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My placement experience at Best Western Abbots Barton Hotel, Canterbury within the front office department using the Gibbs Model of Reflection is really fantastic. I belief that A hotel's front office plays a crucial part in its overall functioning. The front desk, which is sometimes referred to as the property's nerve hub, is located in the lobby. I have experienced at Best Western Abbots Barton Hotel that Guests and visitors referred to this section as the front office because of its placement directly in front of the hotel's lobby. Being the public face of a hotel or establishment, it plays a crucial part in its operations. The first thing that everyone sees is this front office. I belief that The front office's job module includes answering questions, directing inquiries, and providing a first impression of the amenities offered (Bikic et al, 2021).
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Figure: Gibbs (Durand, 2020).

Description
I have observed at Best Western Abbots Barton Hotel that the front office generates the majority of the revenue for a hotel or other hospitality establishment. I have experienced that The most beneficial services, including pre-arrival, arrival, occupancy, and departure, are offered by this office during the whole visitor cycle. Therefore, it is evident that this department significantly affects a hotel. I have experienced at Best Western Abbots Barton Hotel that In addition to this, having employees with strong communication abilities and a presentable look is crucial for drawing in customers and visitors. I have observed that When answering questions from visitors at the front desk, the staff member or management should be self-assured, genuine, kind, and patient (Bikic et al, 2021).
Because the hotel Best Western Abbots Hotel is half in refurbishment, I had the best occasion to experience not only the tasks of team members but also the tasks of managers. 
Feelings

I was impressed by the duty manager of the reception department at the hotel where I had the Placement. She not only demonstrated the check-out process but also left me to complete some of them on my own, which made me feel confident and capable. It's essential to have well-trained staff who can provide guidance and support, and in this case, I received excellent assistance. Overall, I had a positive experience.
I have learnt that I now know that Best Western Abbots Barton Hotel has several divisions inside the front office based on duties and responsibilities. (Fuoli et al., 2021). I have observed that The primary goal is to satisfy customers. I belief that Additionally, in order to uphold this goal, the front desk manager must ensure that the client is happy and will return voluntarily by smoothly completing the enrolment process. (Lucas, 2022). The front office manager, assistant front office manager, front desk agent, night auditor, cashier, reservationist, and phone operator must collaborate in order to do these tasks. (Gulbahar et al., 2018).  I have experienced at Best Western Abbots Barton Hotel that Direct supervision of the desk, reservations, and PABX is handled by the front office manager. The primary responsibilities of the front office manager include creating the rules and procedures for the front office, creating monthly reports, and providing staff training. Conversely, the deputy front manager oversees the desk's day-to-day operations. The assistant manager is in charge of shift closure, room deposits, refunds, and rebates (Durand, 2020).
Evaluation
I have experienced at Best Western Abbots Barton Hotel that I've discovered that every department, including the front office, strives to increase profits via providing excellent customer service and satisfaction. I have learnt that The reservation agent at the front desk has to be very cautious about the services they give, including the rules and costs. (Gilbert et al., 2019). I have experienced at Best Western Abbots Barton Hotel that I now know that the representative is also in charge of making reservations, allocating rooms, keeping track of visitors, and other duties. In addition to managing the daily account and collecting payments, the cashier and night auditor create bills, keep track of balances, and create invoices. (Ng et al., 2020). I have experienced at Best Western Abbots Barton Hotel that I now know that the front desk staffs works tirelessly to preserve the guest relationship. This front desk clerk checks out prospective customers and rents out hotel rooms. I gives guests access to all posted guidelines and regulations and addresses any concerns they may have (Mkwizu et al., 2022).  

Conclusion
At Best Western Abbots Barton Hotel, I have experienced that I've picked up important skills like critical thinking, problem solving, decision making, cooperation, and communication. I belief that Professionals with strong interpersonal and communication skills who can establish a rapport with visitors are sought after by this expanding business. (Mauri et al., 2020). I have experienced at Best Western Abbots Barton Hotel those Inquiries, finance, foreign currency, phone, mail and packages, bell desk, concierge, and other tasks are among the additional duties performed by the front office. But at other institutions, I've learnt, the cashier is in charge of foreign currency and finances. The condition of the rooms is updated by the night auditor. To create a better front office atmosphere, these skills are taught at several institutions (Durand, 2020).
Action
In the future, I'll attempt using these abilities. Every department inside the front office has a crucial role to play in achieving the primary aim, which is customer pleasure. (Hashim, 2022).  I have observed that Establishing a hierarchy for managing, overseeing, and personnel levels are vital for any business or hotel. I have experienced at Best Western Abbots Barton Hotel that This will support the mission and assist the department and the institution as a whole accomplishes its goals and objectives. (Petriana, 2022). During my placement, I had the opportunity to work independently at the reception. I provided valuable assistance to customers by helping them choose the most suitable room based on their individual needs and preferences. During my placement, I had the opportunity to work independently at the reception. I provided valuable assistance to customers. I have observed that The components work together cohesively to accomplish the end aim and guarantee seamless operation. At the moment of booking, guests receive their first impression of the hotel. (Zhang and Vásquez, 2023). I now know that in order to keep this crucial component intact, a reservation agent has to be very watchful, polite, knowledgeable, and up to date on the hotel. I have experienced at Best Western Abbots Barton Hotel that I've discovered that the front desk staffs, or main office, are crucial since they provide guests with their first and final impression. I have observed that From check-in until check-out, they converse with the guests. Accordingly, the front desk feels good about smiling and wishes the passenger will return (Lyu et al., 2021).
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	Trip Advisor Review Response 150 words +/-10%

