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Introduction 
Each staff of any hotel industry possesses various skills and qualities like communication skills, IT knowledge, time management quality, situation-handling ability, customer service skills, and so on. Those skills and qualities of employees have a big influence on overall actions and service procedures in the marketplace. As a manager of Premiere Inn, St Albans Centre, I also possessed many professional skills to perform outstanding functions in my own area of the workplace. I was a staff within the front office of Premiere Inn, St Albans so I mainly focused on offering the best services and faculties to customers. My theoretical knowledge, practical skills, and high dedication improved overall action procedures in the front office. Gibb's reflective model will be effective in justifying my skills and performance to my own professional place.
The skills to work within the front office
Communication skills: In the hotel industry, communication skill is necessary for each staff and manager to interact with customers and guests. My communication skill was so good that supported me in communicating and interacting with guests, customers, and other individuals in the workplace. As a front office manager of Premier Inn, St Albans, I practiced both online and offline communication with customers, guests, tourists, and other staff in the workplace.
Problem-solving skill: The staff or managers of any hotel industry can face many problems to perform operations and offer services to customers (Martínez and et at, 2012). I had good problem-solving skills that played an effective role in managing and overcoming any problem faced in the front office. As a manager of Premier Inn, St Albans, I applied my rationality and intellectual ability to handle any critical situation in the front page.
Time management quality: This is a must-possess quality of each staff and manager of the hotel industry. As a manager, I tried to complete my desired roles and duties within the deadline. I was very serious and passionate to perform outstanding functions within specific schedule to increase my personal and professional value.
IT knowledge: Modern technologies are necessary components for Premier Inn, St Albans to perform operations and offer customers services in the marketplace. I had good IT knowledge and skills that improved overall actions and service procedures in the front office (Shin and et al, 2012). I used technological instruments and also encouraged other staff to use and utilize IT resources to perform better operations and offer satisfactory services to customers. 
 All those are necessary skills and qualities for the staff and managers of the front office of Premier Inn, St Albans. IT knowledge can assist the employees and the staffs know what the current trends in hospitality sector is. By means of using IT, staffs can innovate new ideas and apply them in order to enhance the organizational success and processes. Thus, IT can be key role of the hospital in retaining more customers to guide them to the right choice. 
Gibb's reflective model to justify my skills 
[image: ]Abraham Gibbs established Gibb's reflective model in 1948. This model has six steps like description, feeling, analysis, conclusion, evaluation, and action plan. I think those steps will be effective and relevant to measure and justify my skills and performance as a manager of Premier Inn, St Albans.
Description: In this time, individuals describe what happened in previous time. As a manager, I performed different action procedures to meet customers' demand and achieve specific targets. I applied my theoretical and practical knowledge to operate efficient functions in my area of the workplace.
Feeling: I felt well to ensure the effective application of my communication skill, time management quality, problem-solving skills, and IT knowledge. Sometimes, poor approaches of customers and different dynamic obstacles disappointed me in performing my activities in the front office of Premier Inn, St Albans.
Analysis: This time, individuals try to analyse the strengths and weaknesses of performance in previous times. My professional skills and high dedication played an effective role in conducting functions in the front office. Sometimes, various critical issues negatively affected the normal action procedures in the front office.
Evaluation: My theoretical knowledge and professional skills had a big role to overall actions and service procedures in the front office (Gordeyeva and et al, 2019). Some skills gaps and weaknesses made me disappoint to perform better roles in the workplace. So, I had both positive and negative experiences as a manager of Premier Inn, St Albans.
Conclusion: I need to improve my customer service skills, IT knowledge, emotional intelligence quality, decision-making quality, and so on. Besides, I have to be more serious and dynamic to perform my professional roles and duties in any complex business environment.
Action plan: I will try to improve my customer service skills in the next two months. I will try to progress my IT knowledge and skills through the next three months (Kummer and et al,  2018). Besides, I will develop my emotional intelligence and decision-making quality in the next four months. 
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Silva 
Most welcome for your positive experience and feedback about our services and facilities. We have heard that all the trip members and guests are satisfied to our services in the hotel industry. Your positive experience and feedback make us more encouraged and stimulated to perform outstanding action procedures in any complex business environment Ashton, 2018). As a vital guest, we were very happy to meet you and your trip members to our hotel industry. We tried to fulfil the demands and expectations of each trip member to improve satisfaction and increase our organizational value and reputation. We tried to maintain the quality of goods, also behaved will with customers to establish a fruitful environment in the hotel industry.
Thank you for coming to our hotel industry and complementing our services and facilities in the marketplace. Advance welcome for your next trip in our hotel industry.
Best regards
David Grist
General manager 
Premier Inn, St Albans   
 




