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Learning log 
Different types of activities and responsibilities are performed by different departments and operational units in hospitality sector business organisations (Bardi, 2011). Premier Inn Rainham (Kent) hotel has different departments and operational units as well (Corgel et al., 2011). The front office of the hotel is one of the most important departments for supporting the overall performance growth and efficiency of the hotel (Hammer, 2016). The responsibilities of the front office include greeting clients, providing required and asked information to the guests, booking updates and room keys, receiving and solving any complaints and requests from the guests, and keeping records of the personal information and booking information of the guests (Solomon, 2018). Several important skills are required for successfully working in the hotel front desk. Some of these include effective communication and interpersonal skills, time management skills, multi-tasking skills, problem-solving skills, decision-making skills, and IT skills (Tewan, 2009). The experience of learning myself while working at a front desk office at Premier Inn Rainham (Kent) hotel is presented below in this reflective report with the support of a very common and renowned reflective model which is Gibbs’s Reflective Cycle. 
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Source: (Tesone, 2010)
There are 6 different stages in the cycle. Description, feelings, evaluation, analysis, conclusion, and action plan are the 6 stages in the reflective cycle (Tewan, 2009). The learning experience during the 6-week long working experience at the hotel front desk and developing the skills required are presented below. 


	
	Skills to be developed 
	Learning experience 

	Week 1
	Communication skills 
	Description: I have learned how to communicate with clients, guests, and other team members successfully through verbal and written communication. 

Feelings: I was feeling highly positive because my communication skills are very effective. 

Evaluation: The timeliness and instructions are the positive aspects of the learning. 

Analysis: The learning experience helped me to improve my communication process further. 

Conclusion: I could put some more effort into the learning process. 

Action plan: Further online and offline courses. 

	Week 2
	Time management skills 
	Description: I have learned how to prioritize among tasks and allocate time efficiently to ensure the completion of all tasks timely. 

Feelings: I was feeling motivated because my time management skills were not very efficient. 

Evaluation: The timeliness and cooperation of the team leader were very helpful. 

Analysis: I got a great opportunity to improve my time management skills. 

Conclusion: I could learn some more strategies for time management. 

Action plan: Further online and offline courses.

	Week 3
	Multitasking skills 
	Description: I have learned how to perform several different tasks at the same time because it is very common in the front desk office. 

Feelings: I was feeling confused because my multitasking skills were very poor and I tried to perform better. 

Evaluation: I received proper instructions, guidance, and support in the skill development process. 

Analysis: It was a great opportunity to overcome my weakness of inability to multitask. 

Conclusion: I could learn some more tactics for multitasking. 

Action plan: Further online and offline courses.


	Week 4
	Problem-solving skills 
	Description: I have learned how to solve complaints and issues from guests sincerely and immediately to keep the guests satisfied. 

Feelings: I was highly motivated and dedicated to learning problem-solving skills. 

Evaluation: There was an overall positive environment of learning but I experienced some struggles personally. 

Analysis: I have successfully improved my problem-solving skills. 

Conclusion: I could ensure higher sincerity in the learning process. 

Action plan: Further online and offline courses.

	Week 5
	Decision-making skills 
	Description: I have learned how to make instant decisions to ensure high-quality customer service to the guests. 

Feelings: I was feeling highly positive to learn decision-making tactics. 

Evaluation: The learning experience was quite effective for me. 

Analysis: I have successfully developed effective decision-making skills. 

Conclusion: I could spend some more time to improve the quality of learning. 

Action plan: Further online and offline courses.



	Week 6
	IT skills 
	Description: I have learned to use the different software used at the hotel front desk for keeping records of guests, booking, and other information. 

Feelings: I was confident in developing IT skills because I am already quite familiar with these. 

Evaluation: The learning process was highly effective and helpful but there were several incidents of malfunction of the computers and software which hampered the learning process. 

Analysis: I have learned to use different new digital tools and software for working in the hotel industry. 

Conclusion: I could use more time to learn the use of the software and digital tools better. 

