
	
[image: UWTSD new Logo]

Component One: Student Journal (learning log) 

	Student No.& Name
	2230507 Julian Gjoka
	

	
	
Module Title:
	Hotel Administration & Front Office Operations
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Muhammad Cassamo
	

	
	
	
	

	
Introduction 
[bookmark: _7cydmwd59yr9]Identifying the major skills and abilities is very important for obtaining optimum success in the front office of a reputed hotel in the United Kingdom. In this context, the following journal will highlight the overall experience of an individual working in the front office of Premier Inn Leicester (Braunstone) Hotel using a relevant reflective model. 

[bookmark: _ge0kqekadmmx]Gibbs’ Reflective Cycle
Description
The entire experience of the individual of working in the front office of Premier Inn Leicester (Braunstone) Hotel is evaluated by considering all the aspects of the job role and various situational factors. With respect to that, I am currently working at the front office desk of the hotel which has enabled the person to obtain extensive knowledge and experience. This includes handling different types of guests, managing operational activities, considering customer satisfaction and many more (Cumbria, 2020). Besides, through this job role, I have developed multiple skills which make the person eligible to identify the basic needs and problems of the customers as well as come out with effective solutions. 
Feelings
During the entire working period in this hotel as a front office executive, I have gained a lot of experience and pieces of knowledge. Concerning that, after my education in hotel management, I joined this hotel which was not very easy for me to adapt to the situation at that time. Besides, making proper adjustments to a new environment is often quite difficult for every student in the professional context (Mindtools, 2023). With respect to that, initially, I was a little nervous and felt a lack of confidence while introducing myself to the guests as a front-office associate. Apart from that, I often get nervous while handling rude and rough guests and providing them with useful solutions to their problems. 
Evaluation
I face various types of situations, problems and people every day within my working hours as I am committed to providing hospitality service to the customers which also involves the satisfaction factor of them. With respect to that, there are both positive and negative experiences that are gathered by every front-office associate throughout their duty (Adeani et al., 2020). Besides, sometimes I get appreciation and positive feedback from the customers which is the best part of my working journey that motivates and encourages me to perform my best. However, I am a little weak in handling technical activities such as managing inventory and others due to which sometimes I get frustrated to adapt to some particular situation. 
Analysis
I have identified the main reason that I get appreciation from the guests is that I always try to use my best potential to satisfy the customers to an optimum level. Besides, in my opinion, encouragement and motivation is one of the mandatory forces that help individuals look forward and perform their best to enhance their potential and professional position as well (Fallon & Rutherford, 2011). Concerning that, my managers and leaders always help me to learn the management skills that can suit the front office desk and be upgraded from all aspects. Apart from that, due to not having proper technical skills and knowledge I get entangled with various problems while working. 
Conclusion 
The circumstances of the working procedure of the front office desk in Premier Inn Leicester (Braunstone) Hotel not only taught me the way of delivering inclusive guest service but also, I am learning various things yet. With respect to that, I have learned the way of communicating with the guests during check-in and check-out procedures as well as throughout their stay. Besides, teamwork, patience and adaptability have been increased as well (Williams et al., 2020). However, I realised that there are several skills that I need to develop including time management, interpersonal skills and problem-solving skills in order to strengthen my career in this industry in a more effective manner. 
Action plan 
I decided to enhance my skills which are comparatively weaker and need to be improved to provide better customer service and survive in the hotel industry. Besides, in order to manage my time effectively I will avoid multitasking which creates distractions and prevents managing time properly. Apart from that, practising being empathetic is essential for a front office executive to show clear and true emotion towards the problems of the customers. In addition, I should understand and identify the specific problem and based on that I need to produce the best solutions for the customers using my ability of creative thinking. 

[bookmark: _tzg25sc0g028]Conclusion
The above concise journal has discussed the personal feelings and experience of the individual working as a front office associate at Premier Inn Leicester (Braunstone) Hotel. Further, both the developed and weaker skills of the individuals have been described in this write-up as well. 
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	Trip Advisor Review Response 
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Trip Advisor Review Response
[bookmark: _trvcd9vo96pl]We thank you so much for providing your valuable feedback and pleasant experience to us. Besides, we are heartily grateful to you that you have given your precious time to share your positive and nice feedback on our website. Concerning that, we are feeling happy and satisfied that we have been able to provide our best service to you which has made you satisfied to an optimum level (Mitu, 2023). Apart from that, as we can see you have given a five-star rating to our service for which we are very much grateful to you as well. We are happy to hear your positive feedback and stay in our hotel as well as you have liked our services and products. This will encourage us to provide more inclusive guest services in order to make you feel happier and ensure your safety as well. Moreover, you can always contact our support team anytime regarding any type of issues or queries. 






