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[bookmark: _Toc156920000]Introduction 
The chance to learn from Premier Inn, Barnsley’s front office operation was priceless. As per the Gibbs Model, some significant features of receptionist work such as communication, professionalism and guest service are attracted to attention. The hospitality industry is a fast-moving environment that calls for flexibility, good time management and customer orientation. In this journal, two skills out of four essential front office job skills customer service and communication, organizational and problem-solving abilities will be evaluated from theoretical as well as practical perspective. In this reflective process, the story unfolds as one progresses through a number of challenges and lessons gained in transformative placement.
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	[bookmark: _Toc156920001]Component 1
As a receptionist in Premier Inn in Barnsley, I acquired important information about the housekeeping department including communication and professionalism as integral parts of guest satisfaction. In this reflective journal, The Gibbs Model Reflection is employed to assess the work and tasks completed within the placement; emotions felt; performance review, customer service provision understanding and ethical issues. A reflective framework such as the Gibbs Model of Reflection helps people reflect (Adeani et al., 2020). Six phases may be used to analyze the experiences, emotions and learning outcomes. The model features the description, feelings, evaluation, analysis, conclusion and action plan. It is one of the most popular tools in various spheres including education, medicine, etc. because it offers a systematic approach to reflect on experience.
[bookmark: _Toc156920002]Description 
In the placement that I carried out I had a wide variety of activities from the reception. These included responding to guest questions, managing the check-ins and outs under stressful situations (Tewan 2009). Those aspects of communication were an integral part of the whole guest service process. The communication factor of the hospitality industry is one which allows one to meet the need of the customers and achieve high levels of satisfaction.
Contribution to Guest Service Experience
But the front office activities section was directly related to guest service. The two key components that had to be incorporated in the development of a positive consumer environment were addressing consumers’ complaints and simple check-in/out. This can be related to various writers who underscore the importance of front office in influencing the overall perception and satisfaction of guests.
[bookmark: _Toc156920003]Feelings 
Looking back, I had mixed emotions during the placement—challenges and surprises. However, answering guest queries in a fast-paced environment was not easy for me; although I gradually acquired more knowledge and experience, I learned how to handle such situations. This required quick action and a number of skills because there was constant coming and going.
This encounter made me understand the need for adaptability and flexibility in the hospitality industry.
[bookmark: _Toc156920004]Evaluation
From my perspective, I found competencies in problem solving; multi-tasking; and conflict resolution. There were such skills required to address various circumstances at the front desk. However, I observed areas of improvement such as the management of time during peak periods. This aligns with the observation that continuous self-assessment is an integral part of personal growth.
Impact on Understanding Customer Service
The placement experience has significantly contributed to my understanding of the role that the front office area plays in developing a pleasing guest (Simillidou et al., 2020). My interactions with guests and co-workers in the hospitality field were oriented around customer service. It was clear that providing a comfortable and productive environment is an important factor in achieving guest satisfaction.
Ethical and Cultural Considerations
When ethical and cultural issues arose during the placement, it was an eye-opener. Sensitive situations and respect for diversity required an advanced approach. I addressed these challenges by upholding ethical practices and fostering inclusivity, establishing an environment where guests felt valued and respected.
[bookmark: _Toc156920005]Conclusion 
Lastly, the Premier Inn, Barnsley placement experience has been revolutionary (Premierin, 2024). It highlighted the importance of effective communication, adaptability, and ethical matters in the hospitality world. I have become a new person as the lessons learned shifted my perception of customer service and its contribution to creating an engaging guest environment.
[bookmark: _Toc156920006]Action Plan
To enhance my skills and knowledge on front office operations, I want to receive training in efficient time management during peak hours. Professional development will be achieved through workshops and seminars on cultural sensitivity. Second, the comments of fellows and visitors will provide valuable information for subsequent refinement.
This reflective journal is evidence of my progress and comprehension during the placement which will pave a way for a successful, fulfilling career in hospitality.
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	[bookmark: _Toc156920008]Trip Advisor Review Response

