that future guests will have a better time. 
We evaluated the issues that you raised shortly after we received the letter you sent. Despite our greatest efforts, we managed to maintain the highest possible level of hygiene in this particular case. The dirty conditions in room 330 were quickly addressed and we have set up further instruction procedures for the maintenance staff to avoid this kind of scenario from happening in the future. Maintaining proper hygiene is our top concern.
We understand how annoying it can be to experience irregular access to Wi-Fi. Since then, we have carefully tested and updated our Wi-Fi system to boost performance and reliability. We are sure that these changes will make browsing more enjoyable for guests in the future. 
We truly apologise for any inconvenience that the background noise problems throughout your stay may have caused. We went over our noise level guidelines with our staff members and took further action to make sure all guests had a calm pleasant time with us.
I additionally wish to express my sincere regret for the poor service that you experienced. Since this is not in keeping with the high standards that we strive to uphold, we have discussed this with our staff members to ensure that every visitor gets prompt, polite service with their questions and concerns.
We sincerely regretful Mrs. Blake, for failing to fulfil your expectations when you joined us. Let me assure you that we truly value your opinion and that we are working to solve the problems you face. We would be very thankful for this opportunity to get everything up and recover your confidence.  If you require something more, we can do to allay your concerns or if you require to learn more about any part of what happened, do not hesitate to reach out to me immediately. 
We truly apologise for any inconvenience that this brought about you once again. To continue to offer you the high level of service you deserve, it is going to be our greatest pleasure if you decide to remain with us for another time in the future.
Warm regards,
Management, Premier Inn Nottingham Arena (London Road) Hotel
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Introduction 

Performance in the hotel industry needs an extensive amount of skill development, particularly for the front desk staff (Bharwani, and Talib, 2017). Solving issues, organisation, social and communication skills are among the four essential skills that those who work at the front desk in hotels must acquire. In this paper, these skills will be discussed. Every skill will be evaluated on its value and application in the hotel context using important research papers and practical industrial cases.
	
Key Skill 1 – Customer Service Skills  


	Being an excellent communicator is a necessity in the hotel industry because it impacts client satisfaction and trust. Excellent customer service features include understanding, ability to solve issues, and professionalism (Domínguez and Herrera, 2020). According to Mooney et al. (2016), experts are linked to the notion of serving others with regard. However, staying alert alone is not sufficient to perform well. Every instance of ability requires being reliable, showing up on time, not making commitments you are unable to fulfil, accepting responsibility of your issues, and furthermore. However, awareness matters to businesses as each worker who interacts with consumers serves as a form of product consultant; the more satisfied the customer, the more likely it becomes that they will return. (Tan et al. 2019). Specialists need to be able to predict client requirements and enjoyably meet them. 
To continue to maintain the company's high standard of customer service, workers at the Ritz-Carlton, for instance, which is renowned for its excellent customer care go through multiple instruction sessions. Personalised thanks for visiting supportive direction and quick resolution of guest issues are a few examples of this. When reacting to requests, concerns and questions from visitors, staff at the front desk need to be professional, patient, and sympathetic to ensure that guests have a pleasant and unforgettable experience. Premier Inn, a collection of hotels renowned for its commitment to guest help, additionally highlights the value of providing excellent customer service (Vilana Olmos and Martín Miralles, 2019). Premier Inn is an outstanding instance of how delivering excellent customer service may increase visitor happiness and commitment by focusing on the needs of guests while making sure they have a pleasant and unique stay (Premier Inn, 2024).


	
Key Skill 2 – Communication Skills 


	
A study conducted by Lahap et al. (2016) concluded that for employees to resolve issues, guarantee that visitors have an enjoyable time and build trust with both employees and guests, accurate and straightforward interaction is crucial at the hotel reception desk. Simple communication helps avoid misunderstandings and confusion, which may interfere with everyday activities. However, according to Agarwal (2021), excellent conversation and careful listening are essential for understanding the demands of visitors and providing pertinent help. When employed in the field of customer service, you need to have skills that allow you to communicate well with customers: spending time with them, being constant, acting compassionately and understanding their concerns or problems. For instance, regular and responsive contact from Marriott International simplifies solving issues and raises the level of client happiness. In addition, it is necessary to express warmth and expertise during guest interactions through subtle signals such as facial and body language (Marriott, 2021).


