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Introduction
I will examine the essential competencies needed to operate efficiently at a hotel front office in my reflective diary, with a particular emphasis on Premier Inn London Sutton. I will analyze my experiences, relate them to theoretical ideas, and provide instances from the business world using Gibbs' reflective model (Bassot, 2020). With the goal of succeeding in the hotel sector, this method will assist me in better understanding my areas of strength and growth.

Description: What Happened?
I was assigned a variety of front desk duties while working at Premier Inn London Sutton. These included checking in and out, coordinating bookings, and responding to questions and concerns from visitors. These jobs can seem simple at first, but I quickly discovered that they required a certain set of abilities (Premier Inn, 2023).

Feelings: What Were My Feelings?
I was excited and anxious at the same time at the beginning. Working at a well-known hotel like Premier Inn thrilled me, but I also felt pressured to provide outstanding customer service. Over time, I went through stressful times while handling challenging visitors and exhilarating moments when providing effective guest assistance.

Evaluation: What Was Good and Bad About the Experience?
The experience was beneficial since it allowed me to strengthen my interpersonal skills and engage with a variety of people. It was also an opportunity to be a member of a team that produced excellent service by collaborating well. Nevertheless, the negative aspects were difficult visitors and stressful circumstances that sometimes caused tension and annoyance.

Analysis: What Can I Learn from the Event?
Effective problem-solving and communication techniques are crucial, according to my interpretation of this event (Zulfikar, 2021). When managing check-ins, I came to understand how important it is to be kind, patient, and attentive—especially to exhausted or worried visitors. I also saw the need to have fast reflexes and flexibility in case of unforeseen circumstances.

Conclusion: What Could I Have Done Differently or in Addition?
I could have spent more effort getting to know the hotel's regulations and reservation system in-depth in order to perform better at the desk. By doing so, I could have accelerated the check-in process and answered questions from guests with more assurance. I also could have taken more classes to improve my conflict resolution and customer service abilities.

Action Plan: If It Happens Again, What Would I Do?
In order to keep current on industry best practices, I will give priority to further education and training if I find myself in a comparable capacity in the future. It is imperative for me to succeed at the front office that I aggressively pursue chances to improve my problem-solving and communication abilities (Pateman, 2019).

Connecting with Theoretical Principles
As the public face of the business in the hotel sector, the front office has to be equipped with a variety of abilities. The following theoretical ideas are consistent with the abilities I listed:
Customer-Centric Approach: The customer-centric strategy at the front office is its core. Building strong bonds with guests and guaranteeing their pleasure are essential principles. This relates to my experience quickly responding to the wants and concerns of visitors (Fader, 2020).
Effective Communication: The front office's key functions revolve around communication. Efficient and compassionate communication facilitates the resolution of guest grievances and optimizes workflow.
Problem Solving: Resolving visitor concerns often calls for prompt and efficient problem-solving. One of the most important aspects of front office employment is scenario analysis and providing appropriate answers.
Teamwork: Each employee at the front desk works as a team and is essential to the operation. My teamwork and collaboration experiences are consistent with the idea of cooperation and teamwork (Pateman, 2019).

Industry Examples
Let's look at a real-world example from the hotel business to highlight the significance of these abilities and theoretical concepts even more: A visitor is dissatisfied when they go to Premier Inn London Sutton since their accommodation isn't ready because of an unanticipated maintenance problem (Zulfikar, 2021). I use my good communication and problem-solving abilities in my role as front desk personnel. I give the passenger a free supper or an upgrade to better accommodation while sympathetically explaining the issue. In doing so, the client is certain to feel appreciated, have their problem fixed, and have a favourable opinion of the hotel when they go.

