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I have been working in Premier Inn Colchester Town Centre (Castle) Lidia Leva. During my placement here, I have explored many of my hidden capabilities and have grown more resilient and efficient. My placement within the housekeeping department has groomed me in my cognitive, intellectual and practical skills. For a thorough reflection of my placement experience, I will be taking up the Gibbs Model of Reflection that can ideally justify my feelings and ethical dealings.
Description: Throughout my placement, I was assigned with the primary responsibilities of the front office. These responsibilities included managing guest inquiries, check-ins and check-outs. The tasks were important to review the overall guest service experience in Colchester Town Centre (Castle). My professionalism relied on my managing of the reservations and addressing the concerns of the guest. Professionalism is prior for ensuring a cent percent of guest satisfaction (Corgel et al. 2011). However, the high demands reached a point when it became tough to answer the large volume of calls and simultaneously receive the new guests waiting for my response in the reception. Too many calls to the front desk can have an overload of staff and leave guests waiting for answers and ruin their experience.
Feelings: The fast moving environment of the hotel business conducted in the franchisee of Premier Inn demonstrated in me a unique set of experiences. When the large volume of calls awaited my answer and precision, I also had to meet the courtesies of the only staff in the front desk with three new guests waiting for their keys. In such a situation, my feeling was how to ensure that the waiting guests do not feel the front desk staff to be irresponsible. I had a feeling that with a little patience and courteous communication I could easily manage both the calls, the room service operators and the new guests.
Evaluation: My performance at the front desk was a blend of patience and precision. With the bulk volume of calls I was able to ensure a smooth check-in process which requires adaptability and composure. With effective communication I was able to strike a seamless and positive interaction with guests. Management strengths grow as an employee at the front desk can multitask and also resolve the arising conflicts at the room service departments (Bardi 2011). Thus, I could grow my time management skills by coping up with the demands of a dynamic hotel environment. 
Analysis: From the event of a large volume of bulk call reception and managing the check-in procedure, I learnt the art of interaction. It is necessary to deeply understand the role of the front office in providing a positive guest experience. Thus, by  creating a welcoming and efficient environment I have actively addressed the guests’ needs and met the expectations of the hotel Premier Inn’s authority. Moreover, ethical and cultural considerations are required to understand more the importance of cultural competence (Hammer 2016). This also leads to ethical decision-making in the hospitality industry.
Conclusion: The placement experience in the housekeeping department of Colchester Town Centre (Castle) has shown me the dynamic nature of guest service. It has been instrumental in shaping my communication and continuous self improvement.
Action Plan
As stated, the entry of large volume of guests’ calls had created an unwanted situation in the hospitality realm, thus after resolving and facing it, I have come up with the following plan of action:
	Stage of Situation
	Reflection

	What happened?
	-The guests with new check-in had to wait in the queue
-There was a delay in resolving and meeting the on-call requests
-With effective communication and time management every kind of demand was met.

	What could have happened? 
	-The guests at the check-in might have left for some other hotel
-The guests on call would have complained to the authorities due to late responses. 

	Feelings at the Event 
	-At first I felt nervous and alone. I was afraid that I would fail. 
- Later, I answered each customer with enough courage and confidence.

	Why did it Occur?
	-Due to less staff at the front desk
-lack of effectiveness by the room service department.
-Too many guests call at a single time all at once.

	What else could be done? 
	-To avoid such a situation, the management and front desk staff should manage the guests quicker and keep them engaged and entertained while they need to wait.

	Alternative Courses of Action
	-Employing more staff at front desk
-Surveying the needs of guests on a periodic basis. 

	Future Actions Required
	-Introduce a system generated waiting that can diary the requirements of the in-house guests so that front desk staff can resolve them without confusion.
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	Trip Advisor Review Response 150 words +/-10%

	
Review: 
Great stay
Lovely little hotel in a beautiful setting right next to the castle x lovely 5 minute walk up to the town for some great shopping. Discovered a beautiful local shop called Just Grace selling fabulous one off pieces of homeware x very cheap too (Tripadvisor 2024).
Date of stay: January 2020
Response: 
Dear, Paula
Thank you for taking out your precious time to give us this positive feedback on our hotel Premier Inn. We are delighted to hear of your beautiful and happy stay with us. We hope our hotel’s location serves you well in exploring the nearby locations. We have been thrilled to know that you discovered unique pieces of homeware at Just Grace. Your words inspire us to work more sincerely and we look forward to another warm stay with us. 
Best Regards,
Premier Inn.





	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	

To
Mrs. Joanna Blake
558 Longford Road
Swansea
SA1 2AR

Subject: Response to Your Recent Complaint at Staying in Premier Inn

Dear Mrs Blake,
I hope this letter finds you well. I am sorry to hear about the grievances that you carried along from your stay at our hotel. It is very unfortunate that we were found lagging in your perception. Your concerns are of utmost importance to us as it shows us the areas we have overlooked and gives us a chance to provide better service. 
At your complaint for the lack of cleanliness in our rooms, we are very sorry for the lapse in our housekeeping standards. We assure you that we keep strict surveillance to make sure to the best of our capabilities. There must have been some overlooking by our housekeeping attendants. To your complaint regarding the data coverage by the WI-FI service, we are sorry for the disturbances you have faced in the internet connection. We understand that the slow speed has hindered your work. Our sincere apologies for that. On top of it all, our failure at the customer service desk and the extreme noise at your stay has discomforted you. 
Customer comfort and satisfaction is prior to us. Thus, the hotel team assures you that we will reinforce needful measures to address the noise concerns. The hotel team will bring its best policies to ensure a peaceful environment for all our guests. We will also conduct a detailed review regarding the lack of customer and housekeeping facilities which you had to face whilst your stay. On providing better network and Wi-Fi services we assure you to come more efficient steps that can enhance the reliability and the speed of our internet services. 
In response to your grievances, we are set to conduct an audit at the performances of our staff and make sure the best experiences for the next time you stay in our hotel, Premier Inn. Your response has been very helpful to us. This will help us develop a culture of responsiveness and responsibility among our new and experienced staff. The ordeals you had faced has been a result of mismanagement and lack of communication within the core staff and we assure you, to make preparations for improving our management. 
Mrs Blake, we are grateful to you for finding the time to provide your experience in such a detailed manner. Your prescriptions have been received with utmost sincerity and attention. We hope you will choose to stay with us again and provide us the chance to show your gratitude and better performance. 
Please feel free to contact us with any further requirements and let us have the chance to serve you better. Thank you for understanding. 

