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Reflective learning means learning from past experiences by methodically analysing and evaluating them (Williams, Woolliams and Spiro, 2020). In this journal, by applying the Gibbs reflective model, I reflect on my placement at Premier Inn, Loughborough, Leicestershire. 
Description: The front office of a hotel is one of the vital, and perhaps the most important areas of a hotel operation as it directly involves guests. During my placement in Premier Inn, Loughborough, I worked in the front office and was involved with many activities of this operational department. Some of the main tasks and responsibilities, I performed, at the front office of Premier Inn included check-in and check-out, guest services, administrative tasks, liaising with other departments to ensure guest satisfaction, etc. (Tewari, 2009). Moreover, in my placement days, I learned how to book rooms, make room keys, book car parking, take card payments, and provide ancillary services. These front office responsibilities are critical to creating a positive first impression providing clear and concise communication and empowering employees to provide exceptional services. Besides, by maintaining less effective communication with guests, I ensured their requirements were attended to to create higher customer satisfaction.
Feelings and emotions: The front office of Premier Inn Hotel is a dynamic working area where highly diverse customers gather for rooms and other services. Working in such a place is challenging and a matter of great experience. Multitasking skills are very helpful in this working environment and allow me to perform my responsibilities efficiently (Baum and Devine, 2007). I frequently faced challenges during my placement time which were to communicate with foreign customers who don’t speak English well. However, I managed to understand their requirements and serve them well. Managing check-in and checkouts and addressing guest enquiries was a routine task for me and I enjoyed them greatly. 
Evaluation: In my opinion, I performed well in my duties and responsibilities in the front office area of Premier Inn during my placement days. I was very efficient in my routine tasks, such as checking, checking out and responding to customer enquiries. Besides, I was able to maintain effective communication with staff members from other departments. However, I noticed some weak points in my performance as well. I wasn’t enough efficient in resolving conflicts between staff I had to take help from my superior in some cases to resolve conflicts. Besides, solving unusual problems was challenging for me.
Analysis: Direct interaction with guests at the front office enabled me to understand the needs, preferences and expectations of guests, which enabled me to deliver personalised services. Interactive communication and problem-solving lead to a positive guest experience. Besides, working closely with staff from other departments in the front office can enhance the efficiency of teamwork, clear communication, and support provision of seamless and efficient guest services. This placement taught me that interconnected and multifaceted customer service is crucial for creating a welcoming environment that eventually creates a positive guest experience and enhances customer experience. 
Ethical and cultural considerations: As in front of office staff at Premier Inn hotel, I had to be aware of ethical and cultural values with a view to providing positive guest experiences. I had to communicate respectfully with people from diverse backgrounds and avoid behaviour or language that could be perceived as offensive or discriminatory. I was aware of cultural diversities and remained open to learning new cultures to meet the needs of visitors from different cultures. Clear and precise communication with guests about hotel policies and our personalised services for different cultures was my approach to solving culturally sensitive situations. I assured them that we value all cultures and cultural differences and are ready to accommodate their needs. 
Conclusion: From my placement experience, I learned a lot of new things and gathered critical insights about the hospitality industry. The hospitality industry is a dynamic industry that needs a diverse range of skills and knowledge. Personal and intercultural Communication skills, multitasking skills, problem-solving, and technological proficiencies are some of the key skills for the hospitality industry (Baum and Devine, 2007) and I developed these skills by working in the front office of Premier Inn. The hospitality industry is a people-oriented industry and interpersonal skill is key to professional success in this industry. Prior to my placement, I thought Front office roles performed routine tasks, but now I understand that front office responsibilities are much more than I thought.
Action Plan: during my placement days, I identified my weaknesses in problem-solving and conflict resolution. Improving problem-solving and conflict-resolution skills is critical to my career success in the hospitality industry. To improve these skills, firstly, I will undergo Some courses and read books on conflict, resolution and problem-solving. Secondly, I will attend relevant seminars and workshops to gather knowledge from industry experts.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Mark E,
Take my cordial gratitude for preferring our Premier Inn, Loughborough hotel for residence in your business trip and for your kind and appraising words about our hotel. Many of our guests speak highly of our locations and nearby facilities and entertainment availabilities. 
Our goal is to offer our guests top notch accommodations, foods, entertainment, and ancillary services with a view to creating a welcoming environment and everlasting memory. We are glad to hear that we are successful in serving our purpose and thanks to our skilled and kind staff who made this possible.  It is our pleasure that you liked our services.  We are working to go beyond satisfaction.
We will be glad and eagerly waiting to welcome you again in our Premier Inn, Loughborough hotel in your next trips nearby. 
Thank You,
Abul Fozol
Front Office Manager
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	Letter of complaint response 500 words +/- 1-%

