
	
[image: UWTSD new Logo]

Component One: Student Journal (learning log) 750 words +/- 10%
Contribution to Overall Module Assessment: 25%
	Student No:
	     Khalilur Rahman
2211971
	

	
	
Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Muhammad Cassamo
	

	
	
	
	

	Hotel Premier Inn is a dynamic and customer-centric environment that requires different key skills for success in this multi-diverse situation.  Reflecting on my experience in the front office at Premier Inn, I had to go through with different skills and experiences.  In this learning log, I will provide different skills that are required for the front office roles at Hotel Premier Inn.  This learning log will use Gibbs’s reflective cycle to discuss the experiences of the placement in hotel Premier Inn.
Description
During my placement at Premier Inn, I had different opportunities to work in diverse departments. Mostly, the focus was on the front office or reception and for this placement we had an initial online training. This online training equipped me with different foundational knowledge that is needed to provide guest services in the hotel Premier Inn (Wood., 2013). This fundamental knowledge includes the basics of room booking to handling check-ins of people or guests, managing their payments, communicating with different types of people and the members of the organisation as well as Staff and guests, the multifaceted nature of the front office, and others which helped me a lot to come up with the culture and environment of hotel Premier Inn during placement.
Key skills that are required in the front office of Hotel Premier Inn are provided below,
Communication skills
Effective communication is one of the most important and core skills that are needed in the front office role to keep positive customer relationships. Effective communication considers both effective speaking and active listening so that a proper interaction takes place (Williams et al., 2020).  In the hotel industry, communicating with the guests to understand their needs and concerns and convey information clearly to the organisational members and colleagues is an example of the importance of effective communication skills in this area.
Customer service skills
Every theoretical knowledge needs to be applied in real-world situations to understand the importance and the core concept of that theory. Customer service skills are mainly developed through training and these are essential to dealing with the guests of Hotel Premier Inn positively and it is important for every front desk officer (Adeani et al., 2020).  In the cases of industry examples, the front desk officers need to welcome guests with a smile, be attentive to their needs, and give positive attitudes and guest experiences to them to increase the organisational success and reputation.
Teamwork
Teamwork is highly significant for the front desk officers and in the collaborative learning system. The front desk officers need to collaborate with the housekeeping, the kitchen staff, and management to solve problems and ensure service for the guests.  The coordinated service of Hotel Premier or other hotel organisations includes room bookings or restaurant reservations and others which requires a strong teamwork collaboration.
Problem-solving
The front desk officers need to be aware of handling unexpected issues such as overbooked rooms or payment discrepancies. these challenges also act as an opportunity for them to learn and improve their skills and knowledge (Buttle et al., 2020). The front desk officers need quick thinking and problem-solving skills to maintain the customer relationship.
Reflective practices
Applying Gibbs's reflective cycle to my experiences in the front office, my reflection is provided below,
Description
I worked at the reception desk in the Premier Inn. There was a constant flow of guests with diverse needs and I had to handle those.
Feelings
I was overwhelmed while gate the opportunity of placement in this hotel but due to the online training and guidance, my confidence has been boosted up.
Evaluation
The training on guest service principles provides invaluable knowledge about the hotel industry. The initial challenges of the placement program have become learning opportunities that have increased my communication and problem-solving skills.
Analysis
I have participated in team and learning programs. It has helped to improve my ability to handle different tasks effectively at a time (İlhan and Celtel., 2016).
Conclusion
My experiences in the placement program at Hotel Premier Inn in the front office have strengthened my theoretical knowledge as well as my understanding of real-world scenarios.
Action plan
I aim to further develop my multitasking abilities and increase my problem-solving skills. It will help to handle different complex situations in my workplace and develop my career.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Goeldner,
Thank you so much for your consideration and time to share the positive experiences of Hotel Premier Inn.  We are delighted to hear about your positive experiences. Your kind words about our staff’s hospitality have truly brightened our day as well as the staff's motivation.
At Premier Inn, we ensure a memorable and comfortable stay for our guests. Our guests become the top priority for our services. Your feedback has motivated our team to give consistently exceptional services to our guests. We look forward to welcoming you back for another outstanding stay in our hotel. We will be obliged and grateful if we can provide delighted services for you again.
Thank you for choosing Premier Inn and your positive review has truly appreciated us giving more services to our guests.
Best regards
Khalilur Rahman
General Manager
Premier Inn Loughborough Hotel, Leicestershire
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	Letter of complaint response 500 words +/- 10-%

	Mr. Ronald Federick
17 Trinity Court,
Swansea
SA1 2AR
8th November,2023

Subject: Response to Your Complaint
Dear Mr. Federick,
I believe this message finds you well. Thank you Sir for sharing your valuable feedback with us for the hotel Premier Inn. I sincerely apologise for the difficulties that you have faced during your stay in our hotel Premier Inn.  Your feedback is valuable for our team and hotel. I appreciate you bringing these concerns to our attention and helping us to take necessary steps against these difficulties.
I deeply regret your breakfast experiences, the disturbance caused by a crying baby, and the cleanliness issues in room 205 of our hotel. These experiences do not align with our standards. I assure you that I will take immediate steps to rectify these matters.
Firstly, we want to take necessary measures to improve the food quality of our hotel. Regrettably, the food was not according to the standards. I have assured you about the communication with the kitchen staff about this matter. We are conducting a thorough review of our breakfast services to ensure better breakfast for every guest and prevent such types of incidents in the future. We are implementing additional staff training to settle the breakfast issue, particularly in the kitchen by enhancing our quality control measures. We can understand the importance of satisfying meals to start the day and we assure you of not repeating these types of incidents in future.
I also want to apologise for the disturbance caused by the crying baby in the neighbouring rooms of our hotel. We will take additional measures to ensure quieter services for our guests.  Proper noise management protocols will be taken to prevent future disturbances for our guests.
First of all, For the issue of Room 205, I apologise and want to assure you that this does not align with or reflect our usual standards. I have addressed and communicated this matter with the housekeeping team personally.  Room 205 will undergo A thorough cleaning and inspection to ensure its hygienic standards. I understand your concern about cleanliness and the comfortable environment for our guests.
Your feedback is important to us and helps us to improve our services and I assure you that your concerns will be addressed comprehensively. I hope you will give us another chance to provide you with the exceptional experiences you deserve. If you have any specific differences for your next visit, please feel free to mention them and let us know.
Thank you for your patience and for bringing these matters to our attention with your valuable feedback.
Yours sincerely
Best regards
Khalilur Rahman
General Manager
Premier Inn Loughborough Hotel, Leicestershire
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	
The pre-arrival stage considers the guests’ planning and decision-making process to stay in the hotel. It includes the Interstate and encompasses the guests’ requirements, reservations, and expectations towards the hotel (Tesone., 2010).  Pre-arrival mostly depends on the brand reputation, customer review, preferences, environment of the hotel, and others. In most cases, consumers or guests make communication before making decisions to stay in a hotel and so on. Effective communication is important which influences satisfaction. This communication also helped to decide to stay in the hotel (Tewan., 2009). Hotels are now integrating digital platforms to enhance communication and make different promotional activities. guests can know about the hotel services and the entire environment through the digital platform and media. Guests can also make customization of their expectations before arrival and the hotel organisation mostly fulfils this activity to enhance customer satisfaction.  There are some structured and general ways of welcoming the gifts to impress their pre-arrival experiences. Online checking option, room preferences, personalised welcome messages etcetera helps to increase customer satisfaction and feel special in the hotel organisation (Hayes et al., 2017). The organisations focus on customer relationship management mostly before their arrival and this helps to track guest preferences and the history of customers properly.   Hotel Premier Inn utilises a loyalty program to collect and utilise case data effectively. This also helped to enhance the pre-arrival experiences for loyal customers.





	
Element 2 – Arrival 


	In the arrival stage, the guests physically enter the hotel.  In these stages, guests emphasise the importance of smooth and warm welcoming in the checking process. They want their rooms to be perfectly neat and clean and be prepared before their arrival.  They also expect a good and positive attitude from the representatives of all the welcomers (Park et al., 2019).  the first impression of the representatives of the hotel impacts the overall guest satisfaction.  Many hotels provide facilities with mobile check-in services that commit to enhancing the arrival experiences of the guests (Vasadze et al., 2018). Guests can also bypass traditional check-in queues.  The facilities of mobile check-in services include receiving digital room keys and accessing their rooms promptly without any hassle.  A welcoming drink or appreciation from the representatives increases the guests’ positive satisfaction with the organisation. Many organisations in the hotel industry are highlighting the integration of technology to streamline the arrival process for guests. Some programs provide guests with a personalised tablet for in-room control (Park and Jeong., 2019).  The services are provided by this tablet and requested upon arrival.  The whole procedure simplifies the arrival process. This also adds a touch of luxury and innovation to the guests’ experiences as well as increases the guest’s satisfaction with the hotel industry and the organisation. Proper services during arrival can increase customer loyalty and retention.




	
Element 3 – Duration of stay 


	
Mostly the duration of stay in a hotel depends on the customers.  The purpose of the customers has a significant impact on this aspect.  Sometimes the services of the hotel also depend on the customer’s duration of stay. Service quality is the most important reference to gather customer satisfaction during the guest stay.  Any negative experiences can create a bad reputation for the organisation. That is why every hotel organisation needs to pay attention to the details of the customer’s preferences and expectations. an effective communication channel and medium should be made to become concerned about the customers at every moment and give services according to their needs (Özdemir et al., 2019). The hotels need to provide personalised services sometimes because different consumers have different types of choices and tests. so it is important to give customised and personalised services to the guests which will increase the positive guest perception of the organisation.  hotels need to invest in guest engagement throughout their stay in the industry. From this, these organisations can establish mobile apps that will allow guests to make service requests without any difficulties or waiting. Moreover, it will also help to access information about amenities and provide instant feedback for any problem or requirement for the clients (Stringam and Gerdes., 2021). The organisation can also offer a chat option for guests to communicate directly with the hotel staff. It will also increase the overall experience for the guests as well and the whole process of providing services will become easier.




	
Element 4 – Departure 


	
The departure stage is the conclusion of the guest’s stay.  It provides an opportunity for hotel owners and organisations to leave a lasting positive impression in the minds of the guests.  To improve the departure process, an efficient checkout process is needed. The hotel organisations can also arrange personalised farewells which can contribute to guest satisfaction.  nowadays hotels are utilising express checkout options to improve guests’ experiences during departure.  This is an automated billing to streamline the departure experiences for the guests. Nowadays hotel organisations are making the highest effort to gain customer satisfaction and increase their brand reputation (Kosar and Kordić., 2018). That is why they are concerned with giving optimised services from the Pre-arrival to the departure. Many organisations understand the importance of gratitude and personalised gestures during departure. If the hotel organisation thinks that departure is the last stage of providing services and there are no more concerns about the guests, that will be a what’s the wrong concept (Lukanova and Ilieva.,2019).  The after-departure services for the customers by asking for feedback impacts a lot on their minds. That is why hotel organisations are concerned about providing exceptional services by ensuring a memorable departure for every guest. They express gratitude and provide small tokens of appreciation for being their guests for some days. This attention to the customers increases the positive memory in their minds. It also encouraged them to consider returning in the future to this hotel and take the services.
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If I'm around again, Il stay here. good
service, easy parking, close to the city
center

Istayed here for 2 nights. the staff was very friendly and especially
very helpful. personally, a young employee helped me to solve a
cleaning problem. many thanks for that . the rooms are clean and
perfect for a business trip. good breakfast, pleasant atmosphere.




