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Gibb’s reflective cycle
During the time of learning module on front office operation, I have learned different topics along with multiple operational approaches which are beneficial for me to obtain career success accordingly. Our module was divided into different weeks and I try to analyse and evaluate my week-wise learning accordingly. I have used Gibb’s Reflective Cycle in this time. Gibb's Reflection Cycle is one of the most widely used cyclic reflection models (Markkanen et al. 2020). I have identified that this cycle guides students through 6-stages of understanding their position and analysing the experiences that they gained. With the support of Gibb's Reflection Cycle, I will address my learning and skill development in the position of Front Office Administration. 
Description: Being a front office administrative employee, it is my responsibility to identify visitors’ preferences and their needs accordingly. During the time of work-based learning in Premier Inn, I have identified different activities through different modules from 01 to 11 weeks. I have learned details about the Hospitality Industry and its relevant services throughout these modules. Our seniors and guides helped us identify the most worthwhile practices to respond to customers about organisational overall development. Due to the wide popularity of Premier Inn, I have found that visitors with different demands. Our guides taught us how what are our responsibilities to satisfy customers and develop their service qualities accordingly. Customer care, grievance maintenance, front office responsibilities, floor supervising and more significant skills are learned by us during this time.  Advanced communication skills, time management abilities, problem-solving skills and others are also important for us in this domain which I also learned from this module. 
Feeling: I am delighted to have finished the study programme because this course has provided me with several possibilities to recognise and comprehend various advanced front-office customer-care operational techniques. Feeling good before and after professional courses is particularly important for both learners and guides because it fosters optimism among learners (Markkanen et al. 2020). This curriculum has taught me advanced networking strategies as well as grievance management with the earnest help of our guides. These abilities will be beneficial to me as I pursue a job in front-office operations management. Our guides answered all of our questions right away, which makes me happy to bridge the gap that exists internally between teachers and students. When our guides discussed the successful tactics used by several global companies, I got excited. The front office management course allowed me to study professional communication and how to use it appropriately in the workplace to give flawless customer support. 
Evaluation: After completing the work-based learning in a professional environment, I can see that my creative abilities along communication skills have improved since finishing the courses. I have also realised how proficient my ICT abilities are. I do not have any issue adjusting to technological skills. From the perspective of Tewan (2019), I have identified that ICT abilities are crucial for a front-office executive to give fast solutions to customers. I have also identified that these abilities are crucial in this technologically advanced period. Now I can evaluate my understanding and note that after the study, my abilities to conduct flawless communication with customers and provide them with effective services have increased successfully. During this time, we have joined different seminars also to learn the latest techniques in customer management and front office operations. I found that all of the seminars and campaigns assisted us in recognising various operational issues that exist in the workplace but can be resolved with the use of individual talents. 
Analysis: Following the identification of my capacities in front office management, this self-analysis also helped me to recognise my drawbacks accordingly. Based on the entire learning, I have identified that my problem-solving, communication and innovation skills are good for obtaining business success in the organisational workplace and managing issues accordingly. On the other side, my time management and market-trend understanding abilities are not properly developed. 
Conclusion: In conclusion, I can state that though the entire training was conducted within the real-live working facets, we consider these sessions as work-based learning in our professional sector. For conducting the analysis and discussion about my learning and development. From this identification, I can also mention that I need to enhance my time management abilities to become more efficient in managing front-office tasks. 
Action Plan 
	Skills 
	Developing Manner
	Timeline

	Time Management
	To enhance this skill, I need to divide my total tasks into small segments and try to achieve them timely
	05-07 weeks

	Market-trends Identification
	To gain more knowledge on current market trends, I need to analyse different global journals about organisational management
	04-06 weeks
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	Trip Advisor Review Response 150 words +/-10%

	
Thank you for your response in this site. We show our heartiest gratitude to you for this response. It is valuable and considerable for us. We always appreciate and value our customers’ responses and consider these as milestones of our success journey. We are feeling glad that we are able to satisfy you and provide a good memory to you. Premier Inn always tries to maintain a healthy relationship with customers and tries to overcome their issues if anything is identified. Your responses are precious to us because we develop our future strategies with the help of these responses. Your feedback motivates us to take several customer-engaging initiatives and conduct innovative approaches accordingly. Being a responsible business company, Premier Inn tries to provide effective support to its customers and provides a long-lasting memory with us. Hope you visit again and give your valuable responses to us for our betterment. 













































	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 

	
Dear Madam,
                    Thank you for sharing your feedback with us and we apologize deeply for the poor experiences that you have encountered during your recent stay at Premier Inn Mansfield. Though we promise for comfort and satisfaction of all of the customers who are very important to us, it is very disheartening to know that we were unable to deliver the best experience to you as per our standards. We are extremely sorry for the unpleasant experience and cleanliness issue that caused difficulties in staying in Room 330 and we also understand your trouble and discomfort which is not at all acceptable. We can assure you that we have addressed this issue along with our housekeeping team to further ensure the conditions of the rooms through regular inspection and monitoring regarding cleaning thus this kind of incident cannot take place further. We also regret the disturbance regarding noise in the neighbouring rooms as well which made you frustrated. We are actively taking measures to enhance the soundproofing system to maintain our commitment and serve you well.  We always try to maintain purity in our service areas and for this reason, we always try to maintain a peaceful environment for our guests to give sophisticated services accordingly. However, we have found that you are not satisfied with us because of the excessive noise in room number 330. As per your feedback, we investigated and found that on that particular day, one of our other guest groups was celebrating a birthday. Due to this reason you found chaotic noise on that day which things to regret for us. Now I can assure you you will never face such a situation on your next visit because we installed a noise controller wall-guard in our rooms. We always give top-most priority to our customers' feedback and for this reason, we always try to fix their issues as much as we can for them. For this time, we show our heartiest apology for this reason and assure you that we support you in every form of comfort in our rooms. 
We have also found that you have made another complaint regarding our staff responