	[image: image1.png]Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5






Component One: Student Journal (learning log) 750 words +/- 10%

Contribution to Overall Module Assessment: 25%
	Student No:
	2235531
	

	
	Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Neil Dyer
	

	
	
	
	

	Below mentioned learning log reflect the learning and experiences with the help of Kolb learning model. 

Upon beginning my employment at the Premier Inn Stevenage North front desk, I experiened a fast-paced environment where it was imperative to quickly adapt to changing condition. Effectively handling reservations, processing check-ins promptly, and attending to visitors' urgent needs were all essential for this role (Vince, 2022). Throughout the whole event, there was a clear demonstration of the complex dance of social dexterity and organizational intelligence. My ability to transition between activities effectively has become a regular habit. The need of being proficient in multitasking became evident when new duties were added, such as managing reservations, assisting with check-ins, and attending to various needs of guests. I discovered that the secret to my success in the midst of all the confusion was to pay great attention to even the slightest things. To provide a faultless and unforgettable guest experience, keen attention  was required for every reservation detail, guest choice, and operational component. It became evident that having good communication skills was essential for this administrative position (Watson et al., 2019). Effective and compassionate communication became essential in all facets of the job, from giving visitors the information they needed to managing productivity with colleagues to handling complaints in a kind manner. When I think back on my time spent working at the Premier Inn Stevenage North front desk, I am very appreciative of the priceless experience I acquired in the hospitality sector. I was able to use these skills to manage the challenges of entertaining, keeping a nice atmosphere, and finding prompt, effective solutions to issues.  
Making a positive first impression became clear to me when I welcomed guests and assisted them with their issues (Baum, 2019). This aligns with notions of customer relationship management, which emphasize the need of memorable service in attracting repeat business and high ratings. Using CRM principles at the hotel front desk where customers' satisfaction is the most valuable asset is my strength. Because it consistently meets and exceeds guests' expectations, Premier Inn Stevenage North has been able to establish a strong reputation. Viewed from this perspective, I am reminded of the tight link that exists between my professional background, my academic understanding of CRM, and my ultimate goal of delivering first-rate guest service in the dynamic hospitality sector.

As I looked more at my job at Premier Inn Stevenage North's front desk, I began to progressively grasp the wider theoretical ideas behind effective hotel management. I started to observe the complex dance that occurs between yield optimization and revenue management as I strained to understand the significance of room pricing and availability (Giousmpasoglou et al., 2021). Every decision was taken while walking the tightrope between boosting revenue and guaranteeing satisfied clients. I was always fascinated by the strategic challenges of learning how to determine the optimal room rates in response to supply and demand changes, seasonality, and competitive pricing while I was learning the ins and outs of revenue management. This process illustrated the dynamic nature of the hotel industry and the need of adaptability and industry expertise (Swanson et al., 2020). My compass became the idea of yield optimization, which focuses on making the maximum money with the resources at your disposal.  Understanding the theoretical ideas of revenue management and yield optimization really helped me navigate the challenging terrain of the front office with a comprehensive and strategic perspective (Awan et al., 2021).

In an effort to always improve, I often found myself actively experimenting when I was a front desk employee at the Premier Inn Stevenage North. Since the hotel industry is always evolving, I decided to broaden my knowledge and develop my skills in order to contribute to its smoother operation. A big part of my approach was to deliberately seek out criticism. My ability to enhance my job was greatly aided by the continuous feedback I got from visitors and colleagues. Through the use of an iterative approach, I was able to adjust and progress in my line of work, whether that meant honing my problem-solving techniques to address specific challenges or changing my communication style to better connect with a range of visitor preferences (Hayes et al., 2021). In addition, I welcomed the need of using digital technology to speed up processes. Technology integration increased efficiency for the whole stay in addition to speeding up check-in times. 
 Eagerness of employees to actively try new things at the front desk not only aided in their own personal growth but also assisted the hotel in meeting the needs of its guests (Úbeda-García et al., 2021). As I continued on this road of continuous improvement, I saw how closely the larger changes affecting the hotel sector and my own personal development are related.
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Component Two 

Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	Thank you so much for taking the time to share your positive experience at Premier Inn Stevenage North. 

