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Embarking on the path to a career in the hotel front office, especially within the esteemed Premier Inn, demands a nuanced understanding of the essential skills crucial for success. Drawing inspiration from Donald Schön's reflective analysis, this essay seeks to identify and analyze the key skills integral to the hotel front office. By reflecting on personal skills and experiences and linking them to theoretical principles, we aim to unravel the dynamic interplay between academic concepts and practical applications.
Key Skills for Premier Inn's Hotel Front Office:
Communication skills: At the forefront of hotel front office operations lies the art of effective communication. Premier Inn places a premium on clear and concise communication with guests and colleagues alike. Schön's concept of "reflection-in-action" resonates here, emphasizing the ability to adapt communication styles in real-time. A personal experience where adjusting my language for an international guest enhanced their experience aligns with this skill. In such instances, the ability to gauge and adjust communication strategies is vital for ensuring a positive guest experience.
Customer service: Premier Inn's reputation is built on a foundation of exceptional customer service. Reflecting on personal experiences, particularly instances where proactive service measures exceeded guest expectations, aligns with Schön's "reflection-on-action." Recognizing and analyzing these situations contribute to the ongoing refinement of customer service skills, a crucial element in the front office. A pertinent example is when a guest expressed dissatisfaction due to a room-related issue. By swiftly and empathetically addressing their concern, I not only resolved the problem but also enhanced their overall satisfaction, aligning with Premier Inn's commitment to outstanding customer service.
Problem-solving and decision-making: The fast-paced nature of hotel operations demands adept problem-solving and decision-making. Personal experiences of addressing unforeseen challenges, such as room availability issues, provide a platform for applying Schön's "knowing-in-action." This intuitive problem-solving approach is essential for maintaining the seamless guest experience that Premier Inn upholds. A vivid example is when a reservation discrepancy arose, and quick decision-making was required to ensure the guest had a suitable and satisfying resolution. This aligns with Premier Inn's commitment to providing solutions promptly and effectively.
Adaptability and flexibility: Adaptability is a cornerstone skill in an industry that operates in real-time and faces constant changes. Reflecting on instances where I navigated unforeseen circumstances, such as changes in guest demands or system malfunctions, aligns with Schön's "reflection-in-action." The ability to adapt ensures professionals can respond effectively to evolving situations, a trait highly valued in Premier Inn's front office. An industry example is the sudden surge in guest arrivals, requiring swift adjustments to room allocations and check-in procedures. Adapting to such situations ensures a smooth operational flow and contributes to the overall guest satisfaction that Premier Inn strives for.
Attention to detail: Precision in handling reservations, billing, and guest information is paramount for operational excellence. Personal reflections on instances where meticulous attention to detail prevented errors align with Schön's "reflection-on-action." Recognizing the significance of accuracy in front office tasks contributes to a continuous improvement process. For instance, meticulously checking reservation details and payment information before the guest's arrival not only prevents potential issues but also upholds Premier Inn's commitment to providing a seamless and error-free experience.
In my journey, working part-time in a hotel front office role, I have encountered various situations that have shaped my understanding of these key skills. Instances where I successfully resolved guest concerns through effective communication and adaptability stand out. Reflecting on these experiences has deepened my appreciation for the importance of these skills in the industry.
Schön's theoretical framework provides a lens through which personal experiences can be analyzed and connected to theoretical principles. For instance, in a situation where I adeptly addressed a guest complaint by adjusting my communication approach, I was engaging in "reflection-in-action," aligning my behaviour with the immediate context, as Schön suggests. The ability to adapt communication strategies based on real-time feedback is an invaluable skill in the hotel front office, where guest interactions vary widely.
Understanding and cultivating key skills for Premier Inn's hotel front office is an ongoing process that involves reflection, learning from experiences, and connecting personal growth to theoretical principles. Effective communication, exceptional customer service, problem-solving, adaptability, and attention to detail are crucial elements in this journey. Schön's reflective analysis serves as a valuable guide, offering insights into the dynamic and nuanced nature of front office operations in the hotel industry.
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	Trip Advisor Review Response 150 words +/-10%

	

Thank you for taking the time to share your wonderful experience at our Premier Inn! We are absolutely delighted to hear that Caitlyn, Staci, and Kieran made your breakfast time so enjoyable. It's heartening to know that their efforts in accommodating your group of 9 and ensuring everyone could sit together were appreciated.
We're thrilled to learn that you found our breakfast offerings amazing, and we take great pride in the delicious Full English that we serve. It's fantastic to hear that our team's prompt replenishment of items didn't go unnoticed and added to the positive experience.
Your kind words about the team's fantastic teamwork are truly uplifting. We are grateful for your feedback and are delighted to have made you and your group very happy customers.
We look forward to welcoming you back in the future. Thank you once again for choosing Premier Inn, and we can't wait to have you back!
Best Regards,
Syeda Begum
[bookmark: _Hlk150728591]Premier Inn Management Team
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	Letter of complaint response 500 words +/- 10-%

