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	I am now working as a placement student at the Premier Inn Sheffield Arena, gaining practical experience in the hospitality industry. Working in the front office has taught me a lot. Kolb's paradigm guides my reflection on my experiences, insights, and skills from this time.
Concrete Experience
Working the front desk at Premier Inn Sheffield Arena has been fascinating and educational. I entered the fast-paced hotel management business on my first day. My everyday duties included checking in and out visitors, reserving hotels, and interacting with them. I gained knowledge on how to use the reservation system, create room keys, and oversee extra services like parking, managing gratuities, and making appointments for breakfast and supper. This job requires to communicate with visitors and team members, which requires good communication skills and a customer-focused mindset (Fallon and Rutherford, 2011). I was immediately put to the test of my guest service training, which placed a strong emphasis on having a nice manner and listening intently. Both technological know-how and people skills were needed to handle payments and make sure everything ran well at the reception. I had never before been exposed to the complexities and demands of front desk operations at a busy hotel before this practical experience.
Reflective Observation
As I think back on my time at the hotel, I see how important soft skills and technical expertise are. Working with a varied clientele brought to light the need for tolerance, flexibility, and empathy (Gundersen, 2016). I saw that in addition to prompt service, customers valued a personal touch, even something as basic as a sincere smile or a kind gesture. Quick thinking and problem-solving skills were required in this fast-paced atmosphere, particularly during peak hours or when dealing with difficult circumstances. I also saw how important it is for staff members to work together and communicate well to guarantee a flawless visitor experience. At the end of the day, I would often catch myself thinking back on my encounters and wondering how I might have done things differently or better. I was able to progressively improve my strategy and become more self-assured and proactive in my position because of this reflection.
Abstract Conceptualisation
My placement's experiences and observations line up with several theories and ideas related to hospitality management. The focus on visitor pleasure aligns with the notion of the service-profit chain, which establishes a connection between revenue, service quality, and staff satisfaction (Harris and Castle, 2022). My experiences support theories that place a high value on customer happiness and engagement by highlighting the critical role that people play in service industries. In the hotel industry, the difficulty of catering to a wide range of customer wants and preferences is a reflection of market segmentation and personalised service concepts (Ibrahim and Abbas, 2019). The principles of organisational behaviour, which highlight the need for a healthy work culture and successful management practises, are consistent with the necessity for efficient internal communication and collaboration. These ideas and precepts have given me a framework for comprehending the practical aspects of my job and have assisted me in conceptualising the wider ramifications of the duties I do daily.

Active Experimentation
Taking inspiration from my experiences and introspection, I want to use several approaches in my continuing work. By putting active listening and empathy into practice, I want to improve my customer service abilities and make every visitor feel appreciated and heard. I'll concentrate on increasing my productivity while managing reservations and administrative duties, maybe by looking into more useful time-management strategies or technological solutions. I suggest holding frequent briefings and feedback meetings with my co-workers to improve teamwork. Priority must also be given to experimenting with various strategies for handling difficult circumstances, such as client complaints or odd demands (ASET, 2013). I plan to use these techniques to enhance my performance going forward and to be ready for positions in the hospitality sector. This experimental phase, which enables me to apply academic knowledge to real-world settings, is vital for my career and personal progress.
This insightful reflecting practice, which is based on Kolb's model, has shown the beneficial relationship between theoretical knowledge and real-world application. It has not only improved my understanding of the abilities needed for hotel management, but it has also mapped out a course for further education and advancement in my career.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear HEWETT316,
We appreciate you taking the time to write such kind reviews about your birthday celebration at Premier Inn Sheffield Arena. We are delighted to learn that you had a fantastic day and that our crew helped to make it even more memorable.
Our mission at Premier Inn is to provide every one of our guests with an amazing, personalised stay. That the view from your accommodation and the attentive treatment from our personnel fulfilled this expectation makes us happy. We think the simple gestures, like acknowledging a guest's birthday and sharing in their celebration, really do make a big impact.
We would be happy to have you visit us again in the future. We hope that you have even more reasons to rejoice in the next year and wish you the best of luck till then.
Warm regards,
Basem Issam Elhersh
Manager
The Premier Inn Sheffield Arena.

Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 10-%

	
Dear Mr. Federick,
Despite the worries expressed in your most recent contact, I hope you are well and feeling optimistic when you get this message. We have received your report about the problems you raised during your stay at Premier Inn Sheffield Arena. As the manager of the hotel you recently stayed at, I take this obligation seriously.
First and foremost, we sincerely apologise for any faults you may have encountered. We get important insights from your input that are crucial to our ongoing efforts to raise the bar for our services. I apologise for not living up to your or our own standards this time.
It is disheartening to hear that the breakfast was not as warm and tasty as we try to give to our guests. I have personally brought this up with our kitchen staff to make sure that our food's quality and presentation are closely inspected. To avoid a repeat of this, we are taking quick remedial action.
Regarding the disruption of noise brought on by a crying infant, I would like to apologise for any inconvenience this has caused you. Even while we make every effort to provide a calm atmosphere for all of our visitors, handling sporadic disturbances from other visitors may sometimes be difficult. Nonetheless, we are examining our room assignment protocols to more effectively handle such circumstances in the future.
One of the biggest concerns is how clean your accommodation is, especially the state of the bathroom. It is a basic need that our visitors enjoy a tidy and sanitary atmosphere while they are visiting. I've personally assumed responsibility for this problem and worked with our housekeeping team to perform a full investigation, and I can guarantee you that quick action has been taken to address and correct these violations of our cleaning procedures.
Although we really value your concerns, we are sadly unable to provide a discount or a free upgrade currently. But be assured that we are addressing the concerns you brought up. We are steadfast in our commitment to improve your experience, and we are now putting procedures in place to ensure that these problems don't arise again. We appreciate your thoughts and really hope you will give us another chance to provide the first-rate service you are entitled to. Please do not hesitate to get in touch with me personally if you have any other questions. We really hope that you will once again have trust in our hotel, and I have no doubt that we will surpass your expectations when you return.
We sincerely apologise once again and hope to have the chance to welcome you back in more beneficial conditions.
Yours sincerely,
Basem Issam Elhersh
Manager
Premier Inn Sheffield Arena
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	The initial part of the visitor cycle, known as the pre-arrival phase, is crucial for establishing expectations and starting the guest experience. This phase includes all communications that take place before the visitor enters the hotel, including planning, booking, and research. Brotherton (2012) claims that the introduction of information technology has changed the way hotels communicate with their customers at this stage, with digital communications and online reservations now being the norm. Additionally, the hotel's internet presence, which includes its website, social media accounts, and presence on booking platforms, is a crucial part of pre-arrival. Customer satisfaction and booking intentions are greatly impacted by a website's usability and the emotional reaction it elicits, according to research by Lewis and McCann (2021). Thus, it's crucial to make sure the hotel website is not only educational and easy to use but also visually beautiful. Personalization is another essential component of pre-arrival, as visitors are expecting services that are more and more catered to their tastes (Bardi, 2011). CRM systems that monitor visitor preferences and history enable targeted upselling, personalised room choices, and special offers. These strategies are demonstrated by the success of the IHG Rewards Club, whose members receive tailored promotions and room recommendations (Chung, 2020). At this point, communication is also quite important. In addition to providing chances for the hotel to upsell services, email marketing, SMS updates, and app alerts may enlighten and engage the visitor (Chung, 2020). For example, visitors may customise their stay ahead of time using the Four Seasons app, which allows them to order certain pillow varieties and schedule airport transfers (Ghazi, 2018).