We are delighted to hear that you had an excellent stay, from check-in to check-out. It warms our hearts to know that you found our family room clean and spacious. Our team works hard to maintain a high standard of cleanliness and comfort for all our guests. It's fantastic to hear that your visit to our restaurant was enjoyable. We take pride in delivering great service and delicious meals, and it's particularly satisfying to know that your son enjoyed his burger. We strive to create a welcoming atmosphere for families, and your feedback reinforces that we're on the right track. Our team works diligently to ensure that our guests have a satisfying dining experience. 

Your positive feedback motivates us to continue delivering the high-quality service Premier Inn is known for. We look forward to welcoming you and your family back in the future. Thank you for choosing Premier Inn Stevenage North.




	Screen shot of referenced Trip Advisor review used:
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Excellent

“Excellent service from check in to check out. We had a family room, which was
clean and spacious. The reception staff were friendly and helpful. We went to the
restaurant for a drink and our son ate service was great and the burger was
scrummy according to our sons details. We had breakfast in the morning which
had a wide selection of hot and cold choices. Tables were clean and spacious
considering it was busy”

Readless a

Date of stay: October 2023

Trip type: Traveled with family

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripadvisor
performs checks on reviews as part of our industry-leading trust & safety standards. Read our transparency
report to learn more.
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Source: Trip Advisor (2023)

	

	

	

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

	Dear Guest,

I trust this letter finds you well, and I sincerely appreciate the time you took to provide feedback on your recent stay at our hotel. Your satisfaction is our top priority, and I am truly sorry to learn that your experience fell short of the standards we strive to uphold.

Upon receiving your letter, I immediately took it upon myself to thoroughly investigate the concerns you raised during your stay in room 205 on Saturday, August 26th. Please allow me to offer my sincere apologies for any inconveniences you may have encountered.

The news that our meal did not live up to your expectations truly disappoints me. I've called a meeting of our kitchen staff to deal with this right away. We are working hard to make sure that our visitors have a filling and tasty breakfast, and we are taking measures to ensure that our menu will always be the same. I also want to sincerely apologise for any inconvenience that the nearby baby's wailing caused. 
We genuinely care about your comfort, thus we are always evaluating our room assignment policies to reduce similar interruptions in the future. 

Your suggestions are really helpful to us in establishing a calm and delightful atmosphere for each and every one of our visitors. Regarding the concerns you have about the cleanliness in room 205, please accept my sincere apologies for the lapse. Further training is being provided to our housekeeping staff to reaffirm our dedication to upholding the highest standards of hygiene. We have put in place a thorough inspection procedure to find and address any issues with cleanliness as soon as possible.

I would like to extend an invitation to you for a complimentary night's stay during your next visit as a way of saying thank you for your business. This is a small way for us to show you how committed we are to giving you the best possible experience and to highlight the changes we are making.

Your opinions are very important to us as we work hard to improve our services every day. I want to reassure you that your feedback is valued and that we are making the required adjustments to ensure that similar problems don't arise again.
I sincerely hope you will give us another chance to surpass your requirements. If you would like to discuss anything specific or if you have any other questions, don't hesitate to get in touch with me directly. We are grateful for your business and eager to earn back your trust.
We appreciate you bringing these issues to our notice. Your patience and understanding are much appreciated.

Best regard.



Component Three:

Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 
	Element 1 – Pre-Arrival 


	The amount of time before a guest arrives is crucial in the world of hospitality. Han et al., (2019) shared that visitors' initial perceptions are greatly influenced by personalised pre-arrival communication with data from previous studies. Premier Inn Stevenage North is among the greatest examples of this, as it deliberately employs automated pre-arrival emails to not just confirm reservations but also to ask about guest preferences. The hotel can better serve its needs of guests if it is aware of their preferences ahead of time regarding food, room size, and other aspects of their stay.

The Premier Inn Stevenage North combines contemporary conveniences with thoughtful details to create the ideal environment for a memorable stay. The automated pre-arrival emails not only validate reservations but also provide guests a chance to say how much they appreciate being satisfied (Sann and Lai, 2020). When guests get these emails, they are invited to participate in a conversation that respects their individuality in addition to being given logistical information. The hotel demonstrates its commitment to going above and beyond for each and every guest by granting requests in advance, such as those for a rollaway bed or a specific room with a balcony.