Action plan: Further online and offline courses.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Emily, 
A heartfelt thank you for your kind and positive review of Premier Inn Rainham (Kent) on Tripadvisor. We are very happy and thrilled to know that you had a great and positive experience during your stay at the hotel. We sincerely appreciate your feedback regarding the quality of the services, the behavior of the staff, the quality of the amenities, and our overall services. 
We have a high level of commitment to ensuring the highest possible quality in our services. We focus sincerely on providing an enjoyable and comfortable stay for the guests all the time. We are also sincerely and continuously looking for new ways and strategies to improve the quality of our services. In this process, the feedback and suggestions from our clients and guests are highly valuable to us and act as guidance and motivation for us to perform better. Your feedback will help us in the process of continuously meeting and exceeding the expectation levels of our guests in the future. 

Sincerely,  
Cristian Rogoz





	Screenshot of referenced Trip Advisor review used:
Tripadvisor Review 
[image: ]

Source: (Tripadvisor, 2023)
Weblink of the review: https://www.tripadvisor.com/Hotel_Review-g503915-d1929101-Reviews-Premier_Inn_Rainham-Rainham_Kent_England.html 









	

	

	

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

	Dear Mr. Federick,
On behalf of the Premier Inn Rainham (Kent) hotel, I am writing to you in response to your letter. We are sincerely apologizing to you for the disappointing experience you had in our hotel. We are extremely sorry to hear that you were dissatisfied with the breakfast quality. You also had dissatisfaction about the cleanliness of the room and noise level in hotel premises. Since we are highly determined to consider all the feedback and complaints from guests with a high level of importance, we are considering your feedback with high sincerity as well so that we can improve the quality of our services and provide you with the best experience in the future. 
We have sincerely investigated your concerns and complaints with high importance and sincerity. Several effective steps have been taken by the management of the hotel to solve these issues and problems mentioned and indicated in your feedback letter. 
We have discussed with the kitchen staff the quality of the food and investigated your complaint. According to them, there is a shortage of manpower and employees to work in the kitchen which is hampering their efficiency and the quality of the food as well as services. The management is taking the required steps to employ more professionals to work in the kitchen to ensure the fast improvement of the quality of the food and the kitchen services. The kitchen staff also assured that they will be ensuring the highest possible sincerity and focus from now on to ensure the quality of the food. They will also take the required steps to ensure that all the food is served hot and fresh to the guests in the future to ensure the quality of the service. 
We also consulted with the housekeeping staff and employees about the complaint regarding the cleanliness of the room. We investigated further to identify who was responsible for the cleaning of your room at the time of your stay at the hotel so that we could identify the actual problem behind this mistake. The housekeeping department accepted their fault and apologized sincerely for the oversight as well. The employee who was responsible for the cleaning of your room during that particular time was not feeling very well and hence, could not perform his duties up to the mark. However, this is no excuse for the bad experience you had and the housekeeping team accepted that they should have performed better as a team and shared tasks and responsibilities with the team members who were not being able to perform better. They have assured the management to take extra care about the maintaining of proper cleanliness of all the rooms and premises in future by working as a team. 
About the noise issues, there were several families with young children staying at the hotel at the same time as your stay which may have created the noise. We are taking steps to install noise-cancelling curtains in the rooms to solve this issue. 
Lastly, we are offering you a complimentary stay at the hotel at your preferred time in the future. Hope you will give us another chance to amend our mistakes. 

Sincerely, 
Cristian Rogoz
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
	Element 1 – Pre-Arrival 

	The stage of pre-arrival starts with the creation of awareness among potential clients and guests of the hotel about the brand identity, services, and reputation of the hotel. This can happen with the help and support of a wide variety of channels for marketing and promotion of the hotel (Wolfe, 2019). The website of the hotel, social media platform accounts, official pages, online advertising, and word of mouth from previous guests are some of the most common channels from where customers can be aware and know about the hotel and its services. 
After the creation of awareness about the hotel and its services among the guests, they start to research the options from other hotels to compare the quality, prices, and ratings of the hotel with other competitors in the market (O'Fallon, 2020). Hotel business organisations need to create a user-friendly and attractive website and effective social media presence to create an effective and positive first impression. 
This stage can be used sincerely by hotels to develop positive and effective relationships with the clients by sending personalized emails, offering special discounts, and engaging sincerely through social media platforms to attract clients better. 
The Savoy is one of the most renowned luxury hotels in London City and provides excellent customer service (Chung, 2021). The hotel sends personalized emails, attractive offers for first-time guests, and special promotions to build positive relationships with customers at this stage. ‘Welcome Back’ packages such as special discounts, room upgrades, early check-in, and check-out are other noteworthy offers provided by them to returning customers at the pre-arrival stage. 

