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	Working in the hotel front office requires a diverse set of skills to provide exceptional customer service and ensure the smooth operation of this vital department. I will be using the Schön model of reflective practice to help me analyse the skills and experiences necessary for working in the hotel front office through reflection of personal and industry examples. 

Effective communication is crucial in the hotel front office and involves both verbal and written communication, as well as active listening which all ensures guests feel valued and understood. During my role here, I tried to attend to guests promptly and address any concerns they had. One guest was very angry and complained that her shower wasn’t working but once we asked her to explain what had happened, it was clear she didn’t realise there was a shower dial to turn it on. The staff explained clearly how it works and offered to come up to show the guest however, the guest realised her mistake at this point and said she did see the dial but didn’t realise what it was and instead apologised to staff. Bardi (2010) suggests the ability to assess and analyse a situation before acting is a positive hospitality skill and through the above example, I learnt this may be true as the staffs understanding, clear and empathetic communication turned a negative situation into a positive and by offering appropriate solutions resulted in a satisfied guest. On reflection, it appears that this has happened a few times so I suggested that the hotel adds a little guide near the shower cubicles to show guests how to use the shower dial which will hopefully avoid any future complaints.
Exceptional customer service is the heart of the front office. This skill involves understanding guest needs, managing expectations, and going above and beyond to create a memorable experience. An example of this during my time here was when a guest in a wheelchair asked for help to order lunch. As Premier Inn does not currently offer lunch to guests (www.premierinn.com, n.d.), we tried our best to see what food places nearby could deliver that met the guests dietary needs and also would only accept cash as the guest didn’t have debit/credit card. The staff member then remembered that there was a lunch meeting that day and usually there tends to be food left over. She quickly ran over to the restaurant and grabbed a mixture of hot and cold foods for the guest. The guest was completely overwhelmed and grateful by this action. I understand that particularly in the hotel industry, exceeding guest expectations is key in ensuring the return of guests. As quoted by Richard Branson, “The key is to set realistic expectations, then exceed them, preferably in unexpected and helpful ways" (Preston, 2015) And on reflection when speaking to the staff member, she clearly enjoys her job at the hotel and this is why she likes to go above and beyond for guests and noted that this not only will hopefully will result in the guest returning, it also makes her feel good. This also supports concepts such as the "service profit chain," (Heskett, Sasser and Schlesinger, 1997) which links employee satisfaction, customer satisfaction and profitability.
The hotel front office often encounters unexpected challenges. Problem-solving skills involve analysing issues, finding solutions, and making quick, informed decisions. One such occasion was when there was a problem with the water pipes which caused the restaurant to stop being able to serve food at breakfast. The deputy manager was on hand to help the restaurant manage the customers coming through, immediately informing guests of the issue and offering a refund for any pre-paid breakfasts’. At the same time, the deputy manager was liaising with the maintenance teams and contacting the water company to try to fix the issue and whilst also starting to plan how to manage the dinner buffet in the evening in case the issue wouldn’t be resolved by then. According to Tesone (2010) there are two interrelated conditions in making nonprogrammed decisions, complexity and uncertainty. In this case, I saw that the complexity and uncertainty of the issue made it harder to determine how quickly the problem would be resolved as it was something the office staff had no control over. On reflection too, it is hard to consider what other actions could have been taken at the time as this is a very rare situation and hopefully wouldn’t occur again once the water pipe is fixed.
To summarise, working in the hotel front office requires a diverse skill set including communication, customer service, problem-solving, multitasking as well as teamwork and conflict resolution. All these must work simultaneously to ensure the seamless running of the front office. 
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	Trip Advisor Review Response 150 words +/-10%

	Hi, Spitfire565!
Thank you so much for taking the time to post a review of our property which we value very much. The team will be delighted to learn that you were happy with the service received from right at the start of your visit with us. We always endeavour to exceed our customers’ expectations and try to ensure service is personalised to individual needs for our regular customers so we will also pass on your positive comments to the restaurant team for having achieved this! We are so happy to hear that you were happy with our service and are hoping to return and if there’s anything we can help you with during your next visit to make it even more tailored to your needs, please do not hesitate to let us know. We hope to see you soon!

Kind regards,
Premier Inn Fosse Park, Guest Services Team
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	Letter of complaint response 500 words +/- 1-%

	Rujina Khatun

Customer Relations Manager

Premier Inn Fosse Park,

Braunstone Ln E,

Leicester,

LE3 2FW

Rujina.khatun@whitbread.com
Date: 3rd September 2023

Mr Ronald Federick 

17 Trinity Court

Swansea 

SA1 2AR 

Subject: Response to complaint dated 1st September 2023

Dear Mr Frederick,

I would firstly thank you for taking the time to write to us and I am very sorry to hear that you were not satisfied with your recent visit to us.
I understand you were unhappy with the breakfast which I am so disappointed to hear as online reviews have shown that most of our customers enjoy our breakfast. It is not entirely clear as to why the food was cold as it is usually immediately sent out to the buffet area once cooked however I have notified kitchen and restaurant staff of your concerns and that they always ensure food is sent out hot and then kept under the food warmer and/on the hot plates.. 
Unfortunately our rooms are not soundproof and due to the range of guests we have staying with us, we hope you understand that it is out of our control at time to manage the noise levels of all our guests. We do already have signs all around the hotel asking guests to keep noise levels down and our maintenance team are continuously looking at ways in which to mitigate disturbances, including implementing improved soundproofing measures, from neighbouring rooms to create a more peaceful and comfortable environment for all of guests.