Conclusion
Using Gibbs' methodology to reflect on my experiences at Premier Inn London Sutton has given me important insights into the talents needed for the front office. In order to succeed in this exciting and fulfilling sector, I'm determined to keep improving my customer-centric attitude, communication, problem-solving, and collaboration abilities as I go with my journey. My comprehension of the relationship between theory and practice has deepened as a result of this contemplation, and it will inform my future decisions and professional development.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Bucur Dews,
We appreciate you sharing on Trip Advisor your experience staying at the Premier Inn London Sutton. We are grateful for your kind remarks about your most recent five-day stay with us. We are happy to hear that our concierge gave you a thorough rundown of our services and that our reception crew made you feel very welcome. Our goal is to make each and every visitor feel comfortable while they are here.
With one exception, we are happy to hear that you thought our breakfast was excellent. We have taken notice of your comments about the conduct of the head waiter and will take appropriate action to guarantee that every guest has a consistent and enjoyable dining experience. We value your opinions very much and use them to improve the services we provide. In the future, we hope to have the chance to have you stay again at the Premier Inn London Sutton.
We appreciate your choice and look forward to continuing to provide you with wonderful experiences.

Warm regards,
Kamal Berahmand
Customer Manager
Premier Inn London Sutton




	Screenshot of referenced Trip Advisor review used:
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Figure 1: (Bucur, 2020)

	

	

	

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

	
St Nicholas Way, 
Sutton SM1 1AT, UK
September 1st, 2023

Subject: Response to Your Recent Complaint
Dear Mr. Federick,
I hope this letter finds you in good health. Regarding your recent complaint regarding your stay on Saturday, August 26, 2023, in Room 205 of the Premier Inn London Sutton, I am writing to you.
In the first place, I would like to sincerely apologise for any problems you had while here. We value your input very much as it enables us to make improvements to our offerings.
That you had problems with the brunch on Sunday morning breaks my heart. Serving cold and bland food to you is unacceptable since our staff takes great pleasure in providing high-quality meals. We promise to conduct a full investigation into this issue and to take the necessary steps to stop it from happening again.
I apologise as well if the noise from the next room caused you any inconvenience. We recognise how crucial it is for each and every one of our visitors to have a quiet and cosy stay, but we don't always achieve this. To better handle concerns connected to noise, we will evaluate our protocols and put solutions in place.
Finally, let me say how sorry we are for the unclean conditions you experienced in Room 205. While you were here, we neglected to maintain our high level of hygiene, which is something we take very seriously. Together, our housekeeping staff and we will improve our cleaning procedures and make sure every room satisfies our hygienic requirements.
We are dedicated to implementing the required changes, and I want to reassure you that our whole team has heard your input. We are very grateful for your thoughts, which will help us serve our future visitors with even more care.
We are really sorry for the difficulty you experienced, and as our way of saying "I'm sorry," we'd like to extend an invitation to stay for two nights at Premier Inn London Sutton. For convenient booking arrangements, please do not hesitate to reach out to our reservations staff.
I really regret the difficulties you had during your visit, and I hope that my reply shows how committed we are to resolving any concerns you may have had. We eagerly await your return and the chance to deliver you a far better experience at our hotel.
We are grateful that Mr. Federick brought these issues to our notice. We are committed to assiduously considering and acting upon your essential input.

Yours Sincerely,
Kamal Berahmand
Customer Manager
Premier Inn London Sutton




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

	
Element 1 – Pre-Arrival 


	The Premier Inn London Sutton accomplishes great success in the pre-arrival phase by prioritising the management of guest bookings and keeping lines of communication open with guests. The hotel has a user-friendly mobile app and website that make it simple for potential guests to make reservations (Wood and Brotherton, 2019). The convenience and simplicity that this digital accessibility provides aligns with the preferences of modern travellers.
The Premier Inn London Sutton uses email and text message notifications to improve communication and make sure that visitors' expectations are met (Fried-Kline and Sullivan, 2023). Guests are reminded by the hotel on a regular basis about important details including driving directions to the resort and check-in hours. The hotel effectively reduces potential sources of stress and creates the ideal atmosphere for a wonderful stay by providing this information in advance.
Furthermore, Premier Inn is actively present on online review platforms like TripAdvisor, allowing potential guests to share their thoughts. The hotel shows a commitment to making sure that its visitors are happy with their stay in addition to providing useful information and promptly attending to their queries and concerns (Pizam, 2020). This approach ensures that the pre-arrival experience is as smooth and relaxing as it can be by fostering trust and a good mindset before guests have ever arrived.


