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Description
The stage describes the whole situation in detail (Delgado et al., 2023). I worked as an intern at Premier Inn Ashby de la Zouch at the front office desk in a town in England. My duty here is to handle customers checking into hotels, managing online bookings, and maintaining other front-office operations. While doing this I have gained several skills like communication skills, customer service skills, organisational skills, and problem-solving skills. I have also gained major knowledge about the country's hospitality sector. I also handle queries and allocate major jobs to other staff for smooth business operations. In this Premier Inn hotel, I have to allocate rooms to the customers as per their demand and fulfil their needs for better customer engagement. All of these assist me towards growth for long-term success. 
Feelings
The stage shows the feelings of an individual experiencing a situation (Carty, 2021). Working in the hotel organisation which is Premier Inn I am feeling excited and developed good emotional intelligence skills to interact with guests. I am feeling motivated as well as responsible while working as an intern. Using my good communication and customer service skills to interact with various customers checking into the hotel. Clearly explaining to them the facilities and other advantages of the hotel in a professional manner. All of these will assist me towards long-term growth and also open various doors of opportunities in the future. Using my good problem-solving skills to address customers' queries and problems for a Hassle-free experience in the hotel. 
Evaluation
The stage assists an individual in evaluating the stage in detail (Diaz De Oleo et al., 2023). I have various business operations as an intern to conduct better business operations. In this reputed hotel chain brand, I also managed the workforce so that they could deliver high-class service to the customers. I have positively contributed to the business by using my good skill set which has retained various customers and the business makes profits efficiently. All of these have opened various doors for me towards growth in the hospitality sector of the UK. Using my appropriate skills which has managed various programs conducted in the hotel and also attracted various customers towards the business by high-quality customer service. All of these helped me to grow in a very efficient manner. 
Analysis
The stage helps an individual to analyse what happens while experiencing the situation (Hu et al., 2021). While working as an intern have gained major skills and also gained various knowledge which have positively impacted my life. Several skills allow me to get big opportunities from big organisations. Using my good skills I managed the staff and other employees effectively to provide high-quality services to the customers. Managing various tasks like customer queries, providing timely room service, employee motivation and so on (Akgunduz et al., 2022). All of these assisted me towards growth and also helped me to gain massive recognition within the organisation. I have to manage various tasks for a Hassle-free customer experience within the hotel organisation. 
Conclusion
The stage helps to conclude the situation like what happened, what skills gained and so on (Sann and Lai, 2020). While working as an intern I handled various business operations within the hotel. I am multitasking which improves the management of the organisation positively. As an intern I have to clean the front areas which are proper customer handling, providing seamless services and so on by other employees. The other staff and employees have to follow certain principles of the hotel brand to engage customers. While managing this I have gained various skills and also learned various techniques and knowledge related to this particular area. All of these have assisted me towards long-term growth. Understanding the main area and maintaining proper hygiene and inclusiveness within the business is significant in the initial stages of employability (Pizam et al., 2022). 
Action Plan
It is the last stage of this reflective model which assists in making a plan. While working in Premier Inn I understood various skills and knowledge is necessary for me to develop. Some of the skills like social skills, time management and so on. These are very crucial skills to gain for long-term growth. However, this action plan will help to gain these skills and improve my work as a manager in this hotel chain brand. Skills play a critical role in this type of business for long-term growth (Hidalgo et al., 2022). These skills allow me to handle business operations very efficiently in the hotel. All of these skills will also help me.to handle this similar type of situation in the future significantly. 
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	Trip Advisor Review Response 

	Below is positive feedback from a customer who has used the services of Premier Inn Hotel of Ashby de la Zouch. As a front office manager, I would like to thank you for giving this kind of response on our website. Additionally, this positive feedback will motivate me and other staff and also encourage us to provide high-quality services regularly. Managerial majority of the business operations in Premier Inn hotel I will use this positive feedback to motivate my team and improve weak parts of our team. We will implement sustainability and promote equality for better customer service significantly. I appreciate your taste as you mentioned that our meal was good and also love our high-quality customer service. While seeing this I will make sure that we will maintain this type of customer service and I would like to say that please visit again in our hotel in the future.



