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	Summary of What I've Learned
The front desk is crucial to hotel setup. I managed the Premier Inn London Croydon Town Centre front desk. Real-life examples show that the front desk contains several smaller departments with their own tasks (Bardi, 2011). Many categories of individuals work at the front desk. Desk, cashier, ticket manager, and bell staff lift workers are examples. Some positions are only available at specific hotels since front desk personnel at smaller or more specialist hotels may have to perform several different things. Ankas and Sandy (2023) believe hotel front desks employ PMS software because it makes work management simple. The PMS software helps you understand the hotel's operation. This might improve your time management, earnings, and productivity. A hotel front desk management system simplifies front desk labor from one location. The uniform system lets hotel workers swiftly input data, make adjustments, and administer the hospitality unit. Progress in technology allows certain front desk positions to be automated. The task is easier and quicker for everyone. Technology lets managers make rapid judgments. Something more was introduced to test communication skills (Prins, 2022).
Using Gibbs' reflective cycle to think about yourself:
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Description
Premier Inn London Croydon Town Centre hotel, so I know how crucial it is for front desk workers to chat with guests effortlessly to get to know them. Working at the Premier Inn London Croydon Town Centre taught me problem-solving. Front-desk workers benefit from this. What a disaster! The front desk has a lot of work and unexpected issues. Front desk managers vary from front office managers. Front desk managers work in service, whereas front office managers operate in various sectors. As front desk manager, you supervise support workers, the welcome area, and front desk operations. Front-desk staff must be able to promptly provide customers with information (Williams et al., 2022).
Feelings
I chose the front desk because I love talking to people all the time. It's my understanding that people who work at the front desk deal with a lot of people as they come and go. As the front desk manager of the Premier Inn hotel, I used to feel like it was my job to make sure that the front desk ran smoothly every day. It used to be that I did my job in the right way. There are times when I am in charge of other people working at the front desk. I didn't talk to them at all at the start (Weber et al., 2018). Some people I met had trouble getting to work early. I let it happen because I wasn't good at managing my time.
Evaluation
Most of the time, I'm in charge of managing other front desk workers. As soon as I failed to talk to them at the start. Some people I met had trouble getting to work early. I let it happen because I wasn't good at managing my time. Taking in and putting away guest information, setting up room comforts, and making sure everyone is happy with their stay are all part of the Front Office's job (Innstrand et al., 2022). It was easy to sell things and provide services to people at the front desk because of how it is set up and how it works. I have learned about the day-to-day tasks of front desk management. Streamlining the check-in and check-out processes for guests may be one of the rules and procedures that are put in place to keep the number of visitors high. Once the check-in process is over, normal practice may tell the front desk staff to quickly get guest relations workers to help guests with their bags and show them to their rooms (Innstrand et al., 2022).
Conclusion
The Front Office can only fix some of the problems an organization has. I've learned that even the best front desk staff can't always fix problems that are caused by the way the business is run. It's very important to speak properly in the service business, both when you talk and when you don't. Think about my time as a hotel guest. I was happy and pleased when my first contact with someone was with a kind person who listened carefully, which made us get along. A lot is changed when people at the front desk can talk to each other quickly and easily.
Plan of action
I've been in this situation and know how stressful it can be to work at the front desk. I was in charge of greeting guests, finding out what they needed, showing them around the hotel, pointing out what made it special, and giving each one personalized care. Besides that, I'm not good at managing my time or thinking critically. After a certain amount of time, I will improve these skills.
Six months is the time frame
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Dear valued client,
Hi there, Your cooperation is appreciated. Thank you for choosing our hotel. Everything we do is customer-focused. Business travelers, families, and budget tourists like the brand. Premier Inn's psychographic segmentation focuses on target market values and lifestyle. In its marketing, the corporation emphasizes comfort, quality, and value. Our hotel strives to provide excellent accommodations and services to our visitors. To highlight global service by delivering every hotel guest a pleasant experience. The hotel caters to groups, business travelers, and leisure tourists. As a firm that empowers individuals with fresh ideas, we are passionate, motivated, and caring. Our organization understands the need to build a bright, focused, and enthusiastic staff to maximize ROI.  Our objective is to create great, affordable hotels to enable visitors to live and work well and improve the world. To provide meaningful employment, skills, and career growth to our colleagues without barriers to entrance or ambition. Thanks for taking the time to comment. Would things improve now? We await your arrival. Thank you for reviewing us.
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	Letter of complaint response 500 words +/- 1-%

	