	
Title: Great Stay!
Francescos
TripAdvisor
Reviewed in November 2023
Thank you Francescas for the amazing review of your stay at Best Western Abbots Barton Hotel, Canterbury. We are very pleased to serve you and delighted to have you as our visitor. Our commitment towards the best accommodation facilities for visitors ensures the best experience and high-standard services. We do our best to provide great service by keeping the room clean and tidy. I am pleased to hear that you found the breakfast delicious. 
We always try to cater the visitor’s great food according to taste. Your review about the breakfast motivates us to provide the best dining experience to visitors. Our staffs are very dedicated and keen to cater for every need of the visitors as every visitor is important to us. Thank you for choosing and staying at Best Western Abbots Barton Hotel, Canterbury. We are looking forward to serving you and providing you exceptional experience again.













	Screen shot of referenced Trip Advisor review used:
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Figure 1 Guest Review TripAdvisor (2024)

	

	

	

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

	
Title: Apology for the Inconvenience During Your Stay at Best Western Abbots Barton Hotel, Canterbury
Best Western Abbots Barton Hotel, Canterbury
36 New Dover Rd
Canterbury, Kent, CT1 3DU
[rfp@bestwestern.co.uk]
Dear Mrs. Joanna Blake,
We are expressing our sincere apology for your bad experience while staying at Best Western Abbots Barton Hotel, Canterbury. We appreciate your feedback as it helps us to improve and provide a world-class experience to the visitors. Our commitment towards providing the guest with exceptional experience welcomes this feedback. 
We would like to express our sincere apologies for your dissatisfaction regarding the service. We try our best to satisfy guests’ needs and regret that we were not able to satisfy your requirements 
Our housekeeping team is always at your service to maintain a high standard and in this case, we take your feedback seriously. We investigated your matter and found out issues that were dissatisfied. Corrective actions have been taken to prevent this type of inconvenience. Our housekeeping team has gone through further training in response to your feedback to reinforce the proper cleaning procedures. A strict quality control check has been implemented to establish a high standard cleanliness. 
We understand how a stable Wi-Fi connection is important for business travellers to finish work and attend meetings. We apologize for the slow Wi-Fi connection and we are taking this matter seriously to provide a seamless experience to the guests. Our IT team has already thoroughly reviewed the network infrastructure and initiated an upgrade of bandwidth capacity to provide the best experience to the guests. We are conducting training for the front desk staff to help the guests with the Wi-Fi issues. Furthermore, the network infrastructure is going through proactive monitoring which will identify the issues before impacting the experience of the guests 
The excessive noise level does not reflect the high standard of service we aim for. We conducted a thorough review of this and invested in quality soundproofing and installing solid core doors. We are also providing training to the team to provide solutions to the guest's concerns effectively. We are now encouraging specific quiet hours to minimize noise. Moreover, we are implementing policies in hotels to address the issues regarding unwanted noise. We are taking steps to educate our guests providing notes about the importance of maintaining a quiet environment at night time 
Please allow us to restore your faith by resolving the inconveniences you have faced. We would like to offer you a full refund in response to your bad experiences at Best Western Abbots Barton Hotel, Canterbury. 
We would like to thank you for your kind feedback and by improving our services from the feedback we strive to provide a great experience to our guests. We are looking forward to welcoming you in future and providing you with the best experience in the town. 
Sincerely,
Line manager, Diana Grecu
Best Western Abbots Barton Hotel, Canterbury






Component Three:
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This essay is on hotel administration and front office operation of hotel business organisation. Operating in the provider industry, consumer provider capabilities are essential for “Best Western Abbots Barton Hotel” (Fuoli et al., 2021). These abilities are additionally handled as necessary to the front workplace management. These competencies appear foundational for success in the motel industry. The motel would possibly have all different vital offerings and assets however except suited employer skills, those would no longer create any fee for the hotel. “Premier Inn” needs to have the capabilities to control a variety of duties easily which would make the way to success easier (Bikic et al, 2021). There are some key skills that are crucial for the Hotel Administration and Front Office operation in “Best Western Abbots Barton Hotel”. With proper development “Best Western Abbots Barton Hotel” can do well and achieve its ultimate goal easily (Zia et al., 2022).
	Key Skill 1 – Customer Service Skills  

