
	
[image: UWTSD new Logo]

Component One: Student Journal (learning log) 750 words +/- 10%
Contribution to Overall Module Assessment: 25%
	Student No:
	2241338
	

	
	
Module Title:
	Hotel Placement – Hotel Administration & Front Office Operations.
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Natalie Brailsford
	

	
	
	
	

	
Gibbs reflective model
In 1988 Graham Gibbs developed a reflective cycle and named Gibb’s reflective cycle. This cycle helps to give the structure of the learning experience. This cycle gives the framework that how to identify the experience and skills that individuals gain during their work. This cyclic nature helps to identify the particular experience and allows the students to learn new skills (Hashim et al, 2023). This also helps to make plans from previous experiences. In this model, there are six stages, these stages are as follows,
· Description
· Feelings
· Evaluation
· Analysis
· Conclusion
· Action plan

Description:
In the Premier Inn Hotel that is in Hemel Hempstead, I worked at a front desk where I was responsible to interact with guests and customers and reporting the overall activity to the manager. In the hotel Premier Inn, there are always guests coming and going so communicating with these guests is necessary. Therefore, the front desk is the main task for the hotel's growth. If the front desk does not communicate properly with their guest, it causes to decrease in the growth of the hotel business. I and my team work very hard for front desk responsibility so that the guests are happy and the hotel management is also happy with our team. Moreover, I also improved my communication skills, because effective communication helps to build connections with everyone. In every stage of life, effective communication helps me to do any task and helps me to make strong bonds with other people (Sianipar, and Cicilia, 2023). These communication skills help me to build my career. In the front desk task, several conflicts occur but due to effective communication, I can resolve the disagreement in a very polite and respectful way by actively listening to both parties. This active listening makes the other person comfortable and the individual understands the other person at least listening to them (Mukhiddinova et al, 2021). I also observed that due to my communication skills, my team members improve their work productivity during their job hours and no one can disappoint me with their errors. Every team member works and fulfils their every task happily. This effective communication develops teamwork and enhances my professional growth.
Feelings
Throughout my front desk experience at Premier Inn, I faced many different challenges once the guests came with their kids. The kids are playing with their toys but suddenly one of the kids slipped on the floor. The kids were seriously injured and the blood was continuously floating from their hands so in this situation there was a huge crowd but due to professional in this field, I managed things (Pitt et al, 2016). I first called an ambulance and gave him first aid so that there were some cures. This type of situation always happens during the front desk job but due to being professional in this field, I can easily manage things properly.  Moreover, in this fast-paced environment, I feel that effective communication skills enhance my personality and my professional growth (Patafta, and Milohnić, 2022).
Evaluation
As a front desk officer, my strength is my communication skills. With effective communication skills, I can make strong bonds with my team and also make good relations with guests and other hotel staff (Lahap et al, 2016). However, I need to improve my time management skills because sometimes my team delays some work which causes our professionalism.
Analysis
In the front hotel area, the front desk officer role gave me a lot of experience regarding guests. I analysed the guest's attraction toward polite and friendly behaviour. The hotel staff creates a peaceful environment in the hotel, so the guests always feel free and get a pleasant peaceful environment (Andrade et al, 2021). The Premier Hotel also gives respect to their guest so that guests feel valued and this enhances the growth of business. I also analysed that the customer service of the Premier Inn hotel is also valuable and amazing, they have a welcoming staff. The management of Premier Inn Hotel also built a strong relationship with their staff and gave respect to them.
Conclusion
I learned several things during my job in a Premier Inn hotel, I learned leadership characteristics, communication skills, and how to maintain professional behaviour with everyone and always keep a smile so that the guests feel comfortable.  My team member always supports me and help me in every situation and give their best while doing their work.
Action Plan:
I need to improve my team management skills because this time management helps me to grow my career-building activity. Because without time management my work is delayed and I face challenges. Moreover. I need to improve my problem-solving skills because in the front desk role, there are always challenges during communication with the team. Therefore, during the alarming situation, I need to learn how to behave and manage the overall situation. 
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Helb167,
We are very grateful that your experience is wonderful from our Premier Inn hotel. We are very glad that you stayed one night in our hotel and get a great experience. Thank you for your kind word these words motivate our staff and increases our work productivity. The Premier Inn always take care of their guest and make sure they always feel comfortable. The Premier Inn trained their staff so that they give their best customer service. We are very pleasant that you are happy from our staff, our services and our dinner. The Premier always provide high-quality food and always provide unique experiences. We are waiting for your next visit and hope will see you again soon.
This feedback is like reward for us from you. The management thanks you for your support. 
Warmest regard!
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	Letter of complaint response 500 words +/- 1-%