Sincere greetings Joanna Blake,
We care about all kinds of people who come into the Premier Inn London Croydon Town Centre hotel. We totally get how upset you were with the service you got. According to your email, the pre-booked rooms you had asked for during the check-in process were not available when you tried to check-in. The Premier Inn London Croydon Town Centre Hotel is grateful for your stay. The managers want to say sorry if your stay caused any trouble. You can get in touch with Premier Inn through most Global Distribution System (GDS) means. When you told us you were worried, we took the steps we needed to give our front desk staff more training. We are now working to fix the problem. Because of this, the hotel staff has been told to hold on to guests' bags while they check-in and pay them with coupons for the hotel food. Since there was a problem with cleanliness, we've decided that teaching is the best way to fix it. Staff members are trained on a regular basis to make sure that everyone is on the same page about how to clean the toilet seats, hang the hand towels, and clear the floors. This way, every room is as clean as the last. This article promotes the management idea of "5S" for keeping workplaces clean. "5S" is made up of five principles that work together: "Organisation," "Neatness," "Cleanliness," "Standardisation," and "Discipline." "5S" will be made sure of.
From your point of view, the loud neighbors who make noise in their own homes might be to blame for the added noise in your living area. We've begun the process of starting the jobs we have right now. It is now better for walls and floors to keep heat in because insulation has come a long way. Please forgive me, but I need more information or a text message from you before I can say that the house had silent windows and curtains, as well as ceiling panels and tiles, to keep noise levels down. Premier Inn came up with the idea of the moving bedroom. Both problems could be solved by the hotel if it could handle both outside noise and disturbances on the lower level well. Building changes are made to get even better noise reduction than is needed. For example, acoustic linings are added to the walls and ceilings, and windows are double-glazed on all four sides. We also hire extra people to clean the rooms and toilets to keep things clean. That person will have to change the towels and sheets, make sure the room has enough airflow, and put things back where they belong. Just get rid of the trash in the bathroom. There are many ways to keep food warm, such as with heating plates, multicores, slow cookers, toaster ovens, and hot warming trays. The cook and I also talk about how to make the food better. The person says that calling the front desk did not change their room after that. We're still upset about how bad things are and wish we could have done more that night to make things better for you. We're sorry about that. We'd like to give you a $100 ticket that you can use on your next stay at the Premier Inn London Croydon Town Centre Hotel because of the bad experience you had. We think your next visit will be even better than we thought it would be. Thank you very much for all the work you've done to help us. You will get a discount on the guest's bill to make up for the trouble we caused. If you handle issues well, you can turn a dissatisfied guest into a loyal return customer.
Sincerely,
XYZ
Front Desk Manager
Premier Inn London Croydon Town Centre Hotel
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Key Skill 1 – Customer Service Skills  


	Customer service skills are the abilities, traits, and behaviors that people use to deal with customers' questions or worries and make sure they have a good experience (ANDO & MAKINO, 2016). You can split these skills into two groups: hard skills (specific, learning abilities) and soft skills (people skills or relationship abilities). These skills are very important for anyone who works with people, whether they do it directly or indirectly. They make sure that customers are happy with the services they receive and feel like they are respected. The holy grail of business is having great customer service. It looks like it can tell you everything you need to know to be successful once you have it. But it's not always easy to give perfect service. The look for great customer service skills and abilities is a newer one, but many CEOs say it's just as hard to find as the Holy Grail was in the Middle Ages. People can share knowledge, build relationships, and work together more accurately and with more understanding if they can communicate well. It requires paying attention, understanding, and picking the right platforms and words (White & Braddy, 2017).
It's not enough to just talk or write; you need to be able to get your point across in a way that is understood and builds a relationship. Mastering the art of good communication is important for success and making better links in all areas of life, including personal relationships, the workplace, and society as a whole (Yaffe, 2021).
Empathy and Active Listening: Show that you care about others by putting yourself in their shoes. It means really getting how your customer feels.
How to Listen Actively: Pay close attention to what the person says and don't talk over them. This helps you correctly understand what the customer wants and worries about (Scudder, 2020).
Problems should be solved quickly and effectively: Time is important for both the customer and the business. Quickly responding to questions, complaints, or comments shows that you value the customer's time and work efficiently. Make sure that your answers are quick and truly address the customer's issue.
Clear and Effective Communication: Talk to people in simple, easy-to-understand terms. When you talk to customers, don't use language or words that they might not understand. Ask open-ended questions to make sure the customer gets the answer or information you've given them.
Knowledge and Expertise: The people who work in customer service need to be well-trained and know about all of the company's goods and services. This helps them answer customer questions more quickly. If a customer asks a question or the situation is unclear, reps should be honest with them and ask for help instead of giving answers that might not be right.
Going the Extra Mile: Customers remember the people who go above and beyond (read: "went the extra mile") the most. This could mean giving a small discount if there is a problem, checking in with the customer to make sure they are happy after a problem has been fixed, or just predicting their needs before they happen (Scudder, 2020).