	

	

	

	

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

	
Dear Mr Mendis 
Hope you are well read this letter. Firstly, I am sorry for your disappointment and dissatisfaction about our services and lacking sides in the hotel industry. But I will try to rationally response to all of your objections.
Your first objection is the poor quality of breakfast and cold and tasteless food. We are sorry for this objection. Premier Inn, St Albans always tries to offer the best quality goods and services to customers to improve customer services. This hotel industry offers versatile goods and services to meet different customers coming to the hotel industry. The breakfast to Sunday morning was testy and healthy but last time the quality of goods decreased for the increased customers in the hotel industry. It may be happened that you had breakfast last time so it became cold and trestles.
Your second objection is the noise and baby crying from the outside room. It was out our control because children have no maturity and rational quality to control their emotions and activities. Their parents are responsible for controlling the wrong actions of their children. But the staffs of Premier Inn, St Albans tried to reduce the noise and crying of children in the hotel industry. The staff of Premier Inn, St Albans encouraged the parents of children to maintain the rules of the hotel and support other customers in the hotel industry.

Your last objection is the unclean of room and toilet. We are very sorry for this lacking and your objection. The staff of Premier Inn, St Alban always try to ensure healthy, hygienic, and clean aspects of bedrooms, toilets, and other places in the hotel industry (Torres and Kline., 2013). But it could be a mistake that the staff of Premier Inn, ST Albans forgot to clean room no 205 and its toilet. As a manager, I will guide employees and staff to improve service quality and establish a clean atmosphere in bedrooms, toilets, and other visible places in the hotel industry.
Once again, we apologize for our service procedures, weaknesses sides, and other negative issues in the hotel industry. Thank to you for complaining and giving us opportunity to improve our lacking sides. Next time, we will try to ensure the best quality and healthy food to customers to meet their demand, increase organizational reputation, and achieve desired goals. We will try to establish a fruitful atmosphere in the hotel industry. We will focus on the dynamic needs and expectations of customers to make decisions and perform action procedures in the workplace.
Best regards
David Grist
General manager 
Premier Inn, St Albans   




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

	
Element 1 – Pre-Arrival 


	
Pre-arrival is the first step of the hotel guest cycle. At this time, each hotel industry needs to focus on various key factors like enquiry, preservation, communication with customers, pickup services, and so on. Firstly, the staff of Premier Inn, St Alban need to inquiry whose customers desire to take services and facilities from them (Boon and Rompho, 2012). That time, they can reply to the questions of different customers on the website or official page of Premier Inn, ST Alban. After this, when customers will preserve to come to the hotel industry then the staff of Premier Inn, St Albans must entry the addresses of customers. After that staff of Premier need to communicate with customers about the reservation process and other policies in the hotel industry. 
Social media and communication tools are necessary factors to conduct action procedures in the pre-arrival step. The staffs of Premier Inn, St Alban can use computers and smartphones to communicate with customers through messages and emails. In this time, each staff of Premier Inn, St Alban must show supportive and friendly behaviours during communicating with customers and informing the services procedures and other policies in the hotel industry (Mokaya and et al, 2018). They must give effective answers and feedback to each question of customers during the pre-arrival stage. They never give any extra or wrong information that can improve expectations or make disappoint to customers. They must give effective and relevant information so customers can be happy and satisfied.    
The staff of Premier Inn, St Albans must communicate with customers about product quality, pricing rates, room facilities, and other procedures in the hotel industry. Each staff of Premier In, St Albans must be respectful of legal and ethical policies during operating action procedures in the pre-arrival stage. 



	
Element 2 – Arrival 
This is the second step of the hotel guest cycle to receive customers and offer different facilities and advantages. In this time, the staff of Premier In, St Albans must focus on various key factors like handling luggage, registration, opening guest acct, allocating room, and issuing key welcome kits. After arriving the guest, the staff of Premier Inn, St Albans must discuss with them about registrations and rooming functions. The manager of the front office will maintain business relations with guests after arriving them into the hotel industry. The front desk of Premier Inn, ST Albans must ensure the preservation of customers before registering and offering services to them in the hotel industry. The registration process can be included various key features like payment method, the planned length, and versatile expectations of customers in the hotel industry (Stefano and et al, 2018). After analyzing and evaluating dynamic issues, the staff of Premier Inn, St Albans must make effective decisions and policies to offer the best services to customers. 