Lastly, with regards to your room being unclean I apologise sincerely as this is definitely not the standard of our hotel. When speaking to the team to investigate we found that unfortunately the rooms status had been marked as clean in error and subsequently went on sale for guests without housekeeping checking this. We will be implementing a system to ensure rooms are spot checked regardless of being marked as clean or dirty to try to prevent this from happening again in the future.
Unfortunately as none of these issues were raised with us during your visit, we did not have an opportunity to rectify any concerns with you immediately which our staff most definitely would have attempted to do so including ensuring a new clean room was offered to you and with the option of a room away from our family rooms to help with any noise disruption.

However,  If you do choose to visit us again then please do not hesitate to reach out to me directly on the email provided above. I will personally oversee your reservation and would like to offer you complimentary breakfast during your stay. I assure you that your next visit with us will be a much improved experience and provide a better reflection of our usual standards.
Again I apologise for the inconveniences occurred to you during your stay and I am thankful you brought this to our attention as any feedback is vital to ensuring we continue to provide an excellent service to our guests. We hope to see you again soon. 
Yours sincerely,

Rujina Khatun

Customer Relations Manager


Component Three:

Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Title: Key elements required when managing the four stages of the hotel guest cycle.
This essay will look into the key elements necessary for managing the four stages of the hotel guest cycle at Premier Inn: pre-arrival, arrival, duration of stay, and departure. Premier Inn is a well-known hotel brand and having won a number of awards over the years (Premier Inn, 2023a), it is renowned for providing consistent quality and exceptional guest experiences. Effective management of the hotel guest cycle is crucial in ensuring a seamless and enjoyable experience for guests and I will be looking at the strategies employed by Premier Inn to optimise each stage of the guest cycle.
The first stage in the guest cycle is the pre-arrival stage which is sets in motion the start of the guest's entire experience and involves actions and interactions before their arrival at the hotel. It is so important to be visible when guests begin their research of where to go and marketing play a huge role (Alemar, 2023). Premier Inn utilises a number of social tools to connect with their audience however they only have 33,000 followers on their Instagram account (Instagram, 2023) compared to 350,000 followers on Facebook (Facebook, 2023) so there is a lot of scope there for them to improve their marketing to engage with customers particularly on Instagram. Premier Inn uses multiple forms of access for guests to make a reservation such as via their website or app as well as via third party websites (Rahman, 2021). The app allows guests to easily book a room, manage reservations, and even choose room preferences, enabling a seamless pre-arrival experience (Premier Inn, 2023b). Once a customer has made a reservation, they will receive a booking confirmation which will also include details of offers such as being able to check in early for an additional fee. Staff will assign rooms accordingly before guests arrive and collecting guest preferences and details ensures that Premier Inn can tailor the guest's experience to their specific needs, further enhancing guest satisfaction upon arrival. For example, if staff notice a female guest is travelling alone, they will ensure a room is allocated that is not on the ground floor or at end of corridors (Premier Inn, 2023c).
The arrival stage is next and is the first physical interaction the guest has with the hotel so is crucial in shaping their initial impression. A study by Högnäs (2015) showed the check in process can affect the customers overall image of the hotel and in turn affect the rest of their stay. During my placement, I was made aware that front office would also be responsible for supporting restaurant and bar staff. This meant they may be away from the desk when guests arrive however, to avoid significant customer impact, Premier Inn have implemented a check in kiosk to their hotels which enables guests to check in swiftly, avoiding queues and provides convenience right at the start of their stay (Hospitality Technology, 2009). This has been helpful in assisting staff particularly at their busiest hotels.  Guests are issued their room keys during check in via front office staff or via the kiosks. 
As soon as the guest has checked in, the duration of the guest's stay has started and front office staff will become responsible for coordinating guests requests. It is from this point that a lasting impression will be left on guests so maintaining a high standard of service by ensuring cleanliness and comfort and addressing any guest concerns promptly should significantly influence guest satisfaction and their likelihood to return as suggested by Kandampully and Hu (2007). It is also important at this stage to keep guests informed of any services or offers available during their stay such as any meal deals on offer and informing guests they can request room refreshes during their stay as rooms are not cleaned daily anymore. 
The departure stage is the guest's final interaction with the hotel and can significantly influence their likelihood to return and recommend the property. During the departure stage, guests at Premier Inn have the option of leaving their card in a box near reception to check out with no need to speak to a member of staff. This is very convenient and it is clear a number of guests like to use this as it ensures a swift and hassle-free check-out process. For those who prefer to check out at the front desk, staff encourage guests to share their experiences through various channels, including online reviews and guest surveys as this feedback allows Premier Inn to continually improve its services and facilities and also will lead back to the first stage in the cycle where future guests will be researching which hotel to stay in. However, a study by Magno, Cassia and Bruni (2017) shows that there were mixed outcomes in soliciting guest reviews. Although overall reviews for the hotel may increase, it can also potentially irritate a significant share of guests resulting in unfavourable reviews. Another study also suggests that businesses should be careful in choosing which review sites to engage with as they can vary considerably on quality and focus of their reviews as this can subsequently impact customer decisions (Xiang et al., 2017).
Through effective pre-arrival communication, a smooth check-in process, maintaining high standards during the duration of the stay, and ensuring a seamless departure, Premier Inn optimises each stage of the guest cycle. Premier Inn's success in managing the hotel guest cycle lies in its commitment to providing consistent quality and exceptional guest experiences which has no doubt played a part in them being the most popular hotel brand in the UK (Lock, 2022). To maintain its position as a leading hotel brand in the hospitality industry, Premier Inn must further incorporate personalised communication to its guests, utilise technology and social media to maximise convenience and reach out to more customers.
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