	
Mr. Joanna Blake
558 Longford Road,
Swansea
SA1 2AR
February 20th , 2024
Subject: Complaint
Dear Blake, 
We cordially thank you for spending your valuable time to bring these matters to our attention, and your feedback is invaluable to us. We feel really sorry to hear about your disappointing experiences in your recent visit to our premier inn hotel, Loughborough.
We are honestly seeking your apologies for the cleanliness and hygiene issues you faced in our room, 330. This incident does not portray the high standards of our cleanliness, and we pledge to take immediate measures to address this hygiene issue with our housekeeping team to ensure that such frustrating incidents do not repeat in the future. We will arrange for training sessions for our housekeeping employees if required
Regarding the Wi-Fi unreliability, we understand and value the necessity of seamless, high-speed internet connectivity especially for business personnel like yourself. We can assure you immediate actions will be in place to review the reasons behind such inconvenience and that we will immediately install if required, advanced Wi-Fi technology to prevent such connectivity inconvenience to our guests in the future. 
We again seek your apology regarding the disturbance you experienced by noise from your neighbouring residence. We pledge our commitment to you that we will be taking measures to control noise levels in our hotel premises and rooms by installing noise-restrictive building technologies in order to ensure that all our guests can enjoy a relaxed and peaceful vacation. 
Regarding the customer service you experienced during your staycation, we are deeply upset to know that it did not match your anticipations. We are devoted to offering superior quality guests services, and we will be instantly reviewing the activities and holding training and development initiatives to address the current weaknesses. With a heavy heart, we promise you that we value our visitors the most, and we are focused on ensuring that all our valued guests receive the utmost attention and assistance they need in our hotel. 
We are very grieved that we could not provide you the experience you anticipated from us. But we want you to know that Premier Inn is committed to making things right for you if you are kind enough to give us another chance. We will be glad to welcome you again in the future and to provide you with a top-notch experience that satisfies your expectations and creates an everlasting bond.
We once again apologise for the unexpected experience you had in our hotel and we cordially thank you for bringing these issues to our attention. For any further concerns you have, or bad experiences you want us to know, please do not hesitate to communicate with us. Thank you for your patience and understanding.
Sincerely. 
Abul Fozol Oliullah
Manager
Premier Inn Loughborough






















































Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	Customer service refers to providing support to existing customers as well as potential customers. Customer service professionals usually respond to customer queries face-to-face, over the phone, via email, chats, social media interactions, etc. (Wang, 2013). Good customer service is a revenue generator and provides customers with a comprehensive, cohesive experience that aligns with the goals, and objectives of the organisation. Many customers quit purchasing from a brand owing to negative experiences with the company. It implies that businesses should offer supportive interaction as a means to gain and retain customers and eventually increase their revenue. 
There are several features of good custom service. These factors have a great impact on customer experience and perception. Proactive, personalised, competent and convenient customer service works as a revenue-generating force for many businesses (Help Scout, 2018). Customer service skills is an umbrella term comprised of several behavioural skills, such as patience, attentiveness, emotional intelligence, Language proficiency, product knowledge, etc. 
Patience and attentiveness are crucial skills for customer service professionals. Customer who communicates for support is usually frustrated and confused. Listening to their complaints and enquiries attentively with patients goes half a mile in building is strong customer relationship and specifying the customer's frustrations (Suh, West, and Shin, 2012). Emotional intelligence adds to the ability of a professional to understand customers' conditions and respond accordingly. Language proficiency and product knowledge help customer service professionals provide necessary information to the customers seeking support, efficiently. For example, a foreign traveller may call to ask about a reservation but need some special arrangements. An attentive listener will be able to listen to his requirements carefully and language skills and product knowledge will enable him to promptly assure whether required arrangements are available.