	

Premier Inn
Phase 500, Riverside Way, Uxbridge
UB8 2YF
London
13/02/2024
Subject: Respond to complain letter
Dear Sir,
I hope that you are well. I understand that you were not happy with our service during your stay. As you mentioned that you are disappointed from our services. I would like to assure you  that our staff are very professional and trained. The management of Premier Inn always gives training to our staff regarding cleanliness and also instructs the staff to provide high-quality service to the guests. 
You are disappointed by the cleanliness of the room and also say that the floor is dirty. Our housekeeping staff always working on cleanliness. Maybe that day the new housekeeping staff was cleaning your room and he was unexperienced and undertraining. But our housekeeping team members are all highly professional and due to the crowd, all staff was busy with their work so the undertraining staff has come, that's why your room was not properly cleaned. Moreover, the bathrooms of the hotel room are always cleaned but we take full responsability that it is our mistake and our managerial issues that you did not get a cleaned room and bathroom. 
The Wi-Fi services were weak that day due to unconditional weather. That day the weather was not good and a heavy storm occurred so due to this reason the Wi-Fi signals were not properly. We feel sorry that you did not get a good Wi-Fi connection and that you were disappointed. We understand your situation but due to unconditional weather, you got a poor Wi-Fi connection. Our management is working on it and trying to not give poor services to our guests, but sometimes due to unfortunate reasons, we do not provide good services to our staff.  
The noise that you faced while staying at our hotel was caused by something that is beyond our control. We know that this is our duty to provide you comfortable and peaceful environment for our guests and we are working on it. We are finding ways to control the noise and give a better experience for our guests. We commit that we can arrange a soundproof room so that guests will never feel uncomfortable from our hotel noise and can sleep in a peaceful environment. We apologize to you and promise that your next stay will be peaceful and you never be disappointed in our services. We also provide training to our staff that will never disappoint you and you will enjoy our services in future. 
We are thankful for the valuable feedback that you shared with us. Without feedback, the management would never know the issues and we could not take any steps to solve the issues. The Premier Inn is very glad to you and promises you that on the next visit, you will have a great experience and we will also provide a great discount for your next visit.
Again, the Premier Inn feels sorry for the disruption and disappointment that you faced during your stay and thank you for your understanding. We look forward to serving you again in the future.
Sincerely,
Premier Inn Line Manager





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

	
Key Skill 1 – Customer Service Skills  


	Introduction:
In this essay, it discusses the front office operation staff skills and the type of skills they will need to learn for their job. Because there are several skills but in this several skills some skills are useful and some skills are not relevant to the job so the staff needs to improve their customer service skills, organizational skills, problem-solving skills, and communication skills. These all skills are efficient and beneficial for the hotel. 
In the Premier Inn hotel front office operation, there are several skills are required because the front office operation is the work where guests first meet the hotel staff. The first meeting represents the overall hotel staff so for this it is necessary to learn different skills, so the guest is never disappointed in the hotel services from their first meeting. The Premier Inn Hotel's front office operation needs to learn customer service skills. Customer service skills are necessary because guests first meet the front office operation and ask them about the hotel services, so the front office operation needs to learn these skills and communicate with the guest politely (Jawabreh et al, 2022). The Premier Inn Hotel's front office operation staff first needs to listen to the guest so that the staff knows about the expectations of their guest and what they want from the hotel. This active listening builds an interpersonal relationship between the guest and with staff (Batinić, 2016). This makes the guest comfortable. The front office operation staff need to gain expertise in software so that they will be able to solve the digital issues and also update the hotel digitally. 

