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	Gibbs Model of reflection
Description
I have gained significant experience while working at West Didsbury Premier Inn which can be reflected in my understanding of the working environment of the front office. I was employed in the company at the front office section where there were key skills required to deliver tasks and objectives effectively. The front office of an organisation is developed with the purpose of interacting with customers and guests, understanding their needs and addressing queries (Bardi, 2011). In the experience, I was able to acknowledge the use of diverse skills necessary for staff in the front office to execute its responsibilities. These included communication, customer service, active listening, time management, active listening, critical thinking, ICTs and so on (Giacomel and Raveleau, 2020). As an employee in the front office, I was able to deliver exceptional service to guests and customers creating a bond of trust and clear communication. However, I came across various situations within the workplace that forced me to push my limits and excel in new skills and abilities. Further, I have a better understanding of the front office department in West Didsbury Premier Inn and how I could contribute more and perform better. In this aspect, I was able to consider and acknowledge key skills existing in the front office which I need to develop and advance. 
Feelings
At the initial stage of employment in the West Didsbury Premier Inn, I felt nervous and lacked self-confidence which could have created a barrier for me to achieve professional development. In addition to this, I also felt that there were certain skills which I needed to improve certain key skills necessary at the front office. However, after a certain interval of time, I was able to get along with the process and responsibilities of the front office allowing me to excel in my potential to achieve professional and personal development. After gaining the experience, I felt that significant development and improvement was achieved which included advancement of communication skills, time management and customer service skills.
Evaluation
It can be evaluated that the experience gained in the front office role at West Didsbury Premier Inn provided significant value in my development. One of the most positive aspects is the advancement of communication skills which is essential for me to build a positive and healthy relationship within the workplace and with costumes (Kapur, 2020). However, the negative aspect was the lack of ability to achieve higher potential and output in the workplace. These included ineffective critical thinking ability to address customers' problems and ICT skills. These were some berries which constrained my ability to deliver more promising and better performance in the workplace of West Didsbury Premier Inn.
Analysis
It can be analysed that the front office of West Didsbury Premier Inn was one of the major reasons for positive aspects of experience in the workplace. The front office has a supportive culture which enables individuals to exploit the opportunity to develop in terms of skills, knowledge and capabilities (Hammer, 2016). As a result of this, I was able to deliver excellent performance in the front office which helped to achieve a positive response from guests. However, the lack of skills in some areas was the reason for me to not reach my full potential in the workplace. I could have delivered better outputs if I had effective critical thinking skills and ICTs.
 Conclusion
It can be concluded that I learnt numerous things from the experience gained while working in the front office of West Didsbury Premier Inn. These included knowledge of the front office responsibilities and key skills required to work in its environment. Some major skills I learned included time management, critical thinking, communication, customer service, ICTs and so on. Further, I was also able to identify my areas of weaknesses and improvements which need to be addressed. Thus, I will be able to contribute in a more promising way in future while working at the front of the organisation. I need to plan strategies and resources for the improvement and advancement of identified skills.
Action Plan
It has been identified that I need to put more effort towards advancing critical thinking, ICTs and active listening skills. In order to achieve improvement in these skills, I should consider using resources effectively and engaging in appropriate activities. In terms of improving critical thinking skills, an individual can engage in practising active listening, observation and evaluating past experiences (Paul and Elder, 2019). On the other hand, ICTs can be achieved by engaging in the environment which allows me to use resources such as digital technologies and applications. I will engage in learning about technical abilities and how they impact my ability to perform and contribute effectively. 
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Component Two  
Contribution to Overall Module Assessment: 25%

	Trip Advisor Review Response 150 words +/-10%

	We would like to offer our genuine appreciation for providing feedback on the service provided by West Didsbury Premier Inn. Achieving a 5-star review from a customer has been our primary priority while serving customers. The staff has been trained and educated to invest their commitment and engagement while engaging with customers and guests. Your review has been a great source of motivation to maintain our consistency, value and commitment towards offering better and improved hotel services. We would like to show our genuine appreciation for your positive review by thanking your effort in taking the time to write positively about our service. We would also like to request you to share your experience with our hotel service on social media so that people can know about our excellent service and performance. We would like to show our immense gratitude and expect to get a similar change in future for serving your stay.