	
Key Skill 2 – Communication Skills 


	Communication refers to an individual’s ability to share or convey ideas, feelings and information, precisely, and effectively (Rudd, and Mills, 2015). Communication skills in a professional career include a combination of verbal and non-verbal skills. Communication skills are of paramount importance for front-office professionals in the tourism and hospitality industry. Communication skills include skills such as verbal communication, non-verbal communication, written communication, and communication over modern channels, such as phone email messages etc. Keeping a smiling face, creating icon contacts, and positive body gestures are important communication skills in the hospitality industry (Rudd, and Mills, 2015). 
Communication skills play a critical role in various areas of the hospitality profession including securing employment, providing effective customer service, and developing a strong relationship with customers and various stakeholders. Applicants with strong communication skills are preferred for employment by companies. Clear and empathetic communication skills help a person to provide quality customer service by understanding guest needs preferences and expectations (Lolli, 2013). Communication skills also help to create a welcoming atmosphere in the front office to welcome guests. For example, when a guest comes to look for a room or to book a room employee with strong communication skills will be able to understand customer requirements better and suggest suitable accommodation for the traveller.

	
Key Skill 3 – Organisational Skills 


	
Organisational skills refer to the ability of an individual to manage time efficiently, prioritise tasks set goals, and develop plans and systems for attaining these goals. Organisational skills also include leading and controlling organisational resources such as employees, funds, etc. Employees with strong organisational skills can handle multiple tasks at a time and on timelines while handling complex roles efficiently (Sturman et al., 2011). Organisational skills are very important in the hospitality industry due to several reasons. Entities in the hospitality industry, with a great number of tasks on a daily basis. Employees' organisational skills help them streamline these tasks and ensure the smooth operation of businesses such as hotels, resorts, bars and restaurants. Organisational skills are also important for managing reservations, coordinating employee schedules, and managing inventory to maximise the productivity of the organisation (Sturman et al., 2011). 
Organisational skills contribute to the customer satisfaction as well. Provision of seamless experience, while staying at a hotel increase customer Satisfaction. Besides good organisational skills enable employees to provide prompt services. Thus, organisational skills enhance productivity of a business as well as customer satisfaction (Wang, 2013). Organisational skills of employees boost communication and coordination among team members and guarantee that everyone is streamlined to achieve the goals and objectives of the business. Teamwork is the core of hospitality, and businesses and hence organisation skills are of great importance in this industry.






	
Key Skill 4 – Problem Solving Skills 


	Problem-solving is a combination of several complex skills, such as critical thinking, creative decision, information processing and so on (Luka, 2015). The problem-solving is a complex skill. Efficient problem, solver uses systematic methods to break down. Difficult situations into a smaller and more manageable problem and resolve the problem effectively.
Problem-solving skills are of great value in our personal as well as professional lives. In the hospitality industry problem-solving skills are in great demand in the hospitality industry customers may encounter various problems Sanchez, special accommodation, improvement of service or arrangements for meetings or functions that require immediate solutions. A manager or employee with great problem-solving skills can resolve such situations, promptly and effectively, ensuring that customers feel valued and satisfied with the services. Moreover, problems and challenges may arise in other operational areas such as supply chains, technical malfunctions, or unexpected employee shortages. Managers with effective problem-solving skills will be able to handle such situations efficiently to keep the business operating seamlessly (Luka, 2015). That’s problem-solving skills are important for a career in the hospitality industry.
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3 Mark E wrote a review Yesterday
Tcontribution

Business trip

Clean and the staff are very friendly . Rooms very clean and well maintained
Will return excellent value for money . Close to town , pubs , shops every thing is on your
doorstep . Breakfast excellent hot and tasty .evening meal very good and a good selection of
beers and spirits

Read less a

Date of stay: February 2024
Trip type: Traveled on business

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