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My place of placement was Premier Inn Worcester city centre. It has been very event full working at front of house. So many things I had to learn and so many things to remember. During this journal I will use Gibbs reflective cycle, to explain what I have learnt, how I feel, what worked and what could improve. (Mind tools 2024) On front of house its everything to do with direct contact with guest. “hotel services are used by different types of guest”(Otelms 2020)

Reception is the first point of contact every customer has with the hotel. Receptionists are a vital part of the running of the hotel. They answer phone, take booking and gather important information concerning the customer. (P.Peters 2021) I had to learn how to greet each guest with a smile, followed by the question “hello, how can I help” the guest let us know the reason why they have come, I had to attend to their request. For bookings where rooms and meals are concern, the hotel has a system in which they book all guest, this system makes booking very easy for the receptionist and less stressful for the customers. What I have learnt about customers and booking (L. Newton 2022). Premier Inn has a reception and a booking screen, but the booking screen is mainly done by young people under 30 years of age. The receptionist took mainly booking from the elderly, its an understanding that I gathered that elderly people would rather speak to a real person than use a modern technology. “dealing with elderly customers requires a slightly different mindset”(M.Hughes 2015)

For the bar staff on front of house, they have all customers to deal with, taking drinks order and also food order to take to the kitchen. Before a customer is seated for a meal, I was told to always ask if they got any allergy. This is important due to the fact that someone can die from an allergic reaction and the safety of everyone lives is always a priority. Its also by law to have another option available for customers and it should be known to customers whats inside the meal (Food standard agency 2023) Waitresses are also apart of front of house as they serve food and clean tables. While I was working on front of house, I received lot of experience speaking to customers, getting to know there every need and just having a friendly conversation. I have also learnt that some customers visits the hotel because they are lonely and just need someone to talk to. You also have, business customers, people who attend for events or just for pleasure. (M.Boley 2020) Having a good sense of customer service skills also helps staff to provide a better relationship with customers.

Front of house also needs to be presentable; tables need to be clean; toilets need to be clean and drinks ready for when customers request it. Lifts are also an important part of front of house, “this is where bacteria begins before it spreads to the rooms”( Primrose Freestone 2023). Lifts are cleaned by front of house staff to prevent bacteria spreading.  At Premier Inn Worcester, they provide a stand on front of house with teas, coffee and milk for customers who needs extra to take to their room. 

What I have learnt is Front of house is the main attraction for a hotel or restaurant. What happened was, front of house staff made it possible for all the guest to have a good night. Not all guests were satisfied but front of house staff manage the situation well. The system they used for check customers in, works well and efficient, moves quickly and more responsive. To improve the skills, I have learnt on this placement, I will need more time to learn everything properly and see all the work management does. I will be doing level 6 in a few years so I will use that time to learn more about running a hotel.
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	Trip Advisor Review Response 150 words +/-10%

	


Hey Eileen
Thank you so much for your comment, we pleased to know that you enjoyed your stay. Happy Anniversary to you and your partner as we are please you have chosen our hotel to spend your special moment together. I am grateful that you enjoyed the room also, I hope the bed was a comfortable sleep and you both could explore new things.  We appreciate the time you took to write this amazing feedback. The next time you visit us, have a bottle of wine, on us to show our token of appreciation. At this hotel our aim to make sure all our guest have a great night sleep 
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	Letter of complaint response 500 words +/- 1-%

	

Natesha Lewis
Manager
Premier Inn Worcester
Dear Mrs Blake
Thank you for your letter and I appreciate the feedback. Firstly, I sincerely do apologise for the experience you went though whilst staying at this hotel. Rest assures a staff meeting will be held about the condition of the rooms and everything will be dealt with according to procedures. I personally will go around check rotas to make sure enough staff are available to work on house keeping department. Another sets of training will also be given to all staff front of house and back of house, as it all combines as one big team. New cleaning lay out sheets will also be available to every staff on the payroll to prevent this happening again.

About the WIFI, I am so sorry that you were not able to work freely without the disruption. I will call the company out so that they will have a look and sort everything out. I will do my best to make sure this does not happen again. 

As for the noise level, I can only apologise for that, we will try and maintain this through out the nights to make sure all our guest has a comfortable sleep. I will provide a staff to check all floors for noise level during the nights to maintain some kind of control. 

Staff on front of house will have more training on how to respond to customer enquires in this kind of situation and any other situation that may occur.

Overall, we are truly sorry for the inconvenience, and we do take your complaint very seriously and we will do everything in our power to put things in place to ensure we never get this complaint again.

To show you that we care about all our customers, next time you choose to visit our hotel, I am offering you an upgrade to one of our prem plus rooms, breakfast on the house and a bottle of champagne for your trouble, this could be non-alcoholic if this is a choice for you. 

