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The skills and experience can be analysed using the Gibbs Reflected Cycle. 
Description
Hotel front office staff have key roles in maintaining reservations, handling tasks of reception, registration, assigning rooms and settling the payment of guests. I have joined the Premier Inn at Evesham and I have noticed that front office staff are busy enough and have enough responsibilities in hotel functionalise management. Effective performance from staff is required to enhance the business functionalities (Sarwar and Muhammad, 2021). I have identified that miscommunication, information sharing, time management and erroneous administrative work can strongly hamper guest satisfaction rates. Therefore, I need to identify my existing skills to work as a front office staff member at Premier Inn Evesham and the importance of skill development in future.
Feelings
I was excited enough during my placement in Premier Inn Evesham as front office staff. I thought that this practical knowledge could be helpful to clear all my doubts regarding the tasks of a front office satisfaction in any hotel. Practical and effective knowledge is required for managing guest service in any hotel (Donate et al., 2022). The recruitment and guest handling strategy has helped me enough to determine my loopholes of skills along with skills that I need to enhance in future. I have understood that the tasks are not as easy for anyone as guest satisfaction is the utmost preference for any hotel. I felt that I could handle the tasks easily by utilising my existing skills and maintaining good guest satisfaction. 
Evaluation
Multitasking, problem solving, communication, effective customer service, teamwork and empathy are some important skills of front office staff in any hotel (Sturman, Corgel and Verma, 2011). I have performed the guest management process effectively by utilising my communication and empathy skills. I have noticed that I can maintain effective collaboration with the guests and provide accurate information regarding services in the hotel. Effective communication is necessary to eliminate the doubts of the guests regarding service and satisfy them in the hotel industry (Hammer, 2016). I have maintained empathic behaviours towards the guest, especially during their visit and request for any service. For example, I have provided accurate information to a foreign family and supported them in every aspect of the service. My problem-solving skill has helped me enough in conflict resolution in business. Conflict in the workplace has negative aspects, especially in maintaining collaboration and productivity (Kay and Skarlicki, 2020). I have understood that my critical thinking skills can help me in future to decide on any task and identify the key issues accurately. For example, I have solved the conflict between two of our staff and helped them to maintain their tasks accurately. I have involved all of the staff to improve the teamwork. 
Analysis
Based on my performance, I have noticed that I need to enhance my decision-making skills further to make instant decisions in the hotel service. Decision-making skills can help in managing critical situations by making effective decisions (Tesone, 2010). My decision-making ability will help me to handle critical situations in the hotel and serve the guests accurately. I need to enhance my attention towards detail and my multitasking skills more in future. Multitasking can help in better time management, enhance productivity, enhance responsibilities in work and prevent procrastination in task management (Bardi, 2011). I have identified loopholes in the skill of time management that I need to improve to maintain punctuality in the guest service. I need to improve my technical skills further to handle the online bookings and payment process along with other key online tasks regarding guest management. 
Conclusion
Based on my experience, I have noticed that the front office staff in Premier Inn have enough responsibility to control the guest service along with the hotel’s functionalities. I have identified my strengths and weaknesses to work as a front office staff in this hotel. I have gathered enough practical knowledge about the front office tasks that I can implement in future to become successful. However, I need to enhance some of my skills to improve my ability and enhance my work rate in future. 
Action Plan
I need to improve my decision-making skills, for which I will engage in different front-office tasks and handle critical tasks. Decision-making allows for improving the efficiency in task management and achieving the target in an organisation (Tesone, 2010). Such practical participation will enhance my situation understanding skills and enhance my decision-making ability. The entire development will consume approximately 2 months. I need to improve my technical knowledge, for which I will avail myself of online courses to enhance my knowledge. Technical skill is necessary to tackle critical tasks, guest service and automate menial tasks (Donate et al., 2022). This will take approximately 3 months to gather advanced knowledge on front office task management in Premier Inn. I will improve my time management skills my improving planning, for which I will analyse my previous performances and enhance planning to manage time, especially for maintaining accurate guest service. This skill development will take approximately 2 months.
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Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	Thank you for providing your response regarding the service of our hotel. We are glad to know that your experience during your stay in this hotel is good enough. You have praised the location of the hotel in your review. Yes, we are present in a good location that can easily be achievable to all of our guests. Our skilled staff maintain enormous efforts in maintaining the cleanliness of the hotel. Their efforts are the key aspect that the hotel serves the guests accurately and maintains cleanliness in the entire area, including rooms. We are glad to know that you liked our service. We maintain specialised staff to provide quality services to the guests starting from their arrival to departure. The hotel provides value to its guests and provides customised services as per request. Your important feedback will be helpful for us, as it will motivate us to improve our services further and satisfy our guests. Thank you.
Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10-%