	

	

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

	
To,
Ronald Federick
17 Trinity court, 
Swansea 
SA1 2AR
Date: October 25th 2023

Subject: Apology for the discrepancies

Dear Ronald Federick,
We hope you are in good condition.
We apologise to hear your concern and the inconveniences that you had to face during your stay at Premier Inn Leicester (Braunstone) Hotel. We are very sorry that we were unable to provide you with a great experience in our hotel and fulfil your expectations. Concerning that, our primary aim is to make our service great and inclusive which can enable us to create an excellent and positive guest experience. However, We failed to keep our commitment to providing an inclusive guest experience hence we are sorry to have let you down. Consequently, we have taken your feedback on a serious note and we promise you that we will take the required actions in order to make a significant improvement in our products and services as well (Revinate, 2023). 
We can understand that you came to our property with a high level of hope and expectation. In this context, you have experienced bad service from our staff and management as well regarding the quality of breakfast and washroom issues. With respect to that, we realised that various employment skills need to be developed among our staff in order to deliver excellent customer service. We understand that you have faced a problem with your breakfast which was less tasty and cold which made you disappointed. Considering this aspect, we will surely focus on enhancing the sense of responsibility and management skills within our premises hence you do not have to face this kind of inconvenience in future (Skillsyouneed, 2023). Apart from that, we realised that communication skills should also be developed among employees through which they can find out the issues of the guests easily. In addition to that, we felt that there was a significant lack in our management system that we did not emphasise the motivation and encouragement of the employees. This might be a significant reason for this type of mistake. Concerning that, various effective initiatives will be taken by the management of Premier Inn Leicester (Braunstone) Hotel in order to enhance the motivation level of the employees. This will help them put more focus on their duty. Besides, the next time, we will surely ensure whether the meal is appropriately prepared with maintaining the standard of taste or not before serving. Besides, we will be proactive and accountable to ensure your comfort and fulfil your expectations for which you pay. In addition to that, we found that you have encountered the problem of an unclean and unhygienic bathroom which was also disappointing. With respect to that, as hoteliers, we understand that maintaining and keeping the bathroom clean and hygienic is one of the most important parts of guest service (Prenohq, 2023). 
We heartily apologise for this unexpected and unintentional inconvenience faced by you. Consequently, we will make sure to always clean up the toilet of each room in order to mitigate this type of issue as well as provide you with an excellent stay experience. Moreover, we are assuring you that we will maintain the standard of our hotel that can enhance your overall experience. 
Yours Sincerely,
Front Office Desk
[bookmark: _irdr9sq6pp0m]Premier Inn Leicester (Braunstone) Hotel




Component Three:
	
Element 1 – Pre-Arrival 


	
Pre-arrival is the interaction between the guest and the hotel before their physical apprentices to the hotel. The pre-arrival is the first phase of the guest cycle that is facilitated by the Premier Inn Leicester (Braunstone) Hotel. One of the very first processes of the pre-arrival services is the reservation of the hotel as this is the first encounter of the guest with the hotel itself (Bardi, 2011). This interaction can be online digitally with their websites or the guest can make the reservation directly by appearing on the hotel premises. In relation to this, in the first stage of this process, the guest selects the desired hotel, and this process is encouraged by the advertisements of the hotel as well as recommended by other guests. After this, the reservation request is received by the reservation staff at the front office then the request gets processed at the front office. Apart from this, in case of an advance payment, a portfolio has been developed for the customers (Tesone, 2010). After the successful compilation of the portfolio, the rooms are booked for the guests at Premier Inn Leicester (Braunstone) Hotel. Then special arrangements according to the guest's purposes are made in the rooms. All of these processes are conducted through the front office department of the hotel. The front office plays a crucial role as this introduces the hotel to the guests at a very first glance and attracts the attention of the customers and the guests. The pre-arrival stage also stimulated the brand image of the Premier Inn Leicester (Braunstone) Hotel 

