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	During my tenure as a front desk office member at Premier Inn, Melton Mowbray, I was deeply immersed in an array of tasks that included actively facilitating check-in and check-out procedures, managing reservations, and efficiently handling guest inquiries. 
Concrete Experience
This 'concrete experience' provided an immersive insight into the intricate operational functions of the hotel and honed my ability to engage with guests seamlessly (Mansour Ghazi, 2016). As I observed and assisted guests, it became increasingly apparent that effective communication was pivotal. This realisation underscored the necessity of adapting my approach to cater to the diverse needs of each guest. 
Reflective Observation
These observations propelled me into the 'reflective observation' phase, emphasising the crucial role of being attentive and adaptable in communication to curate a positive and personalised guest experience (Brotherton, 2017). My work in the front office has allowed me to handle a wide range of guests and administrative tasks first-hand. In charge of reservations, check-ins, and guest inquiries were among my duties. I helped with daily operations, interacting with a wide range of customers and addressing problems.
Abstract Conceptualisation
Engaging in these practical experiences afforded a platform to translate theoretical principles into tangible actions, fostering the 'abstract conceptualisation' phase (Henry, 2018). The theoretical underpinnings of customer service were vividly exemplified as I endeavoured to ensure guest satisfaction by providing not just attentive service but also by being proactive in resolving issues. Delving deeper into the theoretical framework, I gained profound insight into the interdependent nature of various hotel departments. This realisation highlighted the pivotal role of organisational efficiency in orchestrating a seamlessly integrated guest experience. Understanding this interconnectedness became pivotal, as it underscored the importance of a well-coordinated approach among different departments to ensure a harmonious and efficient operation, all in service of delivering an exceptional guest experience. During these encounters, I came to see how important good communication was to the satisfaction of the guest. The overall experience of my different guests was enhanced by my ability to customise my communication to their needs and circumstances. In addition, resolving issues like irregular bookings or guest complaints helped me understand the importance of problem-solving and fast thinking.
Active Experimentation
Adhering to the 'active experimentation' phase of Kolb’s cycle, I earnestly put into practice the wealth of insights garnered from my experiences. This involved deliberate experimentation with a myriad of communication styles, aiming to tailor interactions to suit the diverse and individual needs of each guest. Emphasising active listening and adaptable communication emerged as critical components in my pursuit of delivering service excellence. Additionally, actively engaging in problem-solving scenarios, be it addressing discrepancies in bookings or resolving guest concerns, sheds light on the utmost significance of swift and effective solutions (Nalley and Bufquin, 2020). These experiences strongly echoed the theoretical principles underlining the significance of promptly resolving issues to ensure heightened levels of guest satisfaction. The practical applications further reinforced the understanding that timely and efficient solutions are paramount in creating memorable guest experiences. Using my newly acquired knowledge, I have actively tried numerous communication philosophies to accommodate a variety of visitor kinds. In addition, I've employed problem-solving approaches to address issues and ensure a good end. I've also tried to improve my technical knowledge by learning about various hotel management applications.
Overall Comments
Summarising my tenure at Premier Inn, Melton Mowbray, the practical immersion within the hospitality setting acted as a bridge, linking theoretical knowledge to real-world applications. It went beyond reinforcing the quintessential elements of effective communication, customer service, organisational efficiency, problem-solving, and technical competencies. These experiences provided not only an enhancement of my skills but, more profoundly, a deeper comprehension of the intricate synergy between theoretical concepts and their tangible manifestations within the dynamic realm of the hospitality industry. This transformative journey has reshaped my perspective, elucidating that theoretical understanding is merely the starting point; the true essence lies in its practical manifestation and adaptation in response to the nuanced demands of guest interactions. Kolb’s Learning Cycle became an invaluable companion, fostering a comprehensive understanding of the importance of not just learning but the application of this knowledge to elevate guest experiences, shaping a holistic and enriched approach towards hospitality (Roman, 2016).
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	Trip Advisor Review Response 150 words +/-10%

	Dear Kazza,
Thank you for sharing your positive experience! We're delighted that you found our place comfortable, clean, and friendly. It's wonderful to hear that our beds provided you with a good night's sleep, and the spacious floor shower was a bonus. Your suggestion for handrails is duly noted, and we'll certainly consider this for future improvements to ensure the safety and comfort of our guests.

Our housekeeping team takes great pride in providing top-notch service, and we're thrilled to hear that they were accommodating during your stay. Your kind words mean a lot to us and will be shared with the team.

