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	According to a report by Economic Insight (2019), this sector plays a vital role in the broader economic and social success of the UK, contributing £66 billion in Gross Value Added and employing approximately 3 million people. However, despite its significance, there is room for improvement in productivity, which has been a challenge for the UK as a whole since 2008.
Hotel front desk position play a fundamental role in creating a welcoming and memorable environment for guests. First impressions are crucial in the hospitality industry, as 60% of consumers would switch travel brands after just 1-2 poor customer service experiences. Their dedication, adaptability, and excellent customer service skills shape the guest's stay, leaving a lasting impression (Ortega, 2023). Moreover, working within the hotel front office requires a diverse set of skills. These skills not only enhance guest experiences but also contribute to the success of the hotel. To guide the journal log, I will employ the Gibbs' Reflective Cycle model.
Description
Working at the hotel front office involves a wide range of responsibilities, from managing reservations to welcoming guests and ensuring a smooth check-in and check-out process (Elphick, 2023). It also includes responding to guest inquiries, handling complaints, and providing information about the hotel and its services. The front office is truly the heart of the hotel, where first impressions are formed, and lasting memories are created (Cvent, 2022). I describe myself as a calm, confident, and very polite person, which makes me well-suited for a role at the hotel front office.
Feelings
My experiences in the hotel front office have been both challenging and rewarding. On one hand, I have encountered demanding guests and high-pressure situations, leading to feelings of stress and frustration. On the other hand, I have also experienced the joy of making guests feel welcome and satisfied, which brings a sense of accomplishment and fulfillment. These mixed feelings have taught me the importance of emotional intelligence in this role.
Evaluation
To excel in the hotel front office, several key skills are required. These include effective communication, problem-solving, adaptability, attention to detail, and customer service. Effective communication is crucial for providing information, addressing guest concerns, and collaborating with colleagues (Martins, 2022). Problem-solving skills are essential for handling unexpected situations and ensuring guest satisfaction (Taylor, 2023). Adaptability is also needed in the ever-changing hospitality environment, where each guest is unique. Another important skills is attention to detail which is significant in order to ensure accuracy in guest records and reservations. Customer service is at the core of the front office, making every guest interaction a potential opportunity for creating loyal customers. My strong customer support, time management, and attention to detail skills make me an excellent fit for the hotel front office (reception). I excel in providing exceptional service, efficiently managing tasks, and ensuring accuracy in every detail. This is crucial in creating a welcoming and seamless guest experience, where first impressions are lasting memories.
Analysis
Effective communication is a fundamental skill in the hotel front office. It involves not only verbal communication but also active listening to understand guest needs and preferences. Additionally, non-verbal communication, such as body language and tone of voice, plays a significant role in guest interactions (GuestJoy, 2022). Reflecting on my suitability for the hotel front office position, I find that my strong communication skills align with the theoretical principle of customer relationship management. Building a rapport with guests is crucial for fostering repeat business and garnering positive reviews, and my ability to communicate effectively is an asset in this regard. Furthermore, I recognize the importance of problem-solving as a vital skill in this role. In the hotel front office, unforeseen issues can arise at any moment, whether it's a reservation mix-up, a maintenance problem, or an upset guest. The capacity to think on one's feet and find swift, effective solutions is indispensable. This skill also ties in with the theoretical concept of service recovery, where the adept handling of complaints can transform a negative experience into a positive one.
Action
Reflecting on these skills, I see areas where I can further develop my abilities. To enhance my communication skills, I will actively seek feedback from colleagues and guests and practice active listening. To improve problem-solving, I will actively participate in training programs and workshops that focus on handling challenging situations effectively. Moreover, I will work on enhancing my emotional intelligence, which is crucial for managing my own feelings and understanding the emotions of both guests and colleagues.
Conclusion
In practice, these skills are evident in the hotel front office. For instance, when a guest arrives early and their room isn't ready, using effective communication to explain the situation, offering alternatives, and ensuring their needs are met demonstrates the practical application of these skills. In situations like this, good communication and problem-solving can turn a potentially negative experience into a positive one. The Gibbs' Reflective Cycle has allowed me to connect my experiences to theoretical principles and industry examples. Effective communication and problem-solving, as highlighted in this reflection, are indispensable in this dynamic environment. By actively working on these skills, I aim to continue growing and contributing to the success of the hotel front office.
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	Trip Advisor Review Response 150 words +/-10%