	
Dear [Guest's Name],
Thank you for taking the time to write about a good experience with Premier Inn Barnsley Central M1 J37 (Inn, 2024). We are glad to hear that your stay with us was pleasant, and our team’s efforts contributed to it. We are pleased you have noticed our dedication to providing exemplary service.
It is great to know that your expectations about cleanliness, facilities and overall experience were met. We do our best to ensure the cozy environment, and your compliments allow us to maintain the quality of services for every guest.
I look forward to meeting you at Premier Inn Barnsley Central M1 J37 in the future. If you have particular preferences for your next visit, please let us know and we will try to meet them.
Again, we would like to thank you for your choice of Premier Inn and appreciate your feedback.
Warm regards,
Sabine
Receptionist
Premier Inn Barnsley Central M1 J37




	Screen shot of referenced Trip Advisor review used:
[image: ]
Source By:  (Tripadvisor, 2024)

	

	

	

	[bookmark: _Toc156920009]Letter of complaint response 

	                                                                               Sabine,
                                                                              Gateway Plaza,
                                                                              Sackville St, Barnsley
                                                                              S70 2RD

                                                                             January 23rd ,2024
Subject: Addressing Concerns about Your Last Visit
Dear Mrs Joanna Blake,

I sincerely apologize for the frustrations that you had to face during your recent visit to Premier Inn Barnsley Central M1 J37. 

[bookmark: _GoBack]First of all, regarding the hygienic issues that you had in room 330, I would like to speak that it is not our normal exercise. We have responded promptly, carrying out a thorough investigation of the room and offering additional training to our housekeeping team. Be assured, necessary steps have been taken to prevent such mistakes from happening again (‌Vallen and Vallen, 2014).

It is a great understanding of the inconvenience an unreliable Wi-Fi connection would have caused, and I apologize if it interfered with your work schedule. Today, we are refreshing our Wi-Fi network to improve the speed and reliability of our connectivity. In order to address your feedback, we will make this process faster to improve the guest experience.

Regarding the noise disruptions, I apologize for causing a nuisance. We are revising our internal guidelines and regulations to ensure that we offer a peaceful and serene environment for the guests. On top of this, staff training on prompt response to noise complaints will also be strengthened in order to avoid recurrence ( Turner, 2020).

I am sorry to hear that you were so disappointed with the customer service you received, but please be assured that this does not represent our usual standards. We are retraining staff in order to make them more responsive and helpful towards guest requests and queries. Our customer service procedures have changed because of your experience.

In order to show our gratitude for the troubles you had to endure, we would like to offer you a complimentary two-night stay at Premier Inn Barnsley Central M1 J37. This is how we are apologizing and promise to earn your trust back.
Should you have any additional questions or wish to discuss the specifics of your gratis stay, feel free to contact me at 033332119204.

Once again, we apologize for the inconveniences you had to suffer during your stay and would be delighted if you came back so that we could give you what Premier Inn is known for.

Warm regards,
Sabine 
Receptionist 
Premier Inn Barnsley Central M1 J37



[bookmark: _Toc156920010]Component Three
	
[bookmark: _Toc156920011]Key Skill 1 – Customer Service Skills  


	Customer service skills play an important role in guest satisfaction and the success of a hotel front office department within the hospitality industry (Fallon and Rutherford, 2011). Whitbread focuses on the need to deliver quality and affordable hospitality that is superior in customer service. This includes in-depth guest understanding, timely resolution of issues and the delivery of a positive overall experience.
Hospitality Management: The article “A Literature Review” lists key characteristics of good customer service in hotels, such as personalization, responsiveness, and empathy (Anon, 2022). The front office staff needs to be very welcoming, efficient in checking guests, and responsive for any problems or requests. Some factors that help in creating a good and memorable experience for guests include personalization of the interactions, quick response to guest needs and empathy. At the end of the day, these skills in customer service are crucial to maintaining guest loyalty and building a positive image and profitability for the hotel.

