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Introduction
Welcome to a thorough investigation of Hotel Administration and Front Office Operations, a field where the fusion of hospitality industry theory and practise paves the path for excellent guest experiences. This report captures a varied journey that develops via three related parts, each of which sheds light on a certain aspect of this dynamic field. This paper documents our research, acts as a knowledge base, and attests to the significant influence hotel management and front office operations have on the hospitality industry (Rosyid, 2020). As an example I have used “Premier Inn” name in this report. The intersection of theory and practise is a key feature of this trip, and the industry insights and real-world examples that light the way have been a major source of illumination for me. I ask you to join us on this exploration of discovery and mastery as I delve into the key components that characterise this area. Each piece smoothly integrates into the fabric of the overarching story, which is the art and science of providing exceptional guest experiences in the hotel industry.
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Key Skills for Working in the Hotel Front Office:
Communication Skills: Interacting with customers, coworkers, and other hotel departments requires effective communication. To fulfil the demands of a wide range of visitors, front desk staff must communicate information properly, listen attentively, and modify their communication style (Dubofsky, 2013).
Customer Service Experience: Excellent customer service is at the core of the front desk's responsibilities in hotels. This entails attending to visitors' requirements, responding to issues as soon as they arise, and making sure they have a pleasurable stay (Ganguly, 2019).
Computer Literacy: Computer and technology skills are essential for working with the numerous hotel systems, such as reservation systems and software for managing properties. For front office workers, proficiency with these technologies is crucial (Rosyid, 2020).
Reflective Model
The framework I feel most comfortable utilising for my reflection on the essential competencies needed to operate in the hotel front office is Gibbs' Reflective Model. I may carefully assess and reflect on my experiences and abilities using the structured technique provided by Gibbs' model, which entails a number of steps (Kusumarini, 2021). The Gibbs Reflective Model will give me a structured and all-encompassing framework to reflect on my own experiences and abilities, connect them to theoretical concepts, and successfully investigate industrial examples in my journal entry. Through a methodical self-assessment process, it will lead me to a better knowledge of each talent and how it relates to my responsibilities in the front desk of a hotel.
Reflecting on My Own Skills and Experiences
Communication Skills
In a recent situation, I had to deal with a guest who was unhappy with their room assignment because of a miscommunication. To address their worries, I needed to speak in a clear and sympathetic manner. The good news is that I was able to satisfy the guest with my solution to the problem. To avoid such misconceptions, I should have communicated more proactively, I realised (Dubofsky, 2013). Upon consideration, I came to the conclusion that effective communication and attentive listening are essential to preventing and addressing guest difficulties. During check-in, I need to be more proactive in describing room assignments and amenities (Rosyid, 2020).
Customer Service Skills
I came across a guest who was dissatisfied because their room wasn't ready when the check-in procedure was hectic. In order to soothe their annoyance, I had to offer exceptional customer service (Kusumarini, 2021). In spite of the delay, I was able to respond to the visitor's worries and offer solutions for their comfort. The visitor left content. This experience emphasised how crucial it is to maintain composure and empathy in stressful situations. It also emphasised how important problem-solving is to providing top-notch customer service (Ganguly, 2019).
Link to Theoretical Principles
Communication Skills
My own experience demonstrates how applicable communication principles are in everyday life. In line with the theoretical focus on guest-centric communication in hotel front office operations, clear and sympathetic communication is essential (Dubofsky, 2013).
Customer Service Skills
My experience is a good example of how customer service ideas are put into practise. It is consistent with the theoretical framework of exceeding customer expectations even in difficult circumstances to manage customer annoyance and offer options (Pineda & Brebbia, 2012).
Provide Industry Examples
Communication Skills
Consider a visitor who arrives at the hotel fatigued from a long travel and anxious to rest. The key at this point is effective communication. The front desk personnel extend a cordial grin of welcome to the visitor, details the amenities of the accommodation in detail, and enquires as to any special requirements. The guest's stay is made more enjoyable by this good communication (Pesonen & Neidhardt, 2019).
Customer Service Skills
According to Ganguly (2019), on a sweltering autumn day, a visitor discovers a problem with the air conditioning in their hotel. Frustrated by their pain, they call the front desk. An employee with excellent customer service abilities listens to the issue with promptness, apologises for the inconvenience, and sets up a maintenance team to fix it. The guest's annoyance is reduced, and they value the prompt response.
Computer and Technology Skills
The hotel's property management system is effectively used by the front desk employees to check guests in, check room availability, and handle reservations. The efficient use of these technology simplifies front office procedures (Pesonen & Neidhardt, 2019).
Journal
I am reminded of the crucial function that these vital abilities play at the hotel front office after reflecting on my experiences and the offered examples from the sector. These abilities form the basis of first-rate customer service, from guaranteeing seamless check-ins to resolving customer complaints and adjusting to unforeseen challenges. I'll go into more detail about these abilities in my diary entry, revealing my own observations and evaluations of myself (Moore, 2021). Each essential skill will have its own part, where I will use Gibbs' Reflective Model to describe, analyse, evaluate, and draw conclusions while drawing on my personal experiences and the examples from the business to generate action plans. This methodical approach will enable me to think thoroughly on my process of skill development and how it relates to Premier Inn's front desk operations.
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	Trip Advisor Review Response 150 words +/-10%