	
After completing the registration process, the staffs of Premier Inn, St Albans must give the preserved room. That time the staff can communicate with customers about their dynamic demands and expectations in the hotel industry. Each staff of Premier Inn, St Albans must importance on high services and satisfaction of customers in business place. According to customers' demands, they will make decisions and set desired action procedures to offer the best services and facilities to customers (Alonso and et al, 2012). Finally, the staff of Premier In, St Albans can inform customers about the innovative services and facilities than other hotel industries in the UK. They can discuss about various strengths sides and innovative features to promote and increase organizational value and familiarity in the competitive business place. All these are key activities in the arrival stage of the hotel guest cycle. However, each staff and manager of Premier Inn, St Albans must show professional managers and good personalities during making decisions and performing any functions in the arrival stages.



	
Element 3 – Duration of stay 
This is the best and crucial time for making the customers happier and make him stay for long time and not choosing option beyond the current hotel. This is the third step of the hotel guest cycle where the staff of any hotel industry needs to fulfil the demand and expectations of customers. Firstly, the staff of the hotel industry will offer the services and facilities according to the preservations. In this time, the staff of Premier In, St Albans must communicate with customers to collect information about the demand and expectations. After analysing dynamic customer demands, the staff of Premier In, St Albans must offer the best services and facilities to improve their satisfaction and increase organizational reputation. At this time, Premier In, St Albans must maintain product quality and other features, so customers get the desired pleasure after taking the services. The staff of Premier In, St Albans must focus on healthy and hygienic polices during performing actions and offering satisfactory services to customers.
Each staff of Premier In, St Albans must show friendly and supportive approaches during communicating with customers and fulfilling their demand. They must try to establish a fruitful atmosphere in the hotel industry. They will ensure the cleanliness of bedroom, toilet, and other places in the hotel industry. They must show rationality and intellectual approaches to manage any obstacle and offer better customer services in the hotel industry. Sometimes, the staff of Premier In, St Albans can offer additional services and facilities to customers to improve their satisfaction. The use of modern technologies and digital tools can improve the services procedures and other activities in the hotel industry (Malik and et al, 2020). They must handle any unexpected situation occurring in the hotel industry. 

	
Premier Inn, St Albans has different key features like restaurant. The staffs of Premier In, St Albans need to help customers to use these services and facilities in the hotel industry. Each staff of Premier In, St Albans must inform customers about the right use of those features in the hotel industry. Sometimes, the staffs of Premier In, St Albans need to fulfil the additional needs and expectations of customers. Finally, the staffs of Premier In, St Albans can discuss about the expectations and possible services to get the feedback from the customers. The staff must note customer feedback to highlight strengths sides and improve weaknesses areas in future activities. Each staff and manager of Premier In, St Albans must show high excellence and effort during performing overall action procedures in the duration of stay step for customers in the hotel industry. They must apply their theoretical knowledge and practical ability to manage obstacles and perform efficient actions to improve customer’s services and satisfaction in the marketplace. They must be responsible and dutiful about their action procedures in own areas of workplace.



	
Element 4 – Departure 


	
This is the last step of the hotel guest cycle where hotel industries need to focus on various key factors like check-out procedures, payment clearance, handling luggage, drop service and so on. The staff of Premier Inn, St Albans focuses on those key procedures of departure step. Firstly, the staffs try check out the different services and facilities that have taken the customers. After that the staff checks the bills and calculates those. After calculating those, the staff inform the bill to customers and try to collect payment from them. Premier In, St Albans has both physical and online payment methods. Customers can pay bill according to their wishes and advantages. In the payment clearance process, the staff of Premier In St, Albans show high rationality and intellectual approaches to communicating with customers and performing action procedures (Amin and et al, 2013). After the payment clearance process, the manager of Premier In, St Albans directs employees and staff to help customers to bear their luggage and other instruments. Sometimes, the staffs of Premier In, St Albans give the dropout facilities to customers to improve their satisfaction and increasing organizational reputation and familiarity in the marketplace. The managers and staff of Premier In, St Albans show friendly and supportive behaviours with customers to improve relations with the and increase organizational reputations. Basically, departure time is the best occasion to make the customers happy by providing final kit to them. This is the time for creating ways to retain the customer permanently. In the very last time, if the guest is taken care of properly and he get his required service, then the customer will be automatically loyal and will try to visit the particular in every time indeed. 
Thus, hotel guest cycle has a big role to overall organizational functions and services procedures of Premier In, St Albans.    
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