	

To
Mr Ronald Federick,
17 Trinity court,
Swansea
SA1 2AR
October 7th 2023
Dear Sir, 
We sincerely apologise for such an issue during your stay in the hotel. You have complained about our quality breakfast service on Sunday morning. We apologise again to inform you that our key chef was absent on that day due to illness and all the other chefs were engaged with different tasks. The hotels were full of guests that day and we faced issues in maintaining morning service due to the absence of other service staff also. Therefore, it was a serious challenge for us despite promising quality service to all of our guests. We can assure you that this will not happen in future, as we will maintain a backup of teachers to prepare fresh foods and service you. Our chefs are well trained and prepares quality, tasty and sustainable foods for our guests. We specially provide training to chefs for improving food quality, resilience, and teamwork and maintain customised foods for our guests as per request. We can assure you that skilled staff will make your stay accurate next time and we request you kindly provide us with a chance to prove this. 
We are again sorry for the issue regarding the noise that you have faced during your stay in room 205. Yes, the room is short a little; however, the amenities are equal in its room. You have complained that you have faced noise issues due to a baby crying in your neighbouring room. We provide a peaceful and very comfortable environment for our gest; however, this is a separate issue now. Please note that we have provided an option for room change in case of any disturbance due to noise; however, as we have mentioned earlier, the room was full on those days, which created an issue for us to arrange a separate room for you at night. Based on our ownership, we are increasing the room numbers for our guests and those rooms will not be booked early. Those rooms will be provided to guests only who will complain about any nose or other cleanliness issues during their stay. Hope this service will satisfy you during your next stay in this hotel. Guests’ satisfaction is our utmost priority and we will maintain that strategy in future. 
You have complained about the cleanliness of the room and we are begging pardon for that. We have earlier informed you that due to the sudden large occupancy of rooms in the hotels, the staff were unable to provide service timely. Training and development of the staff are the crucial part of our hotel. We arrange training sessions to train the staff to enhance their skills to serve large numbers of guests and maintain cleanliness in the hotel. We can assure you that you will not face such an issue in future, as we will improve the skills of our service staff. We will implement an instant complaint strategy to overcome such issues in future that will satisfy you in your future stay in this hotel. We will be happy to serve you again. 
Yours Sincerely
Manager of Premier Inn, Evesham






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

	
Element 1 – Pre-Arrival 


	
The guest cycle is the complete experience that any guest goes through in any hotel, starting from the booking to departure. An effective guest cycle strategy is important to attract guests and satisfy them during their stay. Effective guest service is beneficial to create a positive attitude in the business. Premier Inn in Evesham is a popular hotel that provides quality services to its business. Details about the key elements that are required while managing four stages of the guest cycle, such as pre-arrival, arrival, duration of stay and departure, will be analysed in this study. 
The pre-arrival stage starts before the arrival of the guest in the hotel. The pre-arrival stage includes a reservation, reconfirmation stage, pickup stage and the providing a pre-arrival letter. The reservation and reconfirmation stage indicates folio management of the guest in case of any advanced payment (ASET, 2013). The Premier Inn also performs this task to make the guest's details and eliminate any unnecessary issues during the guest's arrival time. 
Guest first select the hotel in this stage as per their preferences. Marketing and advertisements have an important role in attracting guests towards any hotel (Fallon and Rutherford, 2011). Premier Inn maintains attractive marketing and promotes advertisements in digital mediums to reach a large number of customers. The guests contact the hotel after selecting it and it serves room for a limited period of days. The hotel reconfirms the reservation of the guests and confirms the reservation once after achieving advance payment. 
The hotel offers different types of facilities, including the pickup request to the guest. This strategy is supportive enough to enhance the brand image of the hotel. Brand image is important to popularise the business and attract customers (Fanthorne, 2004). Premier Inn does not provide pre-arrival letters to its guests; however, they confirm through email regarding their arrival time (Premierinn, 2023). 