	
Dear valued guest,
Thank you for taking the time to share your experience at Premier Inn. We are thrilled to hear that your first overseas trip was memorable, and we appreciate your kind words about our hotel.
We understand that international travel can be accompanied by uncertainties, and we're pleased to have played a role in making your journey smoother. Our commitment to proactive communication and exceptional service is central to our guest experience, and we are delighted to hear that our staff provided you with a warm welcome and helpful assistance throughout your stay.
Your feedback about the cleanliness and quality of your room is greatly appreciated. Maintaining high standards in all our accommodations is a top priority, and we're pleased to know that you found our rooms to be clean and comfortable, even for a roadside chain hotel.
We are grateful for your recommendation and look forward to welcoming you back in the future. Safe travels and many more adventures abroad!
Warm regards,
The Premier Inn Team

















	Screen shot of referenced Trip Advisor review used:
[image: A screenshot of a review

Description automatically generated]

	

	

	

	





















Letter of complaint response 500 words +/- 10-%

	Andreea Crozolo
Hotel Manager
Premier INN
Lowton, Wigan
 WA3 3JD England
Mr. Ronald Federick
17 Trinity court,
Swansea
SA1 2AR

Dear Mr., Federick,
RE: Response to Your Recent Stay at our Hotel.

We hope this letter finds you well.  We would like to extend our  heartfelt apologies for the less than satisfactory experience you encountered during your stay at our hotel on the night of Saturday, August 26th. Your feedback is invaluable to us, and we appreciate you bringing these issues to our attention.
We deeply regret to see that your experience was marred by several issues, including the quality of breakfast, noise disturbances, and room cleanliness. We take your concerns seriously, and we would like to address each of them individually.
Breakfast Quality:
We are truly sorry for the inconvenience you faced with our breakfast service. Providing a warm and appetizing meal is a fundamental expectation, and it is clear that we fell short of this standard on the morning of your stay. Rest assured, we have already addressed this matter with our kitchen and restaurant teams to ensure that such incidents do not recur. We are committed to enhancing the quality of our breakfast offerings for the benefit of all our guests.
Noise Disturbances:
We understand the significance of a peaceful and comfortable environment for a good night's sleep. We apologize for the disturbance you experienced due to a crying baby in a neighbouring room. We will further reinforce our noise management procedures to minimize such disturbances in the future, ensuring that all guests can enjoy a quiet and restful stay.
Room Cleanliness:
We are deeply concerned about the cleanliness issues you encountered in room 205. This falls well below our standards, and I can assure you that this matter is being addressed with our housekeeping team. We have implemented additional quality control measures to ensure that our rooms are maintained to the highest standards of hygiene and cleanliness.
Your feedback is valuable in our continuous efforts to improve our services, and we can assure you that we take your concerns seriously. It is our goal to ensure that all our guests enjoy a pleasant and hassle-free stay, and your experience has highlighted areas where we can enhance our service.

To express our sincere regret and gratitude for your feedback, we would like to offer you a complimentary one-night stay with us, including an upgraded room and breakfast, so that you may experience the improved level of service we aim to provide. Please feel free to contact us at  00 44 333 003 1699 to arrange your complimentary stay at your convenience.

Once again, we apologize for the inconveniences you experienced during your stay. We hope that our response and the steps we are taking to address these issues demonstrate our commitment to delivering a superior guest experience.

Thank you for choosing our hotel, and we hope that we will have the opportunity to welcome you back in the near future to provide you with a much-improved stay.