	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response

	Respected sir,  
I would like to address your comments made using our hotel services recently. While reading the letter I have understood your feelings and the problems you have gone through in our hotel. First of all, I am extremely sorry for this kind of service by our side and as a front office manager, I will make sure things will never happen again. As you mentioned in the complaint letter the room was dirty and not properly cleaned by our staff. Additionally, you have also experienced a low-speed internet connection on our side which is hampering your professional area. On the other hand, you also got disturbed by loud noises and bad customer service by our side. After understanding all of these I will make sure this will never happen again and I personally look forward to this matter. Your stay was in room no. 330 and you were experiencing loud noises from outside conversations. Many of the guests stayed in our hotel yet no such complaint like that has come across in my career. Still I make sure that I give feedback to upper management and request to install soundproof coating on all of the walls of the hotel. 
Going forward as you experience poor quality staff service as a front office manager I will make sure that from now onwards I will personally train my staff members and help them to develop professional skills related to their area. I will also implement room inspection before checking guests into the room strategy. This particular strategy will eliminate poor customer service on our side. The particular strategy will allow staff to inspect the rooms properly the cleanliness of rooms, toiletries available, bathroom essentials, and other essentials intact in the room or not. However, this will eliminate all kinds of failures on our side and we can deliver hassle-free services. Lastly, you mentioned that the WIFI is causing major problems in your work and I will make sure we will install a high-speed internet connection for a better experience for our customers. After understanding all of our problems we will pool into this and implement appropriate solutions for better customer service eventually. On the other hand, after understanding all of your concerns as a front office manager and the behaviour of my fellow staff I am saying sorry for this inconvenience from our side and we will make sure this will never happen again to any of our guests from now onwards. 
I would like to request you to please visit our hotel again and I personally make sure I will address you and make sure you will get high-quality services from our side. I will assure you that you will get advanced and high-quality services by our side in all of the areas. Additionally, that is from room service to other areas in a very professional manner. All of your feedback will be addressed in a very professional manner and the hotel staff make sure this will never happen again to any of the guests.





Component Three:
Contribution to Overall Module Assessment: 50% 
Writing in essay format 
	
Key Skill 1 – Customer Service Skills  


	
In the hospitality sector of the UK, there are various organisations operating effectively. One of the major and reputed hotel brands is Premier Inn Hotel. In the hospitality sector of the UK, there is a job called front office manager who is responsible for managing various business operations effectively. They have various skills which allow them to control business operations and manage the workforce effectively (Bardi, 2011). Some of the skills are customer service, communication skills, organisational skills and problem-solving skills. However, customer skills is one of the major and significant skills which help to handle customers effectively. For example, in the hotel organisation, many of the customers suffer language barrier, need quality customer service, suffer from major problems and so on (Carlisle et al., 2023). High-quality customer service allows us to address all of these problems and also address them professionally. The Premier Inn hotel which is one of the reputed brands in the country provides high-quality customer service to their customers effectively. They use advanced technology which allows customers to book their favourite rooms and select their favourite cuisine of the hotel and experience them efficiently (Corgel et al., 2011). Good customer service skills will allow me to manage customers professionally and retain them for longer periods of time. While maintaining this it will boost sales and business operations positively. The hospitality sector is one of the growing and significant sectors of the UK. Those who have good skills get massive opportunities for growth eventually. All of these open various doors of long-term success for business significantly. 


	Key Skill 2 – Communication Skills 

	Communicating with people and staff enhances business operations and also engages customers eventually. The hospitality industry of the UK is large and there are many organisations which are growing due to they are providing high-quality services (Wood, 2013). Additionally, this needs good communication skills which handles customers and staff professionally. For example, in recent times Premier Inn has suffered poor customer service which hampers the business operations and brand image of the hotel organisation. Good communication between staff increases interactions and helps to deliver high-class service. Front office manager has excellent communication skills which allows them to interact with various customers who come from various countries. Additionally, it will allow an individual to manage business operations and also control the workforce by motivating them eventually. Good communication skills will assist the organisation in training its staff, delivering high-quality customer services, managing workplace conflicts and so on. All of these help the organisation towards long-term growth significantly. These particular skills are very significant while working as a front office manager in a reputed organisation in the country (Fraser, 2020). Communication skills allow us to deliver seamless customer support and also help to solve major problems efficiently. Giving proper training to staff and also helping to handle workforce productivity within the hotel organisation. Understanding the main aspects and acting accordingly will open various doors of opportunities effectively. However, having this Skill will help an individual towards growth and also assist them in handling customers very professionally within the hotel organisation. 

	Key Skill 3 – Organisational Skills 

	In the hospitality sector of the UK organisational skills is very significant to handle various business operations within the organisation. Organisational skills assist an individual in handling and managing various tasks and organise the workforce very professionally (Tesone, 2010). All of these open various doors of success for hotel businesses in the country. For example, a reputed organisation has a good staff and provides high-quality services to their customers by organizing various operations within the business eventually. Understanding the main aspects and demands of the customers will allow organisations to provide seamless services effectively. Large hotels like Premier Inn which is growing in all aspects and their trained staff have good and experienced skill sets which handle various business operations. Organisational skills are one of the major skills that professionally handle business operations (Sann and Lai, 2020). On the other hand, good organisational skills help to maintain a positive working environment for people of the organisation. The front office manager has this skill which is organisational skills that help to manage various business operations significantly. These skills open various doors of success for an individual towards long-term growth and also assist in handling the workforce effectively. In hospitality, the hotel brand is majorly dealing with customer service which needs the proper organisation of tasks and other aspects professionally. Taking care of various business operations while managing the workforce ends up delivering high-quality customer service (Hahang et al., 2022). It allows to grow the business in a positive manner. 

	Key Skill 4 – Problem-Solving Skills 

	Problem-solving is one of the major skills which assist an individual to solve critical life problems effectively. In the hotel organisation staff deals regularly with customers and solve their problems for better experience. On the other hand, it also helps organisations to make more revenue and also helps to handle the workforce effectively (Ndiuini and Baum, 2021). The front office manager which majorly deals with various business operations and interacts with customers significantly. For example, an organisation focusing on delivering high-class service needs staff with good problem-solving skills and nature. Additionally, it will open various doors of opportunities for the organisation and they will handle customers very professionally. In hotel organisations like Premier Inn, customers face various difficulties and issues experiencing hotel services. Here good and improved problem-solving opens various doors to success and delivers seamless customer services significantly. The front office managers deal with the majority of the problems and they have high-quality problem-solving skills to improve business operations. All of these open various doors of success for the organisation which provides high-quality services to the organisation (Pilz et al., 2020). However, taking care of customers is the top priority of any hotel organisation in the UK. All of these major skills open various doors for the hotel organisation towards long-term growth and also help to make more revenue eventually. Understanding the main aspects which will assist the brand in handling customers very professionally to make a positive impact on the business. 
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Simon B wrote a review Mar 2022
‘ 9 Leamington Spa, United Kingdom + 8 contributions » 2 helpful vates.

Very friendly helpful staff felt right at home- highly
recommended, thankyou

We stayed one night recently 3rd-4th March 2022. The booking online straight
forward, price excellent value £49 for a double room, also had a special meal
deal, Breakfast (full English) and 2 course meal with drinks at just £2399 each. |
had a follow up call from a member of staff to confirm booking details and letting
me know check in times etc, | thought this was @ nice touch, they really care
about their guests comfort. Easy to find, lots of parking next to hotel, convenient
location on edge of town at the M42/A42 services area, McDonalds, KFC and
petrol station near by. Room was clean and well presented, had wide screen TV

Read more v

Date of stay: March 2022