	Element 2 – Arrival 

	The arrival stage starts with the arrival of the guests and clients at the premises of the hotels. This is considered the first opportunity for the hotels to make a good impression personally by meeting the guests in person (Kotler, 2022). The most effective process to do so is to ensure proper and positive behavior from the employees and staff of the hotel. It is very important to maintain a pleasing and welcoming environment along with an efficient and helpful attitude towards the guests. The hotels must ensure the smoothest and fastest check-in processes for the guests so that they don’t have to wait for a long time. The hotel premises, front desk, and overall environment must be as clean as possible to create a nice first impression on the guests. The rooms must be properly cleaned and ready for the guests. 
The Ritz is a highly renowned luxury hotel in London with a strong and positive brand image within the industry and among its clients (Hoffman, 2022). This hotel uses the arrival stage to make a sincere and positive first impression on the guests to ensure the highest level of customer satisfaction. Greeting by a doorman to the guests who also help the clients with their luggage, escorting them to the front desk properly, and efficient check-in from friendly and well-behaved receptionists are noteworthy strategies by the hotel to create a positive image. The porters help the guests to reach their rooms easily by helping with the luggage and showing the guests around their rooms and the hotel premises (Walker, 2022). The porters also help the guests by providing required and updated information about the services and facilities available to them. 

	Element 3 – Duration of stay 

	This stage represents the time that the guests spend at the hotel. There are great opportunities for hotel business organizations to offer a memorable experience through extraordinary service quality at the hotel. Different types of services and amenities must be provided with high efficiency and quality to the guests (Adams, 2022). Restaurants, bars, pools, fitness centers, spa services, and several other services, as well as facilities, are very common among high-quality and renowned hotels to achieve high satisfaction among the guests and clients of their hotels. There are also opportunities for the hotels to arrange activities and events for the guests that are interesting and effective enough to attract and entertain the guests. Cultural performances, cooking festivals, competitions, and wine tasting carnivals are some effective examples of such events. 
The Savoy offers and provides different types of services, facilities, activities, and amenities to the guests during their stay at the hotel. Interesting events are always arranged by the hotel to entertain the guests (Ryan, 2022). There is a dedicated concierge team in the hotel to support and help the guests with anything needed and desired by them. 

	

[bookmark: _GoBack]Element 4 – Departure 

	This stage is considered the last opportunity for hotel business organisations to make positive and good impressions among the guests and customers. This is also the stage that decides the retention rate of the guests in most of the cases. The check-out process for the guests should be made as fast and efficient as possible so that the guests do not have to wait long. It is very effective and important to thank the guests properly for their stay and visit to the hotel (Zakoura, 2022). In addition to that, it is very important to invite the guests to pay visits in the future again as well. It is also effective to ask the clients if they experienced any kind of challenges, issues, and inconveniences during their stay at the hotel along with honest feedback and reviews about the services of the hotel. 
The Ritz uses this departure stage to ensure a proper and good impression on the guests. The receptionists are well-trained to help the guests with the check-out processes. There are proper arrangements to help the guests with their luggage (Butler, 2023). Online and cash payment processes are available to provide the highest level of convenience to the guests. The guests are escorted properly to their cars and transportation by the doorman. The hotel also helps the guests in the process of arranging the transportation. 
The feedback and suggestions from the clients are considered with a high level of importance. Any complaints from the guests are resolved instantly (Le Boutillier, 2023). The guests with dissatisfactory experiences are offered compensation and complimentary services in their future stay at the hotel. 
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