Your feedback is invaluable as we strive to create an even better experience for our guests. We appreciate your loyalty and look forward to your next visit. 

Thank you for choosing our place. We're committed to providing you with a consistently wonderful stay each time you visit.

Warm regards,
Front Desk
Premier Inn, Melton Mowbray




	Screenshot of referenced Trip Advisor review used:
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Figure 1: Positive Review    Source: (Tripadvisor, 2023)

	

	

	

	
Letter of complaint response 500 words +/- 10-%

	Mr Ronald Federick,
17 Trinity Court,
Swansea
SA1 2AR

Dear Mr. Ronald Federick,

Subject: Apology and Resolution for Your Recent Stay

I hope this letter finds you in good health. Firstly, please accept our sincere apologies for the dissatisfaction and inconvenience you experienced during your stay at our hotel on Saturday, August 26th. Your feedback is deeply valued, and I want to assure you that we take your concerns very seriously.
I completely understand and empathise with the disappointment you expressed about the quality of the breakfast served. Providing a warm and satisfying meal is the standard we aim for, and, regrettably, we fell short in this aspect. I have addressed this issue with our kitchen and service staff to ensure immediate corrective measures. Rest assured, we're revising our breakfast service standards to ensure the food is served hot, fresh, and appetising to meet your expectations and those of all our esteemed guests.
The disturbance caused by the baby crying in the neighbouring room is indeed regrettable. Please accept our apologies for the inconvenience and discomfort this caused. Ensuring a peaceful and relaxing stay for all our guests is a top priority, and we're revisiting our room allocation policies to prevent such disturbances in the future.
Regarding the cleanliness issue in room 205, I'm deeply sorry for the oversight. Cleanliness and hygiene are of utmost importance to us, and what you described does not reflect the high standards we aim to maintain. Our housekeeping team has been briefed, and additional training and protocols are being implemented to ensure a thorough and immaculate cleaning process in every room.
In response to your feedback, we are taking immediate action and implementing the necessary changes to address these concerns. Additionally, as a gesture of our commitment to your satisfaction, I would like to offer you a complimentary two-night stay at our hotel, inclusive of upgraded amenities and services, to showcase the improvements made based on your valuable feedback. We aim to regain your trust and provide you with the exceptional experience you rightly deserve.
Your feedback is instrumental in helping us refine our services, and I genuinely appreciate your openness in sharing your experience. We truly value your patronage, and I hope this gesture demonstrates our commitment to your satisfaction and the overall enhancement of our services.
I would like to extend my assistance in ensuring your future visit is nothing short of excellent. Please do not hesitate to contact me directly at Premier Inn, Melton Mowbray, so that I may assist in making your next stay with us as pleasant and comfortable as possible.
Thank you for bringing these matters to our attention, Mr. Federick. We are committed to learning from this experience and providing an exceptional stay for you and all our guests in the future.
Yours Sincerely
Faruque Ahmed
Assistant General Manager
Premier Inn, Melton Mowbray
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Writing in essay format 

	Element 1 – Pre-Arrival 

	The pre-arrival stage in the hotel guest cycle encompasses critical processes that significantly impact a guest's overall experience. Efficient management during this stage involves three primary key elements: reservation and booking management, guest expectation setting, and personalisation.
An efficient reservation and booking system is fundamental. Research by Brotherton and Wood (2016) underscores the significance of a seamless booking process in ensuring guest satisfaction. Implementing user-friendly and versatile reservation systems allows guests to make hassle-free bookings, which directly impacts their initial impression of the hotel's service quality.
Better services also depend on managing visitors' expectations before they arrive. Clear and thorough communication regarding the features, services, and potential limitations of the accommodations helps to ensure that guests' expectations are in line with the experience. Dr. Nitin's (2019) work in "Hotel Front Office Management" emphasises the need to set reasonable expectations to reduce dissatisfaction upon arrival.
Furthermore, a memorable visitor experience is heavily reliant on customisation. Gathering and utilising visitor data to personalise their experience can significantly increase the hotel's commitment to addressing their individual needs. The research of Sigala and Chalkiti (2016) underlines the need to tailor services to the interests of each visitor. This personalisation, which not only enhances the tourist experience but also fosters a sense of connection and loyalty, can range from preferred facilities or services to lodging choices.
Examples from the industry show how technology can be applied to enhance guest personalisation. Mobile applications are widely used by hotels to let guests book their rooms, customise their stay, and communicate their preferences before they arrive. These technologies offer a degree of personalisation that can significantly influence guest satisfaction and loyalty by meeting and often surpassing individual expectations.

