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	Description
I became an active participant in a number of tasks at the front office throughout my placement at the Premier Inn Whitley Bay. Maintaining accurate records of reservations and managing allocations of rooms were crucial tasks. I took the sheer responsibility of ensuring every guest had a comfortable assignment of a room as well. I will reflect on my journey by focusing on each responsibility’s direct contribution to the guest service experience. 
Feelings
Stepping into the busy front office of the Premier Inn Whitley Bay proved to be both exciting and nerve-wracking. The consistent stream of guests and the gradual pace felt overwhelming at first. Fresh procedures, unfamiliar systems, and the responsibility to satisfy them heavily weighed on me (Bardi, 2011). There were also moments of self-doubt and frustration especially while handling complicated inquiries or grasping technical glitches. However, my initial level of anxiety converted into a deep sense of engagement as I started to align with the routine. I handled the paperwork in an accurate form, answered questions as neat as possible, and nurtured local recommendations during check-in. It ensured a seamless and informative commencement to their whole stay. Similarly, procedures regarding check-out were conducted seamlessly by fulfilling any eventual requirements along with leaving a positive closing impression (Corgel et al., 2011). Assisting guests in feeling welcome and crossing the barrier of unpredictable situations became rewarding on a personal level. I discovered a genuine joy while exceeding expectations such as recommending a hidden gem restaurant.   
Evaluation
I grasped the fresh set of procedures along with adapting to the fast-paced environment at a quicker rate. I built close relationships with guests through neat and friendly communication. I actively listened to their individual requirements and supplied accurate information. This showcased an outcome in affirmative interactions and became helpful in resolving potential conflicts. I also approached a number of guest-related inquiries and unexpected circumstances in a calm and analytical way (Cangi, 2023). Handling multiple tasks simultaneously, prioritising those, and maintaining throughout accuracy became second nature. There were instances where advanced knowledge would have allowed for solving problems at a faster rate. Investing in efficient training to expand my technical expertise becomes crucial. For instance, a guest encountered a billing issue during check-out which I actively listened to (Solomon, 2018). I recognised the error and collaborated with the manager to seek a potential solution professionally to ensure a positive outcome. 
Analysis 
My placement in the Premier Inn Whitley Bay's front office was more than a mere practical experience. It proved to be a transformative journey redefining my grasp of the front office's role. Witnessing the influence of each interaction shifted my overall perspective. A warm welcome, efficient check-in, and genuine interest in the needs of guests became fundamental blocks to building a positive experience. Observing and collaborative activities with experienced colleagues expanded my knowledge sets (Tesone, 2010). Their skills to solve problems, professionalism under pressure, and capability to meet the needs became valuable lessons for me. Witnessing the influence of a well-organised workspace and neat protocols regarding communication highlighted the vital role of the physical and emotional environment. 
I would recall an experience of an ethical dilemma taking place considering a customer. It was based on accommodating dietary restrictions related to religious beliefs. I handled the situation by following the ethical guidelines and policies of the company. We showcased the existing vegetarian food options available at that time to this customer. This approach helped to balance ethical responsibility with cultural sensitivity. However, I neatly consulted with my supervisors and other colleagues before proceeding to the steps. I learned that maintaining ethical considerations is equally vital to all operations.   
Conclusion 
The placement developed a potential appreciation in me for the human element in hospitality. I gained vital firsthand experience in the industry through this. I also grasped the brief significance of communication and professionalism in all forms (Greenberg, 2021). I embraced the opportunity to welcome guests in a warm and efficient way. I also responded professionally to any modifications or special requests at the last minute (Tewan, 2009). A proactive form of communication with housekeeping-based staff further ensured the preparation of the room on time. It became an active contributor to a seamless experience for guests. My perception of the hospitality industry has transformed from a service-oriented sector to a dynamic ecosystem. This is for a diverse set of individuals to create memorable experiences. Parallelly, I acquired a concrete foundation in the operations of the front office and a passion for guest-related services.  
Action Plan
I will pursue certification in specific front-office software programs utilised in the industry. The goal is to elevate my technical proficiency and efficiency as a whole. I will participate in additional training programs related to customer service to sharpen my communication-based techniques and resolve conflicts. I can also explore industry-specific certifications in the form of Certified Hospitality Supervisor (CHS) or Certified Meeting Professional (CMP). The objective is to demonstrate my sheer commitment to be developed as a professional (Seiter, 2023).
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	Trip Advisor Review Response