Front Desk, 
Premier INN 
Colchester Town Centre (Castle) Lidia Leva
22nd Jan, 2024




Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	The hotel management and front office operations requires a skill set which can provide guests with supreme quality services and comfort. In the business of hotel management, the reputation lies in the capability of the staff to meet customer’s demands and sail higher the stardom and goodwill of the hotel (Tensone 2010). The tasks and responsibilities towards serving the guests of Colchester Town Centre (Castle) had required a nourishment of professionalism. According to Tewan (2009), among various key skills which are necessary to excel in the hotel business realm, the power of world class customer service and effective communication are most important. Along with it, organisational skills and a client-driven attitude to solve problems provides scope for surviving in the tough, dynamic and quick business. 
Key Skill 1: Customer service skills 
To deal with the various ordeals, it is important that the front desk operator staff keep a regulatory eye towards the housekeeping section and customer service section. According to ASET (2013), these two sections are the ones which come in direct contact with the hotel guests. Their attitude, behaviour and services are what gives the first hand impression and makes the signature of the hotel. Success in the hospitality services is retained by the approach of its customer services (Fallon and Rutherford 2011). A team of hotel management staff who are driven with the ‘Spirit to Serve’ helps in contributing to the organisational development. By personalising the services the hotel can choose to improve their rate of guests’ satisfaction. A strong customer service contributes to a hotel’s brand loyalty and earns more positive reviews.
The Goring Hotel of London is known for its excellent customer service skills. It understands the value of performance, staffing and training among its hospitality employees (Vallen et al. 2014). Through active listening and empathy, they have gained the reputation of positive customer stays and thus have earned brand loyalty in the dynamic hotel industry. 


	
Key Skill 2 – Communication Skills 


	

There can be no argument to the importance of effective communication in business fields. For hotel businesses the same goes unfiltered. An effective communication is the root cause for a stable horizontal and vertical support (Wood 2013). An effective communication system keeps a record of its employee’s productivity, performance and also parallels it with the dynamic needs of its guests. According to Williams et al. (2020), hospitality departments have the need to keep a close eye on how much their communication approach can save them from chaos and confusion. It is important to note that both the verbal and non-verbal forms of communication should be actively given importance. As per Kasavana (2017), this would improve the cultural quotient and build a better understanding. To grow the communication, hotels can integrate technological applications such as Guest Ware or Hotelier that can build a more user friendly interface. This way front desk staff can easily comply with the needs of each in-house and check-in guests easily and smoothly. 
The franchises of JW Marriott excel nonetheless in their effective communicational approach. Through their effective and innovative techniques of staying in touch with their guests they have established a uniform service throughout (Ivanov and Zhechev 2012). Moreover their use of technical appliances within the core hospitality team makes it easier for them to communicate among themselves and build a more resilient team. 


	
Key Skill 3 – Organisational Skills 


	
Implementing an efficient working structure requires punctual regulation throughout the hotel management structure. The organisational skills are very needful so that the hotel can conduct a smooth day to day operation. From handling reservations, coordinating the check-ins and check-outs to answering the calls of the in-house guests, it all requires a lot of coordination to establish a world class organisational structure. According to Chan and Lam (2013), in fact the art of time management, multitasking and attention to details allows the hotel’s operational staff to handle everything with ease in the time of peak check-ins. Learning the hotel policies and procedures can prove effective in building a concrete organisational structure and skill. Skill development programs are thus required so that hotels can establish a more swift flowing operation within their various manifold day to day tasks. 
To manage the front and back office tasks, a luxury hotel like Hotel 41 efficiently manages the guest arrivals (Rutherford 2021). They make sure that their side of the check-in process goes smoothly. They manage and coordinate with the room allocations and luggage handling. During peak and busy periods of guests check ins, an effective front and back office organisation allows Hotel 41 to survive their excellence and performance.

	
Key Skill 4 – Problem Solving Skills 


	
Moving on to the last and one of the most crucial hotel operational skills is the problem solving attitude. Adapting an optimistic perception in the dynamic hotel industry is very useful. As per Legnard et al. (2022), by building a team that can operate like a unit often helps in understanding how to solve the guests’ grievances quicker. By doing so the performance of the staff gets better and the hotel earns a valuable reputation. Adopting a unique problem solving attitude allows hotels to maintain the quality, health and safety and the guest services. 
Recently, The Landmark London has been ranked as the best hotel in the UK. In 2020 in The Sunday Times it was listed under '100 Best Companies to Work For' for their unique and essential set of problem solving skills (Wang et al. 2015). They ensure that their front office staff swiftly collaborate with the IT department and are able to implement the hotel policies in accordance to the guests needs and demands. 
In short, a good identity in the hotel business requires a balanced and structured layout of various important skills. These sets of skills help in building a cooperative and bustling infrastructure in the hospitality industry. In becoming a leading and effective manager the hotel industry aspirants have the need to understand the importance of each and every skill. A thorough revision of their strengths and weaknesses will help them become an irreplaceable part of their team’s framework. 
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