	Operating in the service industry, customer service skills are crucial for “Best Western Abbots Barton Hotel”. These skills seem foundational for success in the hotel industry. These skills are also treated as important to the front office management (Durand, 2020). In that case, “Best Western Abbots Barton Hotel” could provide extraordinary service to its customers by having efficient customer service skills among the employees or staff. The staff of the front office would help the guest by addressing guest inquiries, gathering complaints, ensuring proper communication, having empathy, and trying to fulfil guest needs with exact anticipation. This hotel administration uses positive interaction with the customer as the key to success and staffs is well trained about it. The customers shared their positive reviews on social media, and feedback platforms like TripAdvisor. To maintain this well-deserved post, “Best Western Abbots Barton Hotel” should respond to both positive and negative reviews which could offer insights into their customer service and help to have continuous improvement (Ng et al., 2020).



	
Key Skill 2 – Communication Skills 

	
Communication skills are very crucial for service service-providing industries like the hotel industry where “Best Western Abbots Barton Hotel” is serving. (Fuoli et al., 2021). In that case, the hotel should ensure that the staff would communicate seamlessly with their customers, colleagues, and other departments. Communication should be efficient in information sharing about room availability, hotel policies, and local attractions. Otherwise, the hotel operation would fail or hassle the customers (Lyu et al., 2021). The staff should be trained enough in both verbal and written communication skills. Along with that, the staff should be well trained in using technology in order to efficient communication. The hotel’s official website, brochure, and other communication channels could be used to provide enough information to the consumers about the service and offers. These channels and offers should be aligned with the “Best Western Abbots Barton Hotel” brand image. (Mkwizu et al., 2022).  


	Key Skill 3 – Organisational Skills 

	
Without proper organizational skills, “Best Western Abbots Barton Hotel” may fail or can’t achieve the ultimate goal. The hotel might have all other necessary services and resources but without proper organization skills, those would not create any value for the hotel. (Fuoli et al., 2021). The staff should have the skills to manage various tasks smoothly which would make the way to success easier. The hotel should be concerned with organizational structure, standard operating procedures, and technology using capabilities like a property management system. These would help “Best Western Abbots Barton Hotel” to have better organizational skills. The hotel can maintain daily operations and orders efficiently through observation, and interviews with staff members (Bikic et al, 2021). Efficiency in the front office would help “Premier Inn” to run the daily operations and customers would get the best service and experience. To know the organizational skill status of “Best Western Abbots Barton Hotel”, adaptation at the peak seasons, special events, or unexpected challenges should be analysed (Durand, 2020).


	Key Skill 4 – Problem Solving Skills 

	There are several possibilities for problems in service providing industry. The customers of the hotel may face different types of problems and the hotel authority should have the capability to solve those problems. These problem-solving skills would mark the way to success. (Fuoli et al., 2021). The hotel could strengthen its problem-solving skills by examining guest feedback and reviews (Araiza et al., 2021). The hotel authority might face a myriad of challenges daily, but the front office should be trained enough to tackle them and try to solve them instantly. In that case, “Best Western Abbots Barton Hotel” could create and use a protocol that would identify common issues and train the staff to solve these common issues. (Durand, 2020). It would decrease the rate of problems and also the customer would get less hassle. The staff could be educated with real-life examples and provide practical application of problem-solving skills related to the hotel industry (Aslan, 2021). 

	















Conclusion
“Best Western Abbots Barton Hotel” ought to supply top-notch carriers to its clients via having environment-friendly consumer provider competencies amongst the personnel or staff. Communication ought to be environment-friendly in data sharing about room availability, resort policies, and neighbourhood attractions. The motel ought to be involved with organisational structure, fashionable running procedures, and technological know-how using competencies like a property administration system. Without suited organisational skills, “Best Western Abbots Barton Hotel” may also fail or can’t attain the final goal. The group of workers of the front workplace would assist the visitor by addressing visitor inquiries, gathering complaints, making sure of suitable communication, having empathy, and trying to fulfil visitor wants with specific anticipation. 
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Great stay!

Booked for a weekend away although live fairly local. The
refurbishment is still in progress but we were not interrupted and
the new look i beautiful, resembling the interiors of some much
higher end hotels I've stayed in. Bed was extremely comfy and
how was quiet and relaxing. Breakfast was wonderful- special
mention for the very quality options such as delicious Kentish
apple juice and proper meat-free options for vegetarians! They
had veggie bacon from the brand ‘This Isn't’ which is a very
premium vegetarian brand. Staff were pleasant and the
location is great for exploring Canterbury. Definitely
recommend.
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