Yours sincerely,
Andreea Crozolo
Hotel Manager
Premier INN
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A First-Time International Traveler's Experience: A Review of a Lovely Hotel
Introduction
Traveling abroad for the first time is a outstanding milestone in one's life. The excitement of exploring new cultures, sights, and experiences is often tempered by the anticipation of challenges and uncertainties (Reid, 2018). This essay presents a detailed review of a recent international traveller’s experience at a hotel, offering a comprehensive analysis of four key elements. This insightful account not only highlights the traveller’s encounters and observations but also provides valuable insights into the hotel's performance at each stage of their stay.
Element 1 – Pre-Arrival
The Pre-Arrival phase is the foundation upon which a traveller’s experience is built. It sets the tone for the entire journey, and in this case, the hotel's proactive communication played a important role (Cook, 2023). The traveller had received an email before their arrival date, which mentioned the availability of early check-in. This simple yet effective measure immediately provided a sense of convenience and readiness. For first-time international travellers, this kind of information is invaluable as it helps alleviate the anxiety and uncertainty that often accompany overseas trips (Marie, 2023).
The proactive communication, in this case, demonstrated the hotel's commitment to guest satisfaction from the very beginning. It not only ensured that the travellers arrived with a clear plan but also conveyed a message of care and attention to detail. The provision of such information, as highlighted in the review, goes a long way in making international travellers feel welcomed and at ease from the moment they decide to book a room.
Element 2 – Arrival
Arrival at a foreign destination can be a challenging experience, especially when travellers encounter unexpected issues. In this review, the traveller described combatting difficulties with their debit card and phone upon arrival. It is during such moments that the role of hotel staff becomes particularly essential (OECD, 2020). The review underscores the importance of the receptionists' approachability, friendliness, and willingness to assist. They not only addressed the initial issues but also offered to hold the travellers’ luggage while they resolved their problems, showcasing a high level of customer-centric service.
First-time international travellers often face heightened levels of anxiety and uncertainty. The arrival experience is their first real interaction with the foreign environment, and it can significantly impact their overall perception of the trip. The positive experiences with the receptionists, as highlighted in this review, helped the traveller’s transition smoothly into their international adventure. Their friendly and helpful demeanour eased the initial challenges and set a positive tone for the rest of the stay.
Moreover, the receptionists' readiness to assist with any requests throughout the stay emphasized the hotel's commitment to providing a seamless and pleasant experience. This type of assistance can significantly enhance the overall quality of the stay and create a sense of comfort, especially for those who are new to international travel.

Element 3 – Duration of Stay
The core of any hotel experience lies in the quality of the accommodation. The review mentions the cleanliness and quality of the room, an essential factor for a comfortable and enjoyable stay. A clean and comfortable room is a fundamental expectation for any hotel, especially for international travellers who may be dealing with jet lag and culture shock. What's particularly noteworthy is that the traveller found the room to be clean and nice, despite the hotel being categorized as a "roadside chain." This speaks volumes about the establishment's commitment to maintaining high standards.
In addition to the room quality, the availability of responsive staff to address any needs that arose during the stay played a crucial role in shaping the overall experience. The traveller’s positive comments regarding the staff's helpfulness underscore the importance of having a team that is dedicated to the well-being of the guests. The convenience of having a responsive staff can significantly enhance the overall quality of the stay and contribute to a positive impression.
Element 4 – Departure
The departure phase is often seen as a mere formality, but it still plays a fundamental role in shaping the overall perception of a hotel. A seamless and efficient check-out process can leave a lasting impression on guests (Mubashar, 2023). While the review does not explicitly mention the departure experience, it can be inferred that the positive encounters with the hotel's staff throughout the stay likely extended to this phase. A departure free of hassles or complications reinforces the notion that the hotel values the guests' time and comfort.
Conclusion
In conclusion, the review of a first-time international traveller’s experience at the hotel is overwhelmingly positive. The hotel's performance across the Pre-Arrival, Arrival, Duration of Stay, and likely Departure phases is a testament to its commitment to delivering a high level of service and comfort. The timely communication, welcoming staff, clean rooms, and responsive service all played crucial roles in ensuring a memorable and enjoyable stay.
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Lovely place for a first time international traveler!

This was me and my husband's first time over seas, so we weren't really sure what
to expect. When we first arrived we ran into a couple issues with our debit card
and phone not working properly. | read in the email | got prior to our arrival date
that they had early check in. So we went straight to the hotel to see if we could
check in early. We still had about an hour and so wait but they offered to hold
our luggage for us while we went and tried to figure out our issues. The
receptionist’s that were working when we arrived were so friendly and helpful.
Anything we needed they were ready with an answer. The room was clean and
nice for a roadside chain hotel. Anytime we needed something the receptionist
was helpful in getting it for us. | would recommend this hotel to anyone traveling
abroad!
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