	Screenshot of referenced Trip Advisor review used:
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Figure No 1: Positive review on Premier Inn service
(Source: Tripadvisor, 2023)

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

	                                                                            West Didsbury Premier Inn
                                                                            Mancherster
                                                                            Christie Fields Business PK,
                                                                            Derwent Ave, Manchester
                                                                            M21 7QS
Mr Ronald Federick, 
17 Trinity Court, 
Swansea 
SA1 2AR

Dear Sir/Madam,
We would like to inform you that your feedback and complaint on our service has been acknowledged and considered. We would like to offer our genuine response by apologising for your lack of ability to satisfy your experience while staying in the hotel. Your complaint letter addressed and identified various areas in which the hotel failed to execute effectively and efficiently. Your statement on the hotel service not being able to meet the required standard has been considered to ensure improvement and development. Considering your feedback as a suggestion to improve facilities, the management has considered taking immediate action valuing your time and effort to provide feedback on our service.
Your complaint about the quality of breakfast provided and food served has been considered. Therefore, the management has planned to apply strict regulations in this department to ensure such mistakes do not occur in future. In this case, the management has planned to provide training and orientation programs which are effective in improving the efficiency of staff (Solomon, 2018). In addition to this, the staff will also be directed to go through the feedback concerning the kitchen service of the hotel. Feedback is one of the crucial elements which the hotel can use to fill gaps and areas for improvement (Narayan et al., 2022).
The hotel management has also shown a keen observation concerning your complaint about noise from neighbouring rooms. We would like to show our concern for your unforgettable stay by making changes in our management. It will include offering different floors for people who prefer a peaceful and silent environment. In this aspect, customer personalisation of service will be improved which will have a higher impact on customer satisfaction.
Cleanliness is one of the primary elements that need to be considered by a hotel organisation (Park et al., 2019). As a result of this, the management will put significant effort into addressing your complaint about the cleanliness of the hotel. Our failure to provide hygiene and clear rooms during your stay will be compromised by improving the potential of the housekeeping department through training and development programs. The housekeeping department is responsible for addressing cleanliness within the hotel (Rohaeni et al., 2021). Therefore, the department operating in the hotel will be directed to create a checklist for the cleanliness of rooms and services. The management will ensure that the department works with immense engagement and commitment in this aspect of our service.
Finally, we would like to again show our genuine concern and apologies for not being able to deliver the standard service which was expected. The management would also like to appreciate and show gratitude for sharing your experience and pointing out areas that need rectification and improvement. We would like to inform you that the hotel has taken immediate action, valuing your complaint letter as a valuable suggestion to improve our service. Informing this, the management would like to expect a chance to show our value and commitment by serving you in the future.
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Component Three: 
Contribution to Overall Module Assessment: 50% (1000 words +/- 10%) Writing in essay format 
	Element 1 – Pre-Arrival 


	Introduction
In the following essay, the focus will be on describing the pre-arrival element of the hotel guest cycle.
Main Body
The pre-arrival stage of the hotel guest cycle highlights the interaction between a customer and a hotel before their arrival at the hotel (Özdemir et al., 2019). At this stage, West Didsbury Premier Inn will be interacting with its guests with the purpose of attracting and persuading them to purchase their services. It could include marketing, agencies or official websites where the hotel services are described (Premierinn.com, 2023). Reservation can be considered to be a major element in this stage where customers or guests of a hotel make a reservation for services offered by the hotel (Stringam. and Gerdes, 2021). The stage is also characterised by the decision of guests to choose a hotel for their accommodation, stay or other services. It becomes crucial for a hotel organisation to have the ability to attract these guests over its competitors. After choosing a hotel, the guest initiated interacting with the hotel through websites, emails or faxes for reservations. After the guest makes a reservation at West Didsbury Premier Inn, the company interacts by sending welcome emails and messages before they check in at the hotel. These are some major elements which need to be considered by West Didsbury Premier Inn while managing the pre-arrival stage of the guest cycle. It is also necessary for the hotel to ensure smooth and comfortable interaction creating a sense of trust.
Conclusion
In the above essay, the focus was on describing the pre-arrival element of the hotel guest cycle.

