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Introduction
Throughout my professional experience at Premier Inn Sittingbourne, situated in Sheppey Way, Bobbing, Sittingbourne, ME9 8RZ, I had the opportunity to fully engage with the multifaceted realm of the hotel front office. This particular experience offered valuable perspectives on the complex and diverse characteristics of the hotel sector, while also emphasizing the essential competencies necessary for proficient front office management.

The importance of managerial competences at the hotel front office is emphasized by Merhaut et al. (2017). Leadership abilities are fundamental in effectively leading a team and cultivating an atmosphere that promotes inspiration and efficiency. The ability to make effective decisions, especially in demanding circumstances like overbooking or unanticipated complaints from customers, plays a crucial role in ensuring the smooth functioning of operations. In addition, the capacity to effectively oversee and organize teams plays a crucial role in facilitating the smooth running of different divisions inside the hotel, thereby influencing both client pleasure and operational efficiency.

The study conducted by Datu et al. (2020) provides insights on the importance of language proficiency, with a specific emphasis on English for Specific Purposes (ESP), in the context of hotel front office operations. The need of good communication in English, specifically designed for hospitality environments, cannot be overstated, particularly in light of the growing number of international clients. Proficiency in English for Specific Purposes (ESP) facilitates the ability to address the varied requirements of guests, guaranteeing effective and culturally appropriate communication, so augmenting the overall satisfaction of guests. The mastery of English for Specific Purposes (ESP) facilitates seamless interpersonal exchanges, hence mitigating the risk of misunderstandings that could potentially impact visitor contentment and the hotel's standing.

The authors, Sayin and Karaman (2019), emphasize the importance of efficient communication in enhancing efficiency within the front office of hotels. In addition to spoken communication, qualitative interactions with guests play a crucial role. The significance lies not only in the content being communicated, but also in the way in which it is presented. Effective communication that is clear, empathic, and informative has a significant impact on the perspective of guests. It plays a crucial role in addressing their concerns in an efficient manner and ultimately contributes to creating a great experience for them. The aforementioned skill possesses a broader scope that extends beyond mere client interactions, exerting its influence on internal interactions, teamwork dynamics, and the general ambiance within the hotel.

The significance of adaptation and technological proficiency in the hotel front office is underscored by Baum (2007) and Shin, Perdue, and Kang (2019). The importance of adaptation cannot be overstated in a constantly changing technological environment. It is imperative for employees to promptly adapt to novel methods and instruments in order to guarantee the smooth functioning of operations. Technological proficiency, then, assumes a crucial part in effectively adapting to progressions, such as novel check-in systems or platforms for managing guests. The ability to adapt to and efficiently utilize such technology not only enhances the efficiency of operations but also has a beneficial influence on visitor satisfaction through the provision of more streamlined and modern services.

The application of reflective practice.

Description
During my tenure at Premier Inn Sittingbourne, I had the opportunity to engage in a diverse range of guest interactions and operational responsibilities, which provided a platform for the practical application of my acquired abilities.

Emotions:
Upon contemplation of these encounters, a plethora of feelings were evoked, encompassing both the gratification derived from fruitful interactions with guests, as well as the difficulties encountered in acclimating to novel technical resources.

Assessment:
Upon evaluating my competencies, I have acknowledged my proficiency in communication while also identifying areas in need of growth in terms of technology adaptability.

 Analysis 
By drawing upon the theoretical frameworks discussed in the cited research, I was able to establish connections between these personal experiences and identify occasions where these talents were employed with varying degrees of effectiveness.

Examples from other industries:

Communication Skills: An illustrative example pertained to a visitor encountering a discrepancy regarding their assigned room. By utilising proficient communication skills, I promptly addressed the matter at hand, so guaranteeing the contentment of the guest. This is consistent with the focus placed by Sayin and Karaman on meaningful encounters with guests.

The implementation of a novel check-in system presented certain difficulties and obstacles during the process of integration, mostly stemming from the need to adapt and develop technological competence. The discourse presented by Baum regarding flexibility within a transitioning economy struck a chord with my personal encounter, emphasizing the significance of agility in the face of technological transformations.

Conclusion

This reflective analysis focuses on the integration of actual events at Premier Inn Sittingbourne with the conceptual understandings obtained from academic research. This statement highlights the importance of these abilities in efficiently managing the front office of a hotel, while also identifying potential areas for improvement to optimize efficiency and promote visitor happiness.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Ricky, 
I appreciate your kind and kind feedback. We are pleased to get your positive feedback regarding our hotel, which you consider to be a comfortable and familiar environment while staying for extended periods. The knowledge that our team's commitment to providing great service, in conjunction with the continuously well-maintained rooms, has left a lasting impact on your visits is quite gratifying.

The user's positive remarks regarding the helpfulness of our staff and the thoroughness of our room cleaning procedures is evidence of our dedication to ensuring guest happiness. We are pleased that the help provided by our hotel management has been instrumental in enhancing the quality and convenience of your stays.

It is the presence of esteemed guests such as you that serves as a source of inspiration for us to uphold our rigorous standards and perpetuate the establishment of a hospitable atmosphere for all those who frequent our premises. We are excitedly looking forward to your return and offering you another remarkable experience at Premier Inn Sittingbourne Kent.
Warm regards 

Calvin Klein 

Premier Inn Sittingbourne Kent Team








































	Screen shot of referenced Trip Advisor review used:



	

	

	

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

	
Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR

September 1st, 2023

Subject: Resolution of Your Recent Stay

Dear Mr. Federick,

I hope this message finds you well.

I would want to express my utmost regret for the unsatisfactory interaction you experienced on Saturday, August 26th, while using room 205 at our establishment. The comments provided by the user are of great value, and we genuinely appreciate their worries. I would want to tell you that we have taken note of your concerns and have taken appropriate measures to resolve them. Our utmost commitment is in addressing these deficiencies in order to enhance the overall satisfaction of our valued guests.

With regards to the breakfast encounters, I express sincere regret that the standard of service did not align with your expectations. We are now reassessing our culinary procedures in order to mitigate the occurrence of meals that are cold and lacking in flavour, so guaranteeing a more pleasurable commencement of the day for our patrons.

Additionally, I would want to express my sincere apologies for the inconvenience caused by the noise emanating from the adjacent room. We are currently reassessing our room allocation procedures with the aim of enhancing the overall guest experience by minimizing disruptions, such as the one you experienced, and creating a more tranquil and comfortable environment.

In conclusion, the cleanliness concerns pertaining to room 205 are deemed to be unsatisfactory, and I now express my sincerest apologies for the resulting inconvenience. Our organization has undertaken a comprehensive reassessment of our cleaning methods and has implemented retraining sessions to guarantee that all rooms adhere to the utmost requirements for hygiene and cleanliness.

The feedback provided by individuals is of utmost importance in our ongoing efforts to achieve continuous development. Consequently, we are actively implementing specific measures to effectively resolve the identified difficulties. In acknowledgment of your expertise, I would like to extend to you an unrestricted two-night accommodation at our establishment at a time that is convenient for you. Our team will endeavour to ensure that your forthcoming experience aligns with the elevated standards we strive to uphold.

I would like to extend my utmost apologies for any trouble that may have been caused. The input provided by users is of great value in our dedication to provide superior service.

I am eagerly anticipating your response.

Yours sincerely

Calvin Klein

Premier Inn Sittingbourne Kent Team



















































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

	
Element 1 – Pre-Arrival 


	
The hotel visitor cycle encompasses a series of steps that necessitate proper completion in order to ensure a smooth and favourable experience for the guest. The temporal framework encompasses the pre-arrival period, the arrival itself, the duration of the stay, and the subsequent departure. In order to ensure optimal visitor pleasure and deliver exceptional service, it is imperative to efficiently oversee the aforementioned elements.

The first element of the study is the pre-arrival phase. The pre-arrival phase holds significant importance as it sets the foundation for the subsequent duration of the guest's visit. The contact between the guest and the hotel commences from the initiation of a reservation and continues until the guest's arrival at the hotel. During this phase, it is imperative to preserve individualised channels of communication with patrons and proactively anticipate their needs. The utilisation of many communication channels by hotels to effectively engage consumers and accommodate their preferences has been highlighted by Smith (2019) and Johnson et al. (2020). The communication channels encompassed within this category consist of email, Smartphone applications, and social media platforms.

An example of a significant innovation in the hospitality industry is the "Digital Key" feature provided by Hilton hotels. This feature allows guests to access their rooms by use their smart phones, thereby revolutionising the traditional check-in process. This innovation significantly reduces waiting time, enhances convenience, and aligns with the tastes of contemporary passengers who prioritise seamless and technology-driven experiences (Hilton, 2021).






	
Element 2 – Arrival 


	
The second element of consideration is the arrival phase. The arrival stage denotes the moment when the person staying and the hotel personnel engage in their initial in-person engagement. During this critical period, it is imperative to prioritize efficiency, friendliness, and the implementation of a simplified check-in process. The cultivation of a welcoming atmosphere is of utmost importance, as evidenced by the significant influence that rapid assistance from personnel and their attentiveness to guest needs have on the first reaction (Brown & Miller, 2018).

The service philosophy of the Ritz-Carlton, known as "Ladies and Gentlemen serving Ladies and Gentlemen," exemplifies the hotel's commitment to delivering exceptional and personalized care starting from the minute a guest arrives for check-in. The aforementioned statement reflects the hotel's dedication to providing its patrons with a personalized and exceptional encounter from the instant they enter the premises (Ritz-Carlton, 2022).







	
Element 3 – Duration of stay 


	
Length of Residence: Over the duration of their sojourn, visitors encounter a diverse range of touch points, each of which plays a role in shaping their holistic experience. Maintaining exceptional service standards, ensuring visitor comfort, and promptly addressing their needs are vital aspects to consider. The seamless integration of technology is of growing significance. The Marriott International Bonvoy mobile application provides customers with further autonomy by allowing them to make requests for supplementary services throughout their lodging period, such as hotel room service or housekeeping (Marriott, 2023). This factor adds to an overall enhancement in the standard of their lodging experience. The establishment's ability to adapt and respond promptly is a significant factor in ensuring the comfort and contentment of its guests.







	
Element 4 – Departure 


	
The departure phase, constituting the fourth and concluding component, represents the ultimate occasion for guests to engage in interaction with the host. The significance of demonstrating thanks, seeking feedback, and ensuring a smooth exit is of utmost importance. The Peninsula Hotels have implemented the strategy of issuing individualized gratitude letters to guests subsequent to their visits, with the aim of showcasing their commitment to acknowledging their clientele and enhancing their services based on their feedback (Peninsula Hotels, 2021). The act of demonstrating thoughtfulness in this manner cultivates a feeling of gratitude towards the guest's support and facilitates the collection of valuable insights that will lead to the ongoing enhancement of the service.

To effectively navigate the four stages comprising the hotel visitor cycle, it is imperative to demonstrate a steadfast dedication to delivering exceptional service, fostering continuous innovation, and promptly addressing the evolving demands of guests. Illustrative instances derived from real-world enterprises within the hospitality industry, encompassing renowned hotel chains, serve to demonstrate the practical use of these elements in order to generate outstanding client experiences.
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Home from home

Great hotel, stay here regularly with week sometimes weeks on end. Staff always
helpful. Room is always cleaned exceptionally well with no issues. Hotel manager
is always extremely helpful and itis a delight to stay here. Sometimes | request
this hotel if 'm working in the area, even if it means a little further for me to travel
each day.. Highly recommended.. Thanks for always making my stay feel like I'm
athome ©