	
Element 2 – Arrival 


	In order to provide a positive and lasting first impression, guests at the Premier Inn London Sutton get the best care possible throughout the arrival phase of their stay. Reductions in the number of check-in processes guarantee a seamless and trouble-free experience for guests. Customers may access their rooms quickly and conveniently since the hotel's mobile check-in option eliminates the need for them to check in at the front desk (Jagmohan, 2020). Further improving the process' efficiency are keyless access technologies, which cut down on waiting times and guarantee a simple and easy arrival.
One of the hotel's unique selling points is the personal attention and warm welcome that customers get at the Premier Inn London Sutton. When patrons enter, they are greeted by courteous and attentive staff members, who often use their names. The offering of complimentary refreshments is another example of this personal touch, which adds even more warmth and consideration to the whole travel experience. This warmth and personalization contribute to making a lasting first impression, which in turn makes for a delightful stay.
By focusing on these elements of arrival, the Premier Inn London Sutton makes sure that guests are greeted efficiently and with warmth (Bardi, 2021). This is consistent with the hotel's objective to provide guests with a positive and unforgettable experience from the start of their stay, which starts with the hotel's commitment to making sure that visitors are made to feel welcome.

	
Element 3 – Duration of stay 


	Throughout a guest's entire stay at the hotel, the Premier Inn London Sutton is dedicated to maintaining a high standard of service excellence and client involvement. To create an experience that will stick in someone's mind, this dedication is necessary.
Comprehensive and continuous training for all staff members guarantees that the best possible level of service is provided constantly (Kline, Sheryl Fried Kline and Sullivan, 2022). The team members are constantly reminded of the need of exhibiting empathy, focus, and a genuine commitment to guaranteeing the satisfaction of the customers. The Premier Inn has a culture that is focused on offering exceptional service, ensuring that guests will get first-rate care during their entire stay.
One of the things that the Premier Inn London Sutton emphasises the most is guest interaction. To keep guests entertained and busy throughout their stay, the hotel offers a range of on-site events and activities that they may partake in (Maniar, 2021). These facilities include comfortable lounge spaces and well-equipped fitness gyms. When these amenities are provided, the hotel gives guests more opportunities for relaxation and entertainment, which enhances their overall enjoyment. This makes it easier for the hotel to achieve its goals for business.
Hilton Hotels promotes a culture that aligns with Premier Inn's commitment to service excellence and client involvement (Hailey, 2019). This culture emphasises the need of going above and beyond what visitors anticipate by offering a broad choice of activities and first-rate service to keep them interested and content while they are visiting a Hilton hotel.

	
Element 4 – Departure 


	
In order to leave guests with a positive and lasting impression of the hotel, the Premier Inn London Sutton has devised a departure procedure that is simple, swift, and stress-free. Setting up effective check-out processes and giving careful consideration to gathering and acting upon guest feedback are crucial components of this phase.
The speed at which visitors may check out has a direct impact on how happy they are (Dr. Indraneel Bose, 2019). Guests at the Premier Inn have the option of expedited check-out, which enables them to settle their bills promptly and without difficulty. Furthermore, using electronic billing streamlines the process, making it easier to handle and improving the overall satisfaction of the visitors.
Premier Inn actively uses a range of technologies to get guest input and stays in touch with them. Post-stay surveys and guest feedback forms are made accessible in order to get insight into the entire experience that visitors have while staying at the hotel. This not only enables the hotel to promptly address any issues that may occur, but it also allows the hotel to continuously modify its operations in response to feedback from visitors.
The proficient management of the departure stage ensures that guests have a smooth and enjoyable check-out experience at Premier Inn London Sutton. Furthermore, the hotel proactively solicits input from its clientele to enhance the calibre of its offerings (Francis, 2019). This commitment to optimising output while maintaining high standards of customer satisfaction at checkout contributes to ensuring that guests leave with a positive impression.
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“Excellent experience.” «a
@@@@® Reviewed yesterday

Stayed here in September for five days. Very warm weicome from
reception, and concierge ook us to our room and explained fully the
working of the interactive TV etc. Breakfast was superb - wanting for
nothing, wit polite staff with one exception -the head water at breakfast
strutted around in a rather pompous manner and spoke to staff in a
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Was this review helpful?