	Element 2 – Arrival 

	Introduction
The following section will describe the arrival stage of the guest life cycle necessary for Premier Inn to manage its guests effectively.
Main Body
Arrival stage in the guest cycle is characterised by face-to-face interaction between the guest and the hotel (Sann and Lai, 2020). In this stage, Premier Inn executes a face-to-face interaction with its guests to proceed with check-in procedures. In this stage, the front office department plays a vital role as they initiate this interaction with guests checking their reservation information (Tewan, 2009). Therefore, it becomes necessary for the hotel to have skilled and experienced individuals as the staff of the front office to develop a positive impression at this stage. The functions of the front office at the arrival stage include reception and welcoming guests, registration, room assignment, handling room keys, handling luggage, and delivering messages on behalf of West Didsbury Premier Inn. After successful procedures, the guest is then taken to their assigned rooms. There are various elements or compounds that the organisation needs to consider while managing this stage of the guest lifecycle. This includes customer service and the potential of the front office to positively manage check-in procedures for the convenience of guests (Lin and Mattila, 2021). As a result of this, it is necessary for Premier Inn to ensure the employment of talented and skilled individuals in this department.
Conclusion
From the above findings, it can be concluded that the arrival stage is extremely important for the organisation to create a positive impression on guests.

	Element 3 – Duration of stay 

	Introduction
The essay will focus on describing and evaluating the “duration of stay stage” of the hotel guest cycle. Further, elements will also be understood that the hotel should consider in managing this stage.
Main Body
Duration of stay is one of the most crucial stages or elements in the guest life cycle which needs to be considered by West Didsbury Premier Inn. The stage highlights the first-hand experience gained by the guest on services and facilities offered by the hotel (Liu et al., 2022). Services and facilities provided by the hotel play a vital role in providing a better and standard experience to guests. Further, the stage also promotes an opportunity for the hotel to develop a sense of loyalty among customers. In this stage, the front office of the hotel plays a vital role as an interface between guests and other departments in the hotel (Akgunduz et al., 2022). There are various activities that the front office needs to engage in at this stage of the cycle. These include handling guest accounts, message coordination, handling guest complaints and queries and so on (Sayin and Karaman, 2019). Therefore, it is necessary for the department to promote transparency and clarity while exchanging information. Hilton Hotel has assigned the responsibility of front office management to a manager with the purpose of ensuring better service promoted by the department. These are some crucial elements that need to be considered and understood by Premier Inn to manage the duration of stay for guests.
Conclusion
The above essay concluded that the “duration of stay” stage in the guest cycle involved providing quality and better customer service experience.

	Element 4 – Departure 

	Introduction
In the following section, the departure stage of “the guest life cycle” will be described and elements associated with it will be evaluated.
Main Body
The departure stage highlights the check-out procedure for guests as they will be ending their stay and service in the hotel. At this stage, the hotel should focus on executing a hassle-free and smooth departure for guests covering any unpleasant situations in the hotel (Sann and Lai, 2020). The front office of Premier Inn needs to get immensely involved to bid farewell to guests in a positive approach so that they can choose its services in future. The front office engages in preparing and presenting bills for services experienced and purchased by the guest. The front office also settled the guest account providing promotional materials to them along with a warm farewell (Shin et al., 2019).  Baggage handling, transportation and bill settlement can be considered as a crucial component at the departure stage of the cycle. Thus, West Didsbury Premier Inn needs to focus on improving these steps or components to make the departure stage more effective and convenient for customers or guests. As a result of this, the hotel should consider offering better services at the previous stage to make the check-out process more beneficial and positive.
Conclusion
In the above section, the departure stage of “the guest life cycle” was described and elements associated with it were evaluated.
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eco0e
Exceptional staff and lovely new bed

Yesit's a premier inn and you get everything you expect,
good beds, clean rooms but the staff here are
exceptional. | stayed as my husband was in a nearby
hospital. Unfortunately | couldn’t pre-book my whole
stay because of the lateness of my booking, however
when | explained my situation to the staff they went
above and beyond to help me rebook on
cancellation. Biggest thanks to both Drew and James
who were 5o helpful.

Read more v

Date of stay: November 2023