	
Mr Ronald Federick,
17 Trinity court,
Swansea
SA1 2AR
4 September 2023
Dear Mr. Federick,
Re: Response to recent complaint made
I hope this letter finds you in good health. Thank you for taking the time to share your feedback with us regarding your recent stay at our hotel. I must express our sincere apologies for the shortcomings you experienced during your visit. Your concerns are taken seriously, and we are committed to addressing each issue to ensure a more satisfying experience for our guests in the future.
Firstly, I want to address the matter of the breakfast quality on Sunday morning. It deeply saddens us to learn that the food served was cold and tasteless. We understand the importance of providing a warm and appetizing meal to kickstart your day, and we regret that we fell short of this expectation. Our culinary team is currently reviewing the incident to identify any lapses in our kitchen procedures. Immediate steps will be taken to rectify this issue, and additional training will be provided to our staff to ensure the consistent delivery of high-quality meals to our guests.
Regarding the disturbance caused by a crying baby in a neighbouring room, I extend my sincerest apologies for the inconvenience this caused during your stay. We acknowledge the importance of a peaceful and comfortable environment for all our guests. We are reevaluating our procedures for handling noise disturbances to ensure that such issues are addressed promptly and effectively. Your feedback has highlighted the need for enhanced measures in this area, and we are committed to implementing changes to provide a more restful experience for all our guests.
Your concerns about the cleanliness of room 205 are deeply troubling, and I want to assure you that we take hygiene very seriously. Our housekeeping team is conducting a thorough review of their procedures to identify the lapses that led to visible strands of hair in the bath and an unclean toilet. We understand the significance of maintaining immaculate cleanliness, and corrective measures will be implemented to prevent any recurrence of such issues. I want to assure you that this does not reflect our usual standards, and we are committed to ensuring a pristine environment for all our guests.
In recognition of the inconveniences you faced, we would like to extend a heartfelt apology and offer you a complimentary one-night stay at our hotel. We hope this gesture demonstrates our commitment to providing a superior guest experience and an opportunity for us to regain your trust. Please feel free to contact me directly at 0151 513 2890 or syeda@premierinn.co.uk to discuss the details or to make arrangements for your complimentary stay.
Once again, we appreciate your feedback and the opportunity to learn from this experience. Your satisfaction is of the utmost importance to us, and we are dedicated to making the necessary improvements to ensure a more enjoyable stay for all our guests. We sincerely hope you will grant us the opportunity to welcome you back in the future and showcase the improvements we have implemented.
Thank you for your understanding.
Yours sincerely,
Syeda Begum, Premier Inn Management Team


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

In the intricate world of the hotel industry, the guest cycle stands as the linchpin of the guest experience, spanning from the initial pre-arrival phase to the departure stage (Kim et al., 2017). The effective management of each of these stages is paramount for hotels aiming to not only ensure guest satisfaction but also cultivate loyalty and secure positive reviews. This essay delves into contemporary literature, engaging with pertinent concepts and perspectives, to elucidate and critically evaluate the essential elements integral to the successful management of the four stages of the hotel guest cycle: Pre-arrival, Arrival, Duration of stay, and Departure.
	
Element 1 – Pre-Arrival 


	The pre-arrival stage serves as the initial encounter between the guest and the hotel, laying the groundwork for the overall guest experience (Kim et al., 2017). It encompasses the reservation process, communication strategies, and the establishment of guest expectations. Scholars such as Kim et al. (2017) underscore the profound impact of effective communication during the pre-arrival stage on guest satisfaction. To achieve this, hotels are urged to employ diverse communication channels, including emails and mobile apps, to disseminate crucial information regarding room availability, amenities, and policies.
A pivotal component of the pre-arrival stage is personalization. Sigala (2017) highlights the strategic utilization of guest data to craft personalized offerings, creating a positive impression even before the guest sets foot in the hotel. This can manifest in various forms, from suggesting room types based on past preferences to recommending personalized local attractions.
Industry exemplars showcase successful pre-arrival management strategies. Marriott's Mobile Key feature, for instance, enables guests to check in and access their rooms via a mobile app, aligning seamlessly with the contemporary demand for contactless services, particularly pertinent in the post-pandemic hospitality landscape (Xiang et al., 2020). Moreover, leveraging data analytics and artificial intelligence (AI) during the pre-arrival stage can enhance personalization efforts, creating tailored experiences that cater to individual preferences (Li et al., 2021).