	
Key Skill 2 – Communication Skills 


	Another skill is communication skills in the hotel industry because effective communication with guests may create a positive environment and build a good connection with the guests. These skills are crucial in all aspects of life but in the hospitality industry, this communication skill enhances the growth of the hotel business (van der Vleuten et al, 2019). Effective communication with guests increases satisfaction with the hotel and its services. Additionally, in the hotel industry, several challenges occur that have to manage the front office operation so if the staff have good communication skills they can easily manage and solve the issues and conflicts easily. Moreover, often guests are confused regarding the hotel services and staff because sometimes the competitors spread a negative rumour about the hotel so effective communication with the staff can remove the misunderstanding about the hotel from the minds of guests (SMITH, 2019). Furthermore, nonverbal communication is significantly important for understanding the guest body language in the hotel sector and this non-verbal communication also helps to understand those people that are from other languages and no staff can speak and understand those languages. Therefore, the front office operation needs to learn and enhance their nonverbal language. In this modern world, people rely on technology, but face-to-face communication is always important in any job so Premier hotels need to train their front office operations in communication skills (Mukhiddinova et al, 2021). Therefore, they do not face any challenges related to their guest services and guests are never disappointed by the hotel.

	Key Skill 3 – Organisational Skills 

	Further skill the Premier Inn needs to learn from its front office operation staff is organizational skills. Organizational skills are a set of interpersonal abilities that enable individuals to effectively handle expectations, efficiently complete activities, and produce outcomes within specified timeframes (Berlok, 2016). The organizational skills help to focus on time, effort, and the resources that are necessary to complete the task. Organizational skills for the hotel help to keep all the staff on track so that all the staff work sincerely to achieve the target goal of the hotel. These organizational skills save the time to complete the task because if the hotel managed their time they were able to complete all the tasks. These organizational abilities mostly pertain to the management's ability to collaborate well with others. They assist with maintaining a tidy and uncluttered environment, facilitating the completion of duties. 
It involves establishing timetables for objectives, breaking objectives into feasible tasks, communicating effectively, and collaborating with others (Lawrence, 2020). The Premier Inn hotel will need to improve their front office operation staff organizational skills so that they can see all the staff and understand the guests about the hotel. 

	Key Skill 4 – Problem Solving Skills 

	The other skills that the Premier Inn need to learn from their front office operation staff is problem-solving skills. Proficiency in problem-solving is a vital attribute for every position in the hospitality industry. Within the Premier Inn hotel, problem-solving entails the process of recognizing the issues encountered by guests, devising a strategic course of action to address these concerns, and then ensuring client contentment via follow-up measures (Rahman, 2019). A proficient problem-solving procedure includes the identification of difficulties, comprehension of all parties' interests, compilation of potential solutions, assessment of the alternatives, selection of one or more choices, documentation of the agreement, and consensus on unforeseen circumstances, monitoring, and review (Ushakov et al, 2020). The Premier inn encounters various challenges, including catering to the requirements of contemporary guests, recruiting suitable personnel, adapting to evolving consumer preferences and markets, capitalizing on marketing opportunities, dealing with escalating operational expenses, promoting direct business, keeping pace with technological advancements, and addressing the lack of coordination between parts (Gültekin, and Icigen, 2019). Moreover, the front office operation staff has learned how to solve the conflicts of guests and satisfy the guests about the hotel. This skill is also essential for the hotel business. 
Conclusion
This essay discusses the Premier hotel front office operation staff that need to learn different skills because the front office staff is the staff that welcomes the guests. This front service operation staff knows how to communicate with the guests. They also need to learn organizational skills, also problem-solving skills because in the hotel industry sometimes guests are confused about the hotel. The front office operation staff must be able to solve their problems. Moreover, the front office operation staff will also be able to provide the best customer service to the guests. These skills help to increase the growth of business. 
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Great convenient hotel
Stayed for one night before going home from Euston. Lovely hotel. Nice and
clean. Facilities were great. Staff were nice and friendly. A big shout out to the
lady in the restaurant, she was on her own and was running around doing
everything, yet was stillfriendly and helpful. The dinners were lovely as was the
breakfast. The bed was comfy and had a good nights sleep
Read more v

Date of stay: February 2024