	Element 2 – Arrival 

	Guests' first degree of physical engagement with the hotel comes upon their arrival. It includes basics like the check-in process, a personalised greeting, and the room's readiness.
A smooth and efficient check-in procedure is critical to ensuring that a guest's stay begins on a positive note. McCabe and Johnson (2016) underline the significance of a speedy and simple check-in procedure because it directly affects consumers' first impressions of the hotel. Streamlining the procedure (perhaps with the assistance of technology or motivated individuals) ensures a great start to their stay.
Upon arrival, a personal greeting is also crucial. A warm, personalised welcome and assistance during check-in greatly influence how a guest feels about their stay. Kim and Jogaratnam (2017) emphasise the value of these human gestures in fostering a warm and inviting atmosphere.
Additionally, a well-prepared room is essential to a satisfied customer when they arrive. The researcher stresses how important it is to prepare and maintain guest rooms. This includes having a good first impression through cleanliness, sufficient amenities, and a welcoming atmosphere (Johnston et al., 2016).
Various approaches are typically incorporated by industry procedures to increase the arrival experience. Hotels sometimes employ handwritten notes, small welcome gifts, or personalised greetings upon check-in to offer a pleasant and individualised welcome for tourists (Vallen, Vallen, and Jerome, 2016). These practices, together with quick check-in procedures, set a nice tone for the rest of the guest's stay and improve their overall experience.

	Element 3 – Duration of stay 

	The continuous experiences and services a guest receives while staying at the hotel are included in the duration of their stay. Maintaining service quality, offering customised services, and successfully resolving issues are the essential elements of this stage.
Maintaining a high standard of service quality throughout a guest's visit is essential. Hammer (2016) emphasises how crucial consistency is to guest pleasure when it comes to service delivery. Maintaining excellent service from the point of check-in to the point of check-out benefits the entire guest experience.
During the visit, visitor contact and personalised services are also necessary. The study conducted by Ottenbacher and Harrington (2015) highlights the significance of personalised services and guest engagement in cultivating patronage loyalty. Making recommendations, customising services according to visitor preferences, and providing customised facilities are all important factors in ensuring guests are happy and stay loyal.
Effective issue-solving and visitor interaction are key components of positive experiences. It is critical to address issues as soon as possible to improve customer satisfaction and the quality of their stay as a whole.
Industry practices often focus on providing individualised services, engaging guests with activities tailored to their interests, and providing practical and efficient problem-solving mechanisms during their stay to give a high-quality and customised guest experience.

	Element 4 – Departure 

	The departure stage denotes the conclusion of a guest's stay at the hotel. This phase must include a smooth check-out procedure, gathering guest feedback, and post-departure communication.
It is critical to have an easy and efficient check-out procedure. Hayes and Ninemeier (2017) emphasise the need for a seamless and timely departure to ensure that visitors leave with a positive impression. Simple check-out practices, such as the ability to pay bills online or speed up the check-out process, make for a more joyful exit.
For the hotel to keep getting better at this point, getting input from visitors is essential. Solomon (2018) emphasises the significance of customer feedback in shaping future visitor experiences. This feedback may address a variety of aspects of their visit, such as facilities and amenities and service quality, and it can offer insightful information for the next developments.
One final opportunity to interact with visitors and foster loyalty is through post-departure communications. In addition to providing special offers or discounts for subsequent visits, the hotel shows its dedication to customer satisfaction by delivering post-stay questionnaires and follow-up emails. The importance of post-stay involvement in building a lasting relationship with guests is emphasised by Fanthome (2016).
Common methods in the actual world of industry are asking for feedback, sending post-stay questionnaires via digital platforms, and demonstrating a willingness to improve. Giving prizes, discounts, or exclusive packages for upcoming travel encourages repeat business and strengthens customer loyalty, all of which improve the hotel's standing and success.
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Great place to stay in a very lovely market town
Comfortable, clean & friendly place to stay. The beds are very comfortable &

having a large floor shower was a bonus, but it could do with a hand rail or two.
The housekeeper staff were very accommodating.
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This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor
performs checks on reviews as part of our industry-leading trust & safety standards. Read our transparency
report to learn more.