	Positive Trip Advisor Review
Review Title: Wonderful Stay at Premier Inn
Reviewer: HappyTraveler123
Review Date: October 25, 2023
Rating: ★★★★★
Review: "I just enjoyed a vacation at the Premier Inn, and I must say it was a wonderful experience! I was treated with respect from the moment I entered by the employees. My balcony had a great view, and the room was cosy and spotless. The cuisine at the breakfast buffet was superb and offered a wide variety. I also valued the location because it made getting around the neighbourhood simple. Overall, it was a memorable stay, and I can't wait to return!"

Our crew is greatly motivated by your comments because it is always our objective to give our visitors a friendly and enjoyable experience. We are happy to hear that you were satisfied with our services and facilities.

Your good sentiments will be shared with our hardworking staff members as appreciation for their efforts. They take great delight in providing superior service. We are really happy to hear that you enjoyed our breakfast selections and found the comfort you needed in your accommodation.





	Screen shot of referenced Trip Advisor review used:
[image: ]
Response
Dear HappyTraveler123,
We appreciate you taking the time to tell us about your fantastic visit at Premier Inn. We are overjoyed to learn that your stay exceeded your expectations, and we sincerely appreciate your kind words.
It makes our staff happy to know that you felt valued during your stay because we take great satisfaction in offering outstanding service to our visitors. We're happy to hear you appreciated your spotless, cosy accommodation with a wonderful outlook. We appreciate your kind words about our breakfast buffet and the delectable fare (Moore, 2021).
Our position, which provides quick access to the region's attractions, is undoubtedly a strong point. We're thrilled to have been a part of your fantastic visit, and we can't wait to see you again for even another unforgettable experience (Kusumarini, 2021).
We once more appreciate you selecting Premier Inn. Your comments spur us on to keep providing first-class hospitality.
Warm regards,
Mr. John
Premier Inn Management Team

	

	

	

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

	
Subject: Complaint 
Dear Sir/Madam, 
I hope this letter finds you well.
I am writing to express my disappointment and dissatisfaction with my recent stay at your hotel. Unfortunately, my experience overnight on Friday 27th of October in room 205 fell far short of the standards I had expected. I believe it is important to bring these to your attention. 
Firstly, I was deeply dissatisfied with the quality of the breakfast on Sunday morning, the food served was cold and tasteless. As a guest I believe it is reasonable to expect a warm and appetising meal to start my day and this certainly was not the case. Secondly, I was subjected to a considerable amount of noise throughout the night due to baby crying in a neighbouring room. The incessant crying made it near impossible to sleep, I believe it’s the hotel’s responsibility to ensure a peaceful and comfortable environment for all guests. 
Lastly, I was appalled by the cleanliness of room 205. The bath had visible strands of hair and the toilet was unclean. As a guest, hygiene is of upmost importance to me and it was disheartening to discover such unhygienic conditions. 
I hope that my feedback will contribute to the overall improvement of your services and I will look forward to hearing from you soon. 
Yours Sincerely, 
R Federick 
Mr Ronald Federick, 

Response 
Dear Mr. Federick,
I sincerely hope you are doing well and reading this. I want to apologise on behalf of the entire Premier Inn team for the unsatisfactory experience you had recently. We consider your criticism seriously, and I can tell you that we are committed to resolving the problems you identified in order to enhance our offerings.
Breakfast Quality:
I'm sorry that you thought the quality of our breakfast fell short of what you were hoping for. We sincerely apologise for the food that you received, which was both cold and flavourless. The high calibre we maintain is not met by this. To ensure that such occurrences don't happen again, I personally sent our culinary team your input. The breakfast experience for all of our visitors is being improved (Ganguly, 2019).
Noise Disturbance:
As a peaceful and comfortable stay is of the utmost importance to us, I would like to express my regret for the disturbance brought on by noise from a nearby room. We will look into the matter further to identify the source of the disturbance and put forth measures to prevent similar occurrences in the future (Corbett, 2020).
Room Hygiene:
Regarding the sanitary difficulties, you noticed in room 205, I am really worried. I am truly sorry for the lapse as sanitation and hygiene are essential components of our service. To guarantee that every room meets our high standards for cleanliness, we have already made initiatives to enhance our cleaning practises (Green, 2020).
Resolution: We would like to extend a complimentary two-night stay at our hotel to you as a way of showing how dedicated we are to your satisfaction. This will enable us to show you how we are improving and earn back your confidence in our offerings. Please let us know the dates that work best for you, and we'll make the necessary arrangements (Kusumarini, 2021).
We value your input, Mr. Federick, as it identifies areas for improvement. Our primary goal is your satisfaction, and we are committed to making sure that your subsequent visits to Premier Inn are outstanding in every aspect (Moore, 2021).
We appreciate the chance to respond to your concerns. When you return, we hope to provide you with even greater service.
Warm regards,
Mr. John
General Manager
Premier Inn
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Component Three
Contribution to Overall Module Assessment: 
Corbett (2020) stated that the hotel guest cycle is a key paradigm used in the hospitality sector that describes the numerous phases a guest experiences while staying there. It is an important component of hotel management because it is crucial in determining the guest's entire experience and happiness. The four major phases of the hotel guest cycle pre-arrival, arrival, duration of stay, and departure will be examined in depth in this essay.  For a seamless and enjoyable stay, each of these components must be managed well. Each of these components reflects a different step in the guest's trip. We will examine the best practises and tactics related with each element, providing light on the crucial role they play in visitor pleasure and the success of hotel operations through engagement with pertinent literature and actual industry examples.

	
Element 1 – Pre-Arrival 


	For a seamless and enjoyable stay, each of these components must be managed well. Each of these components reflects a different step in the guest's trip. We will examine the best practises and tactics related with each element, providing light on the crucial role they play in visitor pleasure and the success of hotel operations through engagement with pertinent literature and actual industry examples (Green, 2020).
It is impossible to overestimate the significance of the pre-arrival stage because it has a big impact on both hotel operations and guests. It establishes the mood for visitors' entire stay. During this time, guests start to form opinions on the hotel and begin to get excited for their stay. During this phase, any hiccups or difficulties might cause disappointment and have a negative impact on the entire guest experience (Heyes, 2017). Effective pre-arrival management is essential to hotel operations for both visitor satisfaction and operational effectiveness. It is the responsibility of hotels to accurately record and accommodate all requests and preferences of guests. Hotels may personalise the guest experience by engaging with them before they arrive, which increases loyalty and favourable ratings.
The importance of the Pre-arrival stage has been emphasised by extensive study in the hospitality sector. Best practises and methods include open lines of contact with visitors, providing pre-arrival questionnaires to learn about preferences, and making sure reservations are smooth and precise. For instance, the "Bonvoy" reward programme from Marriott International enables customers to select their preferences prior to arrival, resulting in more individualised stays (Kusumarini, 2021).
The benefits of efficient pre-arrival management are further demonstrated by real-world examples from various industries. The Ritz-Carlton Hotel Company, which is renowned for providing great service, gets in touch with visitors in advance to find out if they have any special requirements or demands. The expectations of visitors are not only satisfied but also surpassed thanks to this proactive attitude (Corbett, 2020).


	
Element 2 – Arrival 

	The physical arrival of guests at the hotel is symbolised by the Arrival stage in the hotel guest cycle. It is a crucial stage that can greatly affect how a guest feels about their entire stay.
Aprianto (2018) reported that for visitors, a great arrival experience is crucial. It creates an impression that will stick with them throughout their vacation. Warm welcomes, speedy check-ins, and prompt delivery of necessary information increase the likelihood that visitors will feel valued and appreciated. On the other hand, a bad arrival experience—like lengthy wait periods or incompetent staff can cause instant displeasure.
A satisfying arrival experience is crucial, as evidenced by the literature in the subject of hospitality. The check-in procedure should be simple, welcomes should be tailored to each guest, and hotel amenities and services should be explained clearly. According to research, accommodations with smooth and attentive check-in processes tend to have higher reviews from their visitors (Heyes, 2017).
A few instances from the industry highlight exceptional Arrival experiences. The Four Seasons Hotel, renowned for its outstanding service, provides guests with a seamless arrival experience by designating a specialised staff person, frequently referred to as a "Guest Relations Manager," to help visitors from the moment they arrive. In order to provide visitors a lasting first impression, these managers guarantee a friendly greeting, quick check-in, and individualised treatment (Huang & Chen, 2020).

	
Element 3 – Duration of stay 


	
The duration of a guest's stay at the hotel, from check-in to check-out, is covered by the Duration of Stay stage in the hotel guest cycle. To create a memorable and pleasurable experience, the hotel must maintain and improve visitor satisfaction during this period.
It is impossible to exaggerate how important it is for guests to be happy while they are there. It directly affects how they view the hotel overall and has an impact on how they will book in the future and refer it to others. A happy customer is more inclined to spread the word about the establishment and write great reviews (Aprianto, 2018).
The hospitality sector has produced a wealth of literature, much of it emphasising tactics and methods for improving the stay of the client. The provision of individualised services, foreseeing guests' needs, and timely and effective support are a few examples. In order to increase convenience and security, Hilton Hotels, for instance, uses digital keys to let customers access their rooms using cellphones (Huang & Chen, 2020).
Effective Duration of Stay management is demonstrated by real-world cases from the hospitality sector. For its extraordinary in-room guest experiences, the Mandarin Oriental Hotel Group is well-known (Kusumarini, 2021). By noting customer preferences such as preferred room temperature, snacks, or room views and making sure they are satisfied throughout the guest's stay, they put a strong emphasis on generating personalised experiences.

	
Element 4 – Departure 


	The last stage of a guest's journey is the Departure stage in the hotel guest cycle. It significantly influences how the visitor views their entire stay. To provide a good first impression, the departure process must be easy and satisfying.
The final chance for hotels to ensure a great guest experience and collect feedback is before check-out. During this time, visitors ought to feel respected and appreciated. To make sure that visitors depart on a positive note, it is also a good moment to take care of any unresolved requests or problems (Huang & Chen, 2020).
Literature in the hospitality sector identifies crucial elements and procedures for delivering a smooth and satisfying departure experience. These consist of quick check-out procedures, unique farewells, and ways for visitors to offer feedback. For instance, Marriott Hotels gives guests the choice of an express check-out and gives them the chance to voice their opinions and comments (Kusumarini, 2021).
Successful departure management is further illustrated by industry case studies and examples. Small thank-you presents or handwritten cards are frequently given to visitors by The Peninsula Hotels, which are renowned for their great service. As customers say goodbye to the hotel, these kind deeds make a good and lasting impression (Aprianto, 2018).






[bookmark: _Toc146891913][bookmark: _Toc150241183]Conclusion
In the first part of the course, we set out to discover and comprehend the core competencies required to succeed in the front desk of a hotel. The selected reflective model functioned as a benchmark, exposing my own paths towards skill acquisition and self-awareness. The "Premier Inn" emerged as my canvas as I dove into the world of hotel administration, where academic principles blended with real-life experiences to show how learning and practise go hand in hand. This report transcends the domain of purely academic knowledge to encompass the realm of practical wisdom, capturing the essence of hotel management and front office operations. It is evidence of how hospitality is an all-encompassing industry where knowledge, collaboration, and creativity come together to create outstanding guest experiences. As we pursue excellence in the provision of guest service and the maintenance of the hospitality spirit, the journey of hotel administration and front office operations is an ever-evolving one that invites us to keep learning, adapting, and inventing.
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