	


Key Skill 3 – Organisational Skills 


	In an active hotel reception area, where time management abilities are important, successful management of several duties is of the utmost importance (Chang, W. and Busser, 2020). Workers at Premier Inn, an established hospitality company with an excellent record of operations, are anticipated to be exceptionally organised. Employees get extensive instruction that enables them to carry out a wide variety of tasks with ease, such as timely and precise guest registration and departure, as well as guest booking management. At Premier Inn, comprehensive training programs stressing effective asset usage, time management and prioritising enhance the ability to organise. Worker checks and time management software are provided in this case in the hope of optimising workflow efficiency and simplifying operations. Through the use of such tools, staff members can make sure that visitor requests get responded to promptly as well as office-related duties get done properly (Premier Inn, 2022).
likewise, it was pointed out by Liu and colleagues (2021) that front-desk staff must be able to perform multiple tasks to deal with a high volume of guest needs while paying strict focus on detail. Premier Inn understands the value of providing its employees with the tools they need to handle the challenging circumstances at the front desk of the hotel. Premier Inn uses a mix of training, resources, and an atmosphere of ongoing improvement as a case study of the value of great organisation in supplying visitors with a pleasant visit.


	
Key Skill 4 – Problem-Solving Skills 


	
	In the hotel front office, where staff members are required to promptly address both unexpected issues and visitor feedback solving problems is especially important, according to İncebacak and Ersoy (2016). Problem-solving skills have become vital to hotel managers since they enable them to deal with the complicated rules and demands of this sector. Hotels need to be able to adapt to the changing needs and tastes of their patrons in addition to shifts in the industry and market. Hyatt Hotels Corporation employees get a great deal of training to help them become stronger problem-solvers in a variety of customer service situations. Through scenario-based training, staff members are subjected to a wide range of possible problems, including problems with room availability and issues with payments or delays in service. (Krupskyi et al. 2019).
By placing employees in actual situations, hotels allow them to develop the ability to think critically needed to evaluate issues quietly and implement successful remedies. According to Jefferies et al. (2023), employees who get this training are more prepared to handle customer's initial worries and are encouraged to actively identify and address possible issues before they develop. To minimise feedback from clients and preserve the company's stellar reputation, quick and effective problem-solving is essential in the hectic hotel front desk environment (Wirtz, 2018). By enhancing the way people resolve problems, Hyatt makes sure that they have the skills to deal with challenges and maintain the trust and happiness of its customers.
Conclusion 
All things considered, the front desk at a hotel requires an extensive variety of skills to ensure that it runs smoothly and outstanding customer service. Communication, as well as problem-solving, organisational and client-facing abilities, are the basic characteristics that enable workers to meet and beyond customer demands. Hotels need to take part in growth and education programmes that promote these abilities to give front desk staff the tools they require to provide exceptional customer service, promote visitor devotion, and foster economic growth in the competitive hospitality industry.
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Helen & Diane - The Premier Inn Queens

I don’t normailly take the time to write areview, however on this one occasion | just had to. A
Premier Inn is @ Premier Inn. Good night sleep, nice room. Just what you want. But that’s not why
I'm here. I'm here because of two outstanding members of staff at the ‘Premier Inn Nottingham
Arena (London Road) Hotel’ named Helen and Diane. It was Valentine’s Day night, so the hotel
was pretty busy with interesting characters (you know what I mean) and you had Helen and
Diane manning the reception, bar, restaurant, waitressing, room service and in some cases,
food preparation. | don't know the reasons why the hotel was so understaffed, but the
management team seriously need to open their eyes and recognise how rare this type of
individual is in @ business. Despite the busy and stressful circumstances, both Helen and Diane
had a smile on their face the whole time and didn't fail to make us laugh. If | come to this hotel
again in the future and found out that these two members of staff aren't given some kind of
employee recognition, | won't be returning again. These two are absolute diamonds! True
legends! Keep up the hard work and keep on being you Helen and Diane. | appreciate you!

- Nathan Ashley (Microbiologist).
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