	We were absolutely delighted to go through your valuable feedback on your recent stay with us. Thank you for highlighting the stunning seafront views, our friendly and helpful staff, and the extensive options for breakfast. We feel amused to offer a delicious and value-for-money breakfast along with being thrilled about your amusement with the perfectly poached eggs. Your kind words about our staff are especially appreciated as they put extreme effort into making every guest feel welcome and assisted. We acknowledge your feedback regarding the storage space in the rooms. We completely grasp the possible beneficial aspects of additional storage while those are solely designed for stays regarding shorter periods. We are on the verge of evaluating guest-related feedback and exploring potential improvements to enhance those in the future. We would again like to be thankful to you for choosing our hotel. We hope to welcome you back soon for another enjoyable experience with stunning views and warm hospitality.
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Source: (tripadvisor, 2024)
Figure: Positive Customer Review of Premier Inn Whitley Bay Hotel

	

	

	

	Letter of complaint response

	Dear Joanna,
Thank you for taking the time to share your feedback about your recent stay in room 221 at our hotel. We feel extremely sorry to learn that your experience fell short of your expectations. We also regret any inconvenience or disappointment witnessed in any form. We take all feedback coming from our guests seriously and appreciate you coming up with these concerns to our attention. 
Firstly, we sincerely apologise for the issues of cleanliness you encountered in your room. This falls far below the standards we achieve to maintain and reflects poorly on our housekeeping team. We have immediately launched an investigation into this matter to spot the root cause along with ensuring such lapses do not take place further. We would like to offer you a complimentary stay on your next visit subject to availability. The objective is to demonstrate our commitment to rectifying this. We understand your frustration with the unreliable service regarding Wi-Fi. We are currently in the process of upgrading our internet-related infrastructure. The goal is to ensure consistent and high-speed connectivity for the complete range of guests. We have implemented measures in temporary forms to strengthen the signal in specific areas including room 221. We appreciate your sheer patience and understanding during this period. We are extremely troubled by your experience related to excessive levels of noise. We have strict policies to enhance the probability of a peaceful environment for all guests. We sincerely apologise in case these policies were not enforced during your stay in an effective way. This issue has already been spotted and considered by our staff. They analysed the vitality of responding to any such complaints. Additionally, we are exploring further measures in the form of soundproofing materials along with designated quiet zones. The eventual goal is to enhance the peacefulness of our guest rooms. We are extremely disappointed to learn that the customer service received by you was not up to mark. Our staff is dedicated to nurturing exceptional service along with making every guest feel properly assisted. 
Your feedback neatly suggests that we fell short in this regard. Hence, we sincerely apologise for the frustration or disappointment experienced by you in any form. We have reviewed your concerns with the relevant team members. We are on the verge of implementing potential measures to enhance communication and responsiveness to the requests of guests. We are committed to witnessing improvement in a consistent form. We believe your feedback is invaluable in this specific procedure. It is neatly indicated that these issues significantly influenced your overall stay. We can demonstrate our commitment to regaining your trust along with nurturing you with an exceptional and deserving experience. We hope that these can be addressed by acknowledging your concerns, proceeding to a corrective set of actions, and offering a complimentary stay. We would like to showcase our thankfulness to you once again for your feedback. We welcome you back in the future by showcasing the actual standard of hospitality strived to be offered.






Component Three
	
Key Skill 1 – Customer Service Skills  


	

This is one of the most crucial skills that is required while working at the front office of an organisation as the majority of the tasks includes interactions with customers. While working at the front desk of a hotel, people have to deal with a large number of guests on a daily basis. From check-in to check-out, people face many queries and issues which must be resolved by the employee working in the reception. Moreover, customer services also include attending to people through phone calls, giving them necessary information about the hotel services and taking their bookings (Lucas, 2022). Performing these tasks properly requires efficient customer service skills. This includes positive approaches and behaviours while interacting with a person, giving attention to their words and providing active solutions. An employee must talk in clear language in a polite manner so that clients can clearly understand them. Moreover, showing empathy is also another part of this skill which is very important while attending to customers. Besides these, while communicating with disappointed clients, it is very crucial to convince them properly and provide better offers to negotiate effectively. An employee must have the problem-solving abilities to resolve the issues faced by customers and take responsibility for their mistakes. Further, another skill in this area is having the patience to handle guests in stressful situations efficiently and give them a positive experience. Through these skills, one can appropriately provide every service to customers while working in the front office (Salas-Vallina et al., 2020). These skills are noticed in the staff of popular hospitality brands such as Premier Inn Hotel. Here, through effective skills front desk employees handle customer queries and resolve their issues as fast as possible.  

