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Premier Inn Hotel appointed me as the front desk member and I was responsible for the check-in and check-out of the guests while making the guests comfortable by all means. I have used Gibbs's reflective model to express my experience through the reflection which is stated below. 
Description 
I was hired as the front desk staff by the Premier Inn hotel therefore, I was responsible for multiple tasks. Being the front desk member is challenging as you have be attentive related to the availability of rooms along with performing administrative duties one has to greet the guests warmly to make them feel comfortable. Housekeeping members and front-line desk management collaboratively can achieve sustainable green practices within the hotel management (Choy, et al., 2021). Therefore serving as the front desk member I was trying to coordinate with the housekeeping staff  to achieve sustainable practices in Premier Inn hotel. 
Feelings 
I started my career as a front desk staff in one of the well-recognized hotels which was a precious experience for me. However, along with the excitement and zest, I was a bit anxious as it was my first job. I was confident at the same time that I would be performing well because living alone has taught me to manage the household chores although I know that hotel management will be something challenging. Managing the house is different in terms of working with guests who have dissimilar perspectives, cultures, and attributes (Melián-González and Bulchand-Gidumal, 2017). Apart from all these challenges I was satisfied with my job, which I believe was the positive aspect of performing well. Moreover, job satisfaction is something that paves the way for performing tasks better (Amin and Al, 2021). However, dealing with the guests at times becomes exasperating especially when the guest is a foreigner, and that person cannot interpret our instructions, or the information provided. 
Evaluation 
I perceived from my experience as the staff at Premier Inn hotel that the training provided to the hospitality industry employees is a vital aspect of fulfilling the demands of the fast-growing industry. Moreover, as the competition has increased thus the quality of life and demands of people have also improved in the good terms (Khalimova, 2020). Furthermore, I evaluated working as the front desk member that I can manage my tasks effectively and efficiently which adds to my capability of multitasking. In addition to this, my communication skills aid me to succeed further in my job in the hospitality industry communication is a prolific tool to deliver excellent services. As I explored myself in-depth I concluded that along with the strength I have to improve my weak areas which were dealing with the uncertainties. There were times when the guests were waiting for a room and there were no empty rooms in the hotel due to the check-in and check-out timing issues (González-González et al., 2021). Moreover, the guests complained about the food or services so these uncertainties were the situations when I had to approach the higher management or I prefer that any other member can deal with it. This was solely because I was unable to handle these situations and I started to panic thus, I have to improve my problem-solving skills. 
Impact of placement   
The front desk job mentor me to perform well in the hospitality industry through attaining customer satisfaction. Guest feedback is a crucial element for the hotel to achieve the market image and to compete in the highly competitive industry. As a hotel employee, there are different sources associated with the positive and negative emotions of the staff member (Yang, et al., 2020). I can associate this positive emotion with the appreciation feedback that I receive from the guest. Moreover, the placement enhanced my skills and polished my abilities to communicate, build connections, and deal with uncertainties. 
Cultural and Ethical considerations 
Cross-cultural knowledge and ethical consideration are the core factors to be integrated within various domains or fields (Broesch et al., 2020). Cultural knowledge is the productive approach to succeed in the hotel business. Whereas, ethical consideration is an equally important factor in serving the guests. The cultural differences might cause the problems therefore, I was instructed to service the guests as per their cultural preferences. Through this placement, I learned about the cultural dissimilarities and the religious obligations associated with each cultural background. 
Conclusion 
Job satisfaction and motivation are the fundamental factors that enhance the work performance of employees (Rivaldo, 2021). The placement at Premier Inn Hotel improved my abilities and polished my skills through the motivation I received from the hotel management and the guests. This developed a sense of job satisfaction and therefore I was able to perform better. In addition, I learned problem-solving and dealing with uncertain situations through the supportive hotel management. 
Action Plan 
· Receive feedback from relevant individuals
· Attend training and workshops to further polish my skills
· Read management books to enhance my abilities 
· Attain knowledge about advanced technologies that can aid in hotel job
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	Trip Advisor Review Response 150 words +/-10%

	
Hello Mrs. Lee W,

We are delighted that you took the time out of your schedule to share your thoughts and experiences from your stay at our hotel. It is truly heartwarming to hear that our receptionists were not just able to meet but exceed your expectations with their excellent recommendations. We are also thrilled to know that you found your room to be clean and comfortable, just as we aim for all our guests.
Customer satisfaction is our primary goal and the driving force behind everything we do.

Our manager, Sophie, will be over the moon to hear your generous words. She, along with the rest of our dedicated team, is deeply committed to not just meeting, but exceeding our guests' expectations in every possible way. 

We are also extremely pleased to hear that you had a fantastic dining experience at our on-site restaurant, the Beefeater. Our dedicated team there is always striving to offer a wide range of delectable food options, warm and friendly service, and an overall memorable dining experience. 

We look forward to welcoming you back soon.









	Screen shot of referenced Trip Advisor review used:[image: ]

	

	

	

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

Dear Joanna,

I trust this message finds you in good health and high spirits. My name is Ava, and I'm reaching out to you today to discuss the concerns you raised about your recent stay in room 330 at our hotel. I want to begin by extending our deepest apologies for the less-than-ideal experience you encountered. Our mission is to deliver top-tier service and comfort to our guests, and it's evident that we didn't live up to that promise during your visit.
Your feedback is not just important to us, it's essential. It's the compass that guides our actions and helps us improve. I want to assure you that we're not just listening to your feedback, but we're also taking concrete steps to address each of your concerns. Let's delve into each one:

1. **Cleanliness**: Our commitment to cleanliness is unwavering, and we take pride in providing a spotless and comfortable environment for our guests. It's deeply disappointing to learn that we didn't meet this standard during your stay. Your feedback has been shared with our housekeeping team, and we're introducing additional checks to ensure every room meets our stringent cleanliness standards before guests arrive.