This approach not only makes visitors more enthusiastic, but it also significantly raises their level of enjoyment overall. Guests have greater expectations for their whole hotel stay when they are aware that they will be having a unique experience (Rahimian et al., 2021). As a result, Premier Inn Stevenage North's handling of the pre-arrival phase is in line with recent research and offers a tangible illustration of how considerate and customized communication can establish the tone for the whole guest experience, promoting a bond and loyalty.


	Element 2 – Arrival 


	The second phase of the hotel visitor cycle, the arrival stage, is critical in determining how visitors perceive Premier Inn Stevenage North in general. Liu and Hung (2020) emphasize the significance of this stage and the usefulness of a seamless check-in process in assessing visitor satisfaction. Premier Inn Stevenage North has purposefully created a simplified, technologically advanced check-in procedure in light of this information.

This technological advancement is consistent with the contemporary trends noted in Smith and Wheeler's research and aids in reducing wait times, a critical component of enhancing the tourist experience. The hotel's expedited check-in process demonstrates its commitment to using technology advancements for the sake of its patrons (Lai and Wong, 2020).

Furthermore, Premier Inn Stevenage North provides a wonderful arrival experience without relying just on technology. The personnel at the hotel recognizes the value of interpersonal communication in creating a welcoming atmosphere for visitors (Flavián et al, 2021). Upon arrival, guests get a warm greeting and receive a concise but comprehensive overview of the hotel's offerings from the staff. This meticulous attention to detail goes beyond simple functionality and heightens the sense of coziness and welcome.

Because first impressions are so important to the management, all of the staff at this hotel have undergone thorough training (Nusair, 2020). Enough trained staff members will ensure that your arrival experience is both efficient and enjoyable. Premier Inn Stevenage North cznsistently implements industry best practices to provide a pleasant first impression, demonstrating its dedication to customer happiness from the moment visitors arrive. The welcoming area of the Premier Inn Stevenage North is a shining example of the superior service that visitors may anticipate from this institution.


	Element 3 – Duration of stay 


	Sustaining a high level of service during a guest's stay is a challenging task that requires a firm understanding of current hospitality industry practices. 
Premier Inn Stevenage North skillfully aligns with this perspective, offering a standard in the administration of a visitor's duration of stay, as shown by the findings of Hamilton et al., (2021).
They concentrate on providing each guest with special attention to make their stay better. Going above and beyond, Premier Inn Stevenage North gives visitors useful information about local events and activities for the duration of their stay. This fulfills their interest in the region and gives them a sense of belonging (Krizanova et al., 2019). By providing useful information about the area, the hotel encourages guests to make the most of their stay.

Furthermore, the Premier Inn Stevenage North's operational framework now includes guest remark platforms. This commitment to getting feedback in real time enables the hotel to quickly adjust its operations in response to the needs and preferences of its guests (Ivanov and Webster, 2019). This active feedback loop demonstrates the hotel's responsiveness and emphasizes its dedication to improving visitors' experiences all during their visits.

The Premier Inn Stevenage North's approach is especially significant in the context of Jones and Brown's article since it serves as a model for creating ongoing visitor engagement. By providing personalized services, offering local insights, and using guest feedback tools, the hotel ensures that every guest's stay is characterized by a thoughtful and attentive approach, all of which boost guest happiness and loyalty.


	Element 4 – Departure 



	The last stage of a visitor's stay at a hotel is their departure, which may make or ruin the whole experience. According to recent research by Krizanova et al., (2019), consumers' experiences at check-out have a lasting impact. Taking this information to heart, the Premier Inn Stevenage North has enhanced the check-out procedure to provide for an overall more enjoyable stay.

One important component of Premier Inn Stevenage North's departure plan is a prompt check-out. In addition to meeting efficiency standards of today, this also appeals to modern travelers who prioritize a simple and quick check-out process. 

Moreover, the exit strategy used by Premier Inn Stevenage North extends beyond the mere enhancement of regular operating processes. Workers are reminded that it is their duty to express gratitude to each guest as they depart. This kind of personal touch makes visitors feel important and connected, which promotes loyalty (Lai and Wong, 2020). Thanking visitors as they go not only creates a good impression but also encourages them to think about returning, which is consistent with the literature's claim that the post-stay experience has a substantial impact on guest views and future choices.
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