	
Key Skill 2 – Communication Skills 


	


Communication skill is defined as the capability to talk with a person in a proper manner and give and receive necessary information. Communication is mainly of two types namely verbal and non-verbal. The first one is mainly conducted by speaking with others and listening to their words. On the other hand, the second one is a written form of communication. While working as a front desk staff of a hotel both types of communication are crucial. For verbal communication, it is very important to hold a polite tone and professional body language so that people can engage in the conversation easily. It also attracts individuals through communication and helps in sharing information or negotiation. Moreover, confidence is another significant factor which is required while communicating with someone. As a hotel front office staff, direct interaction is conducted while working with other departments as well as with guests (Mukhiddinova et al., 2021). They take bookings and complaints from people which they eventually transfer to specific departments such as housekeeping, finance, food and beverages and marketing. During this process, clear and precise verbal communications are required so that the other person can properly understand and take action accordingly. Moreover, non-verbal communication is also conferred by front desk employees while documenting important information and transferring it to higher authorities. Grand Hotel Scarborough provides a variety of services and their front office employees are involved 24/7 in direct or indirect communication. They interact with guests as well as staff of other departments to make sure guests can get a memorable experience (Puscas et al., 2021). 

	
Key Skill 3 – Organisational Skills 


	
This skill provides the ability to manage and organise the available resources in the proper way to work efficiently. Front office employees in the hospitality sector require strong organisational skills so that they can manage operations effectively and fulfil the requirements of guests. Basic organisational skills involve the ability to manage and store important documents related to customer information. They are also responsible for organising the traffic in front of the reception so that guests can easily check in and check out. A specific skill is noticed in the employees of London Marriott Hotel County Hall which is data tracking skills. Employees keep track of the booking of customers and also check daily appointments, meetings and events within the hotel premises (Miles, 2023). Moreover, making innovative plans and schedules is another part of organisational skills. Through this capability, the employees can properly fix schedules for guests and make plans according to their requests. The ability to be attentive is another factor related to this skill which helps in observing every detail and modifying their operations accordingly. It creates more organised approaches towards solving any issue or modifying front office operations to meet customer preferences. Besides these, as a part of organisational skills, employees must have efficient knowledge of computer technologies. Through this, they will be able to resolve issues quickly and also keep documents or share emails with management appropriately (Garavan et al., 2021). 

	
Key Skill 4 – Problem Solving Skills 


	
Problem-solving skills are considered the cognitive capabilities enabling one to spot, analyze, and resolve issues in an effective way. They involve a large range of sub-skills such as critical thinking, making vital decisions, creativity, communication, and adaptability. These elements become crucial for ensuring seamless operations and satisfied guests considering the dynamic environment of the industry. Situations must be analyzed in an objective way along with recognizing root causes, and considering a range of possible factors. These have to be proceeded before reaching conclusions in any form (Koehorst et al., 2021). For instance, a guest might be checking in late due to confronting a delayed flight. It is also vital to proceed to decisions at a quicker rate, especially during circumstances where time becomes crucial. Solving problems requires communication with guests, colleagues, and external partners in a neat and empathetic form. On the other hand, it is vital to think outside the box to find innovative solutions. This can be evident during facing limited resources or unconventional situations. The eventual goal should be to approach solutions with a service-oriented mindset. Prioritising the satisfaction of guests and demonstrating patience have to be evident. Efficient CSE training has been introduced in Britannia hotels for the front desk staff to solve problems (Britannia Hotels, 2024).
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A hotel with lovely views of the seafront.Staff very friendly and helpfulThe breakfast s very good value
with an extensive choice.Great poached eggs() and you can eat as much as you want.

Slight negative in the rooms s they do not have a huge amount of storage space but if you are only
staying for a couple of nights it will not matter.

Date of stay: January 2024

00000 \oiue

Location

00000 SiccpQuaity

Review collected in partnership with this hotel @

00080 Rooms
Cleanliness

00000 serice

‘Ask H9816BFgarye about Premier Inn Whitley Bay Hotel

13 Thank H9616BFgarye ]