	
Key Skill 2 – Communication Skills 


	There's more to good conversation than just sharing knowledge. It's about figuring out how people feel and what they want to achieve with the knowledge. Not only should you be able to get your point across clearly, but you should also be able to listen in a way that lets the other person know you hear and understand them. When people communicate emotionally, they do more than just share knowledge. It's about figuring out how people feel and what they want to achieve with the knowledge. Not only do you need to be able to say what you mean clearly, but you also need to be able to listen in a way that lets the other person know you hear and understand them.
It sounds like good communication should come naturally. But when we try to talk to other people, something always goes wrong. When we talk, someone else hears something different, which leads to mistakes, anger, and arguments. This could make your relationships at home, school, and work worse (Aysha, 2022).

	
Key Skill 3 – Organisational Skills 


	Time management: Keeping track of your time is important for running a successful business. You can better understand my daily schedule and the time it takes to get things done by making a routine, setting meetings, and planning ahead (Aysha, 2022).
Collaboration: Working on projects with other people can save a lot of time and help you see things from different points of view. You can get to know your coworkers and friends better and share your thoughts with each other when you work together.
Delegation: Asking for help by giving someone else jobs that were originally yours is what delegation means. People who have a lot to do should delegate. Sharing hobbies and jobs with coworkers is a great way to build trust and get to know each other better. One of the best ways to make sure you get all of your work done quickly is to ask for help.
Communication: One important way to make the workplace healthy is to talk about your thoughts, feelings, wants, and goals. Clear communication is important to make sure that everyone knows what their job tasks and responsibilities are. Clear communication not only gets rid of doubt but also makes it possible for others to ask questions and get the answers they need (Dcruz, 2022).
Setting goals: Having goals is a great way to keep you and your workers on track. Time limits, due dates, and personal goals help you decide what needs to be done first, plan your goals, and organize your chores.

	
Key Skill 4 – Problem-Solving Skills 


	
Problem-solving skills help you figure out where a problem is coming from and how to fix it. People often think of problem-solving as a separate skill, but it's actually made up of a lot of different skills that work together. One important skill for solving problems are: Paying attention. Solving problems is a hard skill to master. Critical thought, making choices, being creative, and understanding knowledge are all part of it (Chevallier, 2016).
People who are good at solving problems use a methodical approach that lets them divide tough problems into smaller, easier-to-handle parts. There are three basic steps that make up problem-solving at its most basic level:
Step 1 – Figure out the issue. Before you try to fix a problem, you should really understand what it is (Dcruz, 2022). This may seem like a no-brainer. 
To do this, you might talk to people who are touched by the problem, study, or talk to experts in the field.
Step 2 – Generate a list of possible solutions. Think about how well each option would work and whether it is even possible to put it into action. 
After making a short list of possible answers, you can start trying the ones that look like they might work (Chevallier, 2016).
Step 3 – Implement the solution. In this step, you also figure out what resources, like money, people, or technology, are needed to make the answer work. 
In the end, the goal is to find the best, most useful answer that will fix both the current problem and any reasons that led to it (Dcruz, 2022).
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s josnna Biske,

558 Longord Road,
Swansea
w1248
January 10%, 2026
Subject:Complant
Dear si/Madam,

1am witing to express my disappointment and dissatisfaction with my recent sty in room 330 at
‘your hotel Unfortunately, my experience fl fa short of the standards | had expected, and | bolieve
itisimportant to bring these concerns to your atention.

Firsty, | was extremely disappointed with the cieanlness of my room. The floors were din, there
‘were stains on the bedding. and the bathroom had not been properly cleaned.

Secondly. the Wi-Fi sevice provided during my stay was unreiable and siow. t was rustating to
‘experience constant disruptions and slow speeds, which hindered my abilty 1o work and stay
connected for my work call.

Adaitonally the nsse levels in the hotel were excessive. | was disturbed by loud conversatons and
osse from neihbouring rooms throughout the night, making it dfficul for me to et a restiul
nights sieep.

“The customer senice | received during my stay was teribe. The staff members were unresponsive
‘and unhelpfl to my requests and inquiries.

1 hope that my feedback will be taken serously, and 1 look forward to hearing from you so0n
regarding thesteps you plan to take to addess these concerns.

L ——
oy
-

Josnna Sske
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Exceptional service

Amazing people at this Hotel please don't judge from the outside because you'll
be in for a shock the staff are incredible and go above and beyond we were a
large family staying for a Funeral Magda Shigeesh Jill made our trip so
comfortable so supportive we honestly overwhelmed there knowledge and
service second to none From check in to advice to food our room and support
with taxi and and travels considering short staffed you'd never know there multi
tasking amazing Thank you Guys we will see you in a few weeks

Read more v

Review collected in partnership with this hotel ®