Here at Premier Inn our aim is to ensure all our customer have a great time at our hotel and we wont rest until we achieve that, so thank you for your complaints.

Sincerely 

Natesha Lewis
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Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	“Customer service skills is where an act of support is provided for the customers”(T.Ramroop 2022). Customers are the main source of a business, so the skills that is needed are vital to keep the business going. These skills ensure all customers needs are met. When the needs of the customers are met, they will use word of mouth to promote the business. (Coursera staff 2023) with word of mouth it can enhance the profit of the business. They are good customers and bad customers and sometimes it can be very frustrating dealing with the bad ones. Their expectation of a great night at the hotel can  be slightly different from what is available to all customers. With this being said customer service skills might not be applied and then hotel will get a bad review. This does not mean the employees had behaved in an appropriate manner, its just that some customers do test their limit. It can be frustrating to apply those skills when it is being ignored by the customers. Customer service skill is a skill that is required for any job that has direct contact with a customer, weather its face to face or over the phone. Customers are always right, their needs are more important to any business, so the skills needed to keep a customer happy should be taught to every employee and employer.







	
Key Skill 2 – Communication Skills 


	
Communication skill is way of communication with an individual. You may do this in many different ways, such as verbal, written, sign language or any written agreement. 
(J.Saavedra 2023).  Communication is they to a healthy relationship because when there is an issue to best way to solve it is to find a way of how to communicate with each other. In a business environment display signs are ways of communicating with the customers. At the Premier Inn they have small posters in the room as a way of communicating with each guest. These posters are used to explain the terms of staying in a room without having to say it to each guest over and over again. The guest will see these posters and see the rules of the hotel. If these rules aren’t displayed or provided to the customer, they have a right to heir their views. Some guest may do this face to face while others may wish to do a written complaint. (K. Campbell 2023) These reviews may become lessons business may learn from. Written communication also help a business communicate with its employees by providing written warnings to ensure the employees understand what needs to be done or what an issue maybe. This maybe in the form of an email, paper headed letter, text message or communication link provided by the company. Communication skill is a skill that is needed through out all parts of our lives. This may also help save the life of someone, due to the fact that someone may need help and the only way to get the help is communicating to express the needs they need.






	
Key Skill 3 – Organisational Skills 


	Organisational skills are life skills needed to get on with your day without feeling stress of not getting things done within a certain time. This type of skill helps with getting things done, helping others because more time is available because organisational skill was used ( Indeed 2023) Organisational skills comes in many different forms, such as, time management, self-motivation, physical wellbeing, mental wellbeing  and many more. (M. Zane 2023). The mental well being of a person is important so getting organise   will help an individual to cope with day to day activities to get through the day without putting a strain on ones mental health. Within the hotel industry organisational skills are very important, getting each guest rooms ready and all their request put together on time for their arrival. Time management is also an important part of organisational skills, this would be the most important as time matters in everything we do. Not using time management may in occur loss, stress, not meeting deadlines and so much more. Effective time management will improve on meeting deadlines, getting everything organise for business meetings and having everything ready for customers. All this will save time, energy and cost. 








	
Key Skill 4 – Problem Solving Skills 


	
	An individual can solve problems many different ways, speaking about the problem, writing down soliutions to the problem, listening to others experience within the same field, where the problem lies. "when you identify a problem, do some brain storming and analyse the situation, this is called, problem solving skill"(Z. Kaplan 2023). An example of problem solving skills is an issue premier inn Worcester had on cheerleaders weekend. On that specific weekend, they ran out of pillows due to the amount of guest they had booked in. At the hotel they have extra pillows in each room for customers who wanted more comfort, so they use these extra pillows to make up for the ones that they ran out of, so that every customer would have a pillow. That problem solving skill was analyse, brainstorm and place in action to avoid a negative review or unhappy customers. Premier Inn saw the problem and found a way to solve the issue by counting the amount that is needed and borrow from the rooms that had extras. (A. Doyle 2020). With problems like this, its always best to find out the root cause of the problem before it can be solved. At the hotel the cause for the pillow shortage was delivery not turning up on time when the management made the order. The order was place because cheerleader weekend is a yearly event that they have prepared for every year.
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Great months 4th years stay

Our 4th years month's stay at this great hotel where the manager Tobie the
manager and all staff go out of their way to make your stay comfortable and
welcoming. Rooms are clean and comfortazble Restaurant has lovely view of the
cricket ground and serves good food.
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Date of stay: January 2024

Trip type: Travelled as a couple
Room Tip: Don't be put off by the parking. Download the app.

See more room tips
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