	
Element 2 – Arrival 


	
Arrival is the significant stage where the guest actually gets their first encounter with the amenities. The guest has a closure encounter with the services and with the staff as well. This is one of the most important stages where the guest cycles include the room assignments process and building up the relationship with the guests (Tewan, 2009). In this stage, the front office manager first interacts with the guests at the front desk, they clear all their doubts of the guests and also show them the hotel. In this arrival status, the Premier Inn Leicester (Braunstone) Hotel’s front office staff ensures the reservation and clarifies the service details that will be served to them. Apart from this, the arrival stage also allows the walk-in guests and get opportunities in the hotel. About this, the guest is welcomed in the hotel upon their arrival on the hotel premises (Johnston et al., 2012). Considering this, the guests are facilitated with welcome drinks and garlanding to them. After the registration, the guests can use the respective rooms as the keys to the rooms are handed over to them. The items of luggage are handed over to the ground staff of the front office. One often important task of the front office managers and the staff is to verify all the documents of the guests and mail them the policies of the hotel. This will eventually solve the quires and provide a brief idea of the services of Premier Inn Leicester (Braunstone) Hotel.


	
Element 3 – Duration of stay 


	Duration of stay provides a real experience to the guest at the Premier Inn Leicester (Braunstone) Hotel. The duration in the hotel is facilitated by the pre-arrival and arrival stage as this stage enhances the brand image of the hotel. In addition to that, the duration of the stay is stimulated by the guest's overall experiences (Sann and Lai, 2020). Stay is the most important stage in the guest cycle as this denotes guest satisfaction with respect to the services of the hotels including the accommodation food and other entertainment facilities available in the hotel. Considering this, the front office executive must maintain the accounts of the guest whether they are a new guest or a premium guest who frequently takes services from them. Coordinating with the guests is another important task that has to be done by the front office desk manager to ensure communication with the guests (Marković and Gjurašić, 2020). Apart from this, key handling is another big responsibility as this ensures the safety of the customers the guests must collect their own keys as well and the hotel must have an extra master key for any emergency. Furthermore, guest planning is one of the crucial tasks that the staff has to do to ensure the entertainment of the guests. In which building or which side the guest prefers the room location is a mandatory task done by the staff of Premier Inn Leicester (Braunstone) Hotel (Everythingabouthospitality., 2023). The hotel also provides a safety deposit locker to sustain its security services to the guests and provides a tour programme to the guest to make them feel valued and entertained. 

	
Element 4 – Departure 


	
Departure is the last stage of the guest cycle that gives feedback on the guest's experiences from the hotel stay. Thus, the front office must maintain good encounters to facilitate the guest's experiences. This also smoothens the services and the mishap-free departure of the gusts (Setupmyhote, 2023). In reaction to this, the guest's departure includes several processes that are facilitated by the preparation of the bills for the guests. The front office manager prepares the bills and sees through all the charges that are caused by the guest. The guest's account is settled through the guest folio balance that is taken through a credit or debit card. The balance is neutralised through the balance check and the credit folio amount is returned to the guest. Luggage’s of the guest have been arranged by the bell desk staff and their luggage is delivered to them safely  (Humbhub, 2023). Concerning this, for future reservations the guests are provided with the promotional staff and template as well as coupons for their next visit to the Premier Inn Leicester (Braunstone) Hotel. The guests made their check out at the front office and after that, the housekeeping staff cleared the room for the next guests. The front office manager asks for reviews of the guests and takes their valuable responses for any further development and corrections in their services (Hotelierlifestyle, 2023). The guests are greeted with a warm farewell and the traditional details have been taken from them to inform them about the offers in the future.
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Awonderful stay

What a wonderful stay! We arrived after a very long drive to a lovely personal
card from ‘Emma and the team’ welcoming us, sweeties et for the children and
an absolutely spotless room (BIG thankyou for the separate extra beds -the kids
kick each other if they have to share!)

This hotel even has @ wall of bedtime story books for the parents who forgot to
bring them- | have never seen such thoughtfulness in a hotel

Breakfast was lovely too with lots of choice, which set us up well for our
continuing journey. We will definitely stay here again on our next trip South.

A huge thanks to everybody at the hotel and at the restaurant.
Readless

Date of stay: September 2023
Trip type: Travelled with family