	
Element 2 – Arrival 


	The arrival stage is the visitor's first face-to-face encounter with the hotel and is crucial in verifying the pre-arrival expectations. The guest's first view of the property, check-in processes, and the hotel staff's welcome are all part of the arrival experience. Choy (2022) states that a visitor's impression of their whole stay may be greatly influenced by their arrival experience, which also has a significant effect on total guest satisfaction. Furthermore, a key component of the arrival phase is a friendly and quick check-in procedure. In addition to a warm welcome, this also entails managing paperwork and payments quickly and efficiently, tasks that technology can help with. For instance, Marriott International uses mobile check-in technology, which saves wait times and offers customers the convenience of avoiding the front desk (Mensah, 2020). However, one should not undervalue the importance of interpersonal communication. Staff members must get cultural competency and problem-solving training to guarantee that any questions or issues from visitors are handled quickly and efficiently (Okumus, 2019). The motto "Ladies and Gentlemen serving Ladies and Gentlemen" from The Ritz-Carlton highlights how crucial employees are to upholding the brand's ideals and offering top-notch service (Ghazi, 2018). The actual surroundings of the hotel lobby and surrounding places are also quite important. The welcome experience may be greatly improved by creating an environment that honours the hotel's identity while also being comfortable for the guests. For instance, the Hyatt Regency's lobby creates a distinctive and welcoming ambience by highlighting a sense of location with regional art and design (Chung, 2020). To guarantee that the guest's experience begins well, the arrival stage necessitates a well-planned blend of efficiency, personal touch, and ambience. It influences the continuous perception and happiness of the visitor and sets the scene for the other parts of the guest cycle.

	
Element 3 – Duration of stay 


	The core of the visitor experience is the occupancy or length of stay, during which the services that were promised before arrival and started upon arrival are provided and personally experienced. The visitor's interactions with the hotel's many services and features, including the restaurant, entertainment areas, housekeeping, and concierge, define this stage. Kinderlerer (2016) asserts that a positive visitor experience during a visit is essential to a positive return visit and repeat business. Consistent service delivery and the capacity to go above and beyond for guests are essential components of effective management throughout their stay. It takes into consideration the interests of the customer, prompt and effective service, and the human touch to make an otherwise ordinary stay unforgettable. As a and responsive approach to guest service, Bardi (2011) highlights the need to give staff members the freedom to make choices that improve the visitor experience. Throughout the guest's stay, communication is vital. As Hilton's Digital Key demonstrates, digital platforms may help with this by enabling visitors to make service requests via applications (Lewis and McCann, 2021). Personal contact is still essential, however, since employees must be aware of nonverbal clues and quick to give help. The 'At Your Care' programme offered by JW Marriott is an excellent example of real-world success in this phase. It aims to anticipate and give guests personalised care, meeting their requirements even before they express them (Lewis and McCann, 2021).reflection of the requirement for a proactive


	
Element 4 – Departure 


	The guest's final impression of the hotel is formed during the departure phase, which has a big impact on whether or not they decide to stay there again or refer others to it. According to Mensah (2020), to guarantee enduringly good recollections, the leaving experience should be as easy and enjoyable as the arrival. During departure, a smooth check-out procedure, precise invoicing, and a heartfelt goodbye are essential components. For visitors who are pressed for time, technological innovations like expedited check-out options help expedite the procedure. For example, visitors may check out using the Hyatt mobile app on their smartphone and completely avoid the front desk (Lewis and McCann, 2021). The human touch is still important, however. Employees must ask about the visitor's experience, get input, and sincerely thank them for their business. In addition to being polite, this exchange provides a chance to discuss any outstanding problems and get information that may be used to enhance the service. The act of departing involves more than just taking a physical leave of absence. Relationship-building activities after the visitor leaves, such as thank-you notes for their stay and requests for feedback, strengthen the bond. The Ritz-Carlton is renowned for its outstanding post-stay interaction, often thanking visitors with handwritten letters (Ros and Sintes, 2019).
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9 Maidstone, United Kingdom « 29 contributions « 13 helpful votes

eocce

| cannot thank you enough

Stayed here as part of my birthday holiday, was amazing.

I'had a lovely room with a brilliant view and the staff were amazing. Came in from
dinner one night and forgot that | was still wearing my birthday badge and the
girl at the bar gave me a free drink for my birthday.

Hope | get to revisit next year.

Read less «

Date of stay: March 2022

Trip type: Traveled with friends