	
[bookmark: _Toc156920012]Key Skill 2 – Communication Skills 


	In the hotel front office, communication skills are essential to proper functioning in the hospitality industry. In the Q&A section of Whitbread’s ESG Report, communication is highlighted with CEO and Head of Sustainability discussing the Force for Good program. The significance of effective communication in the case of disseminating sustainability initiatives, accomplishments and objectives to both internal and external audiences cannot be overestimated.
Clear communication is mentioned as one of the factors that contribute to a positive work environment and guest satisfaction. In front office, for instance, the staff should be able clearly to communicate information about hotel services as well address any questions guests may have. Effective communication makes guests feel informed and valued, which leads to a positive guest experience.
For instance, looking at the Hotel Owner Top 10, we can see that communication within hotel groups is rather significant. Being the largest hotel group, Premier Inn may require powerful communication strategies to manage a lot of workers and keep its leading position. However, chain hotels like Radisson Blu may benefit from good communication for improved performance and customer satisfaction (Sandlin, 2023). On the whole, communication skills influence performance and competitiveness of hotels.

	
[bookmark: _Toc156920013]Key Skill 3 – Organizational Skills 


	Organizational skills are crucial in the management of a multitude of tasks under a hotel’s front office operations (Corgel et al., 2011). The ESG Report of Whitbread highlights the importance of organizational skills when it refers to various reports and SDGs. This brings out the need to organize and present information in a coherent way that is consistent with sustainability activities.
Organisational skills are time management, multitasking and detail orientation. The front office team that manages reservations, check-ins and administrative work at the same time needs to be much organised. A systematic approach ensures efficient operations and contributes to the guest satisfaction.
It is, therefore, appropriate to assess the sustainability and social impact objectives of Marriott International (Csr-marriott, 2019). Marriott establishes goals regarding sustainability certifications, responsible sourcing, and environmental footprints. In order to accomplish these goals, the organizational skills should be very efficient to implant initiatives and manage progress through a worldwide network of hotels. Finally, organisational skills are crucial for the hotel industry and ensure that activities run smoothly, sustainability objectives and success in managing hotels.

	
[bookmark: _Toc156920014]Key Skill 4 – Problem Solving Skills 


	The importance of such skills is evident from the example of Whitbread’s Head of Sustainability who focuses on carbon targets and biodiversity strategy groundwork during Q&A. These examples show that innovative approaches are needed to address sustainability challenges ‌ (Bardi, J., 2011).
As for ESG successes, Hilton provides an interesting example. The company’s sustainability initiatives include minimizing plastic waste with the Digital Key share feature, helping communities through the Team Member Assistance Fund and a commitment to reducing emissions. These programs require the development of higher order problem-solving skills to identify, analyse and implement long term solutions.
Another example of effective problem-solving is Hilton’s Travel with Purpose program (Travel With Purpose | Hilton ESG, 2023). Hilton exemplifies a holistic problem-solving method through negotiating competitive pricing for sustainable services, partnering with partners and various initiatives across the departments such as food & beverage engineering sales.
Last but not least, problem-solving skills are needed in the hospitality industry and especially so in relation to sustainability and corporate responsibility. Whitbread and Hilton’s case studies show how creative problem solving produces innovative solutions in the face of a dynamic world of hospitality and ESG initiatives.







[bookmark: _Toc156920015]Conclusion
The Premier Inn, Barnsley placement has proved to be an awakening journey in understanding the complexities of front office operations within the hospitality sector. The reflective journey brought forth customer service, communication, organizational and problem-solving skills that were essential in the dynamic hospitality industry. The realization of the significance of communication, adaptability and moral issues in guest satisfaction has altered my perception on customer service. The action plan describes an ongoing promise to improvement through time management training and cultural sensitivity workshops. This reflective journal serves not only as a personal growth but also as a career path for hospitality, with skills and knowledge obtained from the Premier Inn Barnsley placement.
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