	
Element 2 – Arrival 


	The arrival stage indicates the doorkeepers, bell desk, functionality of the travel desk, registration, assignment of the room, issuing the keys, baggage handling and welcome letter. All of the tasks are associated with the arrival stage and the front office staff maintains all these duties during the arrival of guests. Greetings and a warm welcome during arrival are important to satisfy the guest in the initial stage (Johnston, Clark and Shulver, 2012). Premier Inn has specially trained the staff to maintain a warm welcome to its guests during the arrival of guests. Training and development are necessary to enhance the skills of the staff to improve the service quality in hotels (Vallen and Vallen Jerome, 2014). The bell desk and travel desk functions are important as the staff checks the guest details on these desks.
Guest starts their face-to-face interaction during this stage and the hotel staff need to interact positively with guests. Communication is important to determine the requirements of guests to provide a comfortable stay experience (Wood, 2013). For example, Premier Inn has groomed its front office staff properly to interact with guests in different languages. The front office staffs assign the room and provide the keys to the guests. The staff has allocated specific staff to handle the baggage of the guests and help the guests to identify their rooms. This element of service is necessary for providing support to new guests that can satisfy them in the initial stage. 


	
Element 3 – Duration of stay 


	
Safe deposit, availability of telephone calls, concierge, travel desk service, mail, handling the queries and other information services are the key elements during the stay of guests in Premier Inn. Safety deposit is the locker facility for the guests to keep valuable items safe, such as important documents, jewellery and many more things (Williams, Woolliams and Spiro, 2020). Premier Inn provides such a free locker facility for its guests to make their stay safe in the hotel. The availability of free telephone calls is another important service that hotels need to provide to their guests during their stay. This strategy can help the guest to connect with hotel staff for ordering food along with other services and their friends or relatives. 
Travel desk service is important to provide information regarding the local tourist places that the guests can travel to for fun. Guest satisfaction is the utmost priority for any hotel, as satisfied guests can promote the hotel to others (Alrawadieh and Law, 2019). Specialised front office staff provides information regarding the hotel services, solves queries and provides information about cities during their stay. Premier Inn also allocates specialised staff for its guests to provide such information and clarify all queries (Premierinn, 2023). Hotels need to manage different charges such as restaurant charges, room charge and any other special charges for guest satisfaction. Providing offers to the guests for such services can satisfy them during their stay. 

	
Element 4 – Departure 


	
Bill settlement, possible key returns, bell desk functions, checkout and thanking the guest are the key elements during the departure of guests. Bill preparation is an important task for the front desk cashiers as a basis for maintaining financial transactions (Tewan, 2009). The strategy provides benefits to maintain loyalty in bill management and helps the guest pay the required amount based on their services. Loyalty in businesses is necessary to maintain brand image and attract customers (Tesone, 2010). Premier Inn has recruited cashiers especially to manage the bills of guests and maintain financial transactions accurately. The front office staff of Premier Inn needs to manage all the service details initially to simplify the financial transaction calculation for the cashier. 
Another important element in this strategy is the luggage handling of guests and reaching those luggages to their cars. Premier Inn asks for any car service for its guests and manages its car service to support guests in reaching the airport or railway station. The behaviour of the staff is important to satisfy the guests and improve their engagement with a positive experience (Bardi, 2011). Premier Inn staff are well trained and maintain warn farewell to its guests during their departure. Good support during their stay and an effective warm farewell can create a positive interest among the guests and engage them with the hotel for a longer time. 
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#40f 9 hotels in Evesham

Location
Cleanliness
Service

Value

Centrally located near all the gems of the Cotswolds,
Premier Inn Evesham sits next to the Country Park, with
guests often catching a glimpse of its resident deer. Youll be
close to the A46 for trips to Stratford-upon-Avon and
Tewkesbury and all the lovely villages in between. Discover
the historic delights of the area with six National Trust
properties within 15 miles, take a flutter on your favourites at
the local racecourses, or visit Stratford in search of
Shakespeare. Our friendly team will help you enjoy your stay
to the full and our spacious rooms and extra-comfy beds wil
have you relaxing into the land of nod in no time.

Read more v