	
Element 2 – Arrival 


	
The arrival stage marks the first physical interaction between the guest and hotel staff, encompassing the check-in process, room allocation, and the provision of essential information (Kandampully, 2016). Technological advancements have introduced real-time solutions such as mobile check-in and keyless entry systems, gaining prominence in the hospitality industry. Hilton's Digital Key stands out, allowing guests to utilize their smartphones for room access, thereby enhancing convenience and operational efficiency (Wang et al., 2018).
Moreover, the arrival stage places significant importance on staff training and interpersonal skills. A warm welcome and efficient service during this phase contribute substantially to the overall guest experience. The Ritz-Carlton is frequently cited as an industry exemplar in providing exceptional service during the arrival stage, underscoring the creation of memorable first impressions (Johns and Gyimóthy, 2018). Staff training programs that incorporate emotional intelligence can further enhance the guest-staff interaction during the arrival stage, fostering positive emotions and satisfaction (Ciric and Markovic, 2020).

	
Element 3 – Duration of stay 


	
The duration of stay encapsulates the entire period a guest spends at the hotel, involving various elements such as room service, housekeeping, and guest engagement (Xie et al., 2019). Technological interventions have played a significant role in enhancing the duration of stay. Chatbots and virtual concierge services, exemplified by The Cosmopolitan of Las Vegas, allow guests to seamlessly request services, obtain recommendations, and address concerns (Sigala, 2017). Implementing AI-driven chatbots during the duration of stay can further enhance guest engagement by providing real-time assistance and personalized recommendations (Lee et al., 2020).
Personalized services during the stay, such as acknowledging special occasions or providing surprise amenities, contribute not only to guest satisfaction but also to positive reviews and increased loyalty (Mody et al., 2017). The Four Seasons Hotels and Resorts, renowned for its commitment to high-level personalized service, serves as an exemplar in the effective management during the duration of stay. Moreover, incorporating sustainability practices during the duration of stay, such as eco-friendly amenities and energy-efficient operations, can align with contemporary guest preferences and contribute to a positive image for the hotel (Han et al., 2021).

	
Element 4 – Departure 


	
The departure stage marks the final touchpoint in the guest cycle, encompassing check-out procedures, payment processes, and the collection of feedback (Zhang et al., 2018). Hotels can leverage technology to streamline the departure process, incorporating mobile check-out options and automated billing systems. The Marriott Bonvoy app, for instance, empowers guests to check out using their mobile devices, saving time and enhancing convenience (Wang et al., 2018). Additionally, implementing blockchain technology for secure and transparent payment processes during the departure stage can enhance trust and security for both guests and hotels (Nah et al., 2019).
The departure stage also underscores the importance of collecting feedback. Guest reviews offer valuable insights into the strengths and weaknesses of the hotel's services. Given the influence of platforms like TripAdvisor and Yelp on potential guests' decisions, effective management of guest feedback becomes indispensable (Huang and Hsu, 2017). Incorporating sentiment analysis tools to analyze guest reviews can provide actionable insights for continuous improvement and strategic decision-making (Harrington and Ottenbacher, 2018).



In summary, the effective management of the hotel guest cycle necessitates a meticulous approach to the key elements of each stage: Pre-arrival, Arrival, Duration of stay, and Departure. The literature underscores the significance of communication, personalization, and technology in enhancing the guest experience. Real-world examples from industry leaders, including Marriott, Hilton, The Ritz-Carlton, The Cosmopolitan of Las Vegas, and Four Seasons Hotels and Resorts, provide valuable insights into successful strategies.
As the hospitality industry evolves, hotels must stay attuned to emerging trends and technologies to meet the dynamic expectations of guests. The integration of data analytics, artificial intelligence, and contactless services is likely to play an increasingly significant role in shaping the future of hotel guest management. Through continuous adaptation and innovation, hotels can ensure that each stage of the guest cycle contributes to a positive and memorable experience, fostering guest satisfaction, loyalty, and positive reviews.
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Fab service

“Fab time at the premier inn!! Caitlyn, Staci and Kieran were fantastic at breakfast time. Nothing a
problem. We were a group of 9 so Staci sorted out tables so we could all sit together. Breakfast was
amazing if anything ran out it was replenished. Full English was delicious. Fantastic team work there a fab
asset to the team. Very happy customers, we will be back x”

Readless a

Date of stay: October 2023

Trip type: Travelled with family
Room Tip: Car park is very busy in the week

See more room tips
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This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor performs checks on reviews as part of
our industry-leading trust & safety standards. Read our transparency report to lecrn more.,
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