2. **Wi-Fi**: We understand how crucial a reliable internet connection is, especially for our guests who need to work during their stay.  Unfortunately, during your stay our internet provider fell short to supply the quality of internet you were expecting - the issue was investigated, and the root cause identified to prevent this happening again.
As a gesture of goodwill, during your next stay at any Premier Inn throughout the UK we will give free of charge Premium Internet access using the attached voucher.

3. **Noise Levels**: We strive to create a tranquil and restful environment for all our guests, and we're sorry to hear that noise from neighbouring rooms disrupted your peace. We're revisiting our noise policy which includes corridor checks every hour and will be reinforcing it with all guests to ensure everyone's comfort is respected and maintained.


4. **Customer Service**: Our staff is here to be responsive and attentive to our guests' needs. Your feedback has been shared directly with our team, and we're planning additional training sessions to ensure all our guests receive the high level of service they deserve.
Joanna, your feedback is a gift, and we're thankful for it. It helps us pinpoint areas where we can do better. We're committed to making the necessary adjustments to ensure these issues don't recur in the future. We hope to have the chance to welcome you back and provide you with the exceptional experience you should always expect from us.
Thank you once again for bringing these matters to our attention. If you have any other concerns or suggestions, please feel free to reach out to me directly. I'm here to listen and act.

Kind regards,
Premier Inn team
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Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	It is an act of giving support to both the existing or to those who are expected to entertain in near future. Customer service is a deed for entertaining, guest, customers who comes in contact with your business empire (Sadhale, 2023). As customer service entertains people through email, phone calls, chats, or through social media. A good customer service proves to be profit for a hotel, as the customer is likely to be entertained again and again. As per reports, poor customer services causes loss of billions in UK firms. As per reports, 35% of the customers are willing to pay more for being served with good services, 34% of the customers would likely to stay back if things are not up to their expectation, 81% of the customers likely to post and share their experience on social media. Four basic principles are required for maintaining good customer services skills (Stewart, 2019): personalized (it helps in maintain good terms with customers as they informed about the value they are given by the hotel management and their problems are heard and close enough to be solved), competent (front desk officer must possess vast knowledge about the products available at hotel and the will to solve customer problems, the more knowledge a front desk officer , the more they are likely to be competent), convenient (every customer needs a convenient channel through which they can easily come in contact with front desk officer), and proactive (the customers are foresighted to be reached out by the hotel management, proactively reaching to customers about the downtime would be beneficial).

	
Key Skill 2 – Communication Skills 


	Hoteliers focus on the satisfaction of the customer as the customer may prove to be source of revenue for them. Customer satisfaction can be defined as the services provided to customer in accordance or surpass of their expectations (Elizar, 2020) (Al Fahmawee and Jawabreh, 2022). Communication is the way through which we can deliver ideas, information, in such a manner through which a person can interlinked with a community or another person in better terms. As per psychologists 60% of the communication is nonverbal (Burgoon, 2021) i.e.; without using any words, by means of gestures, body language, tones, and using symbols. Front desk officer (most prominent staff) plays a crucial role in this, by being the first ones to meet and greet the guests from their arrival to departure from the hotel (Warren, 2019). As the front desk officer is highly exposed to the customers than any other staff members so they are to provide services to customers as per their expectations. Front desk officer must be possessing fairly nice attitude, must be cleaned, and properly dressed as they bring prestige to the hotel, and most important a front desk officer must be competent enough to manage complains, issues faced by the customers during their stay at hotel, one must withstand with the facilities provided and given by the hotel.

	
Key Skill 3 – Organisational Skills 


	The hospitality industry serves to be a rapid growing industry fully depending upon the feedback and satisfaction of its customers (Mmutle, 2017). Organisational skills are required for the resources to be used effectively and efficiently. The industry consisting upon doing personalized task by concierge service for overall management and marketing (Line & Hanks, 2019). By working as a front desk officer, one must need to have vast knowledge regarding the business ideology and the market system. Multitasking and time management go hands in hands, and the front desk officer readily be able to work under immense pressure. Prioritization, schedule of the things and different tasks, and effective management of time, customer service, industry knowledge, effective communication, paying attention to small details, dedication, strategic planning, and self-motivation, critical thinking, are the key components required for the better organisation of hotel.

	
Key Skill 4 – Problem Solving Skills 


	Being the first to engage with customers, leaving a significant impact on customer’s experience. One must be having bilateral skills and must be superlative in multi-tasking. According to survey, around 1.2 million receptionist jobs were secured by females accounting for 89.9% of the job market as they prove to a good listener and communicator (Fulmore, 2021). The problems that are associated with hotel industry which a front desk officer might have to face are: hiring and retainment of staff, operational issues, rising cost of the things, issues of housekeeping, guest expectations, data insecurity, maintenance of online feedback and reputation, loss of customers, changes in pattern of technology. The skills required are as follows: active listening and communications, data entry, mail management, business phone answering, multi-tasking, to work under pressure, management skills, information and memorization, education, confident, and one must be calm under pressure or any situation.
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Fantastic stay

Stayed for the weekend to enjoy the royal mint
experience with my partner. On arrival
receptionists were extremely friendly and
helpful and give us fab recommendations on
local sight seeing and activities to fill our lovely
weekend. Our room was spotless and very
comfortable during our stay, fresh towels upon
request from reception.

Got the pleasure to meet the lovely Sophie
which | believe is the manager of the hotel, she
went above and beyond for us during our stay.
The hotel has a restaurant called beefeater on
site, the food was delicious and lots of variety,
lovely friendly service from all the staff.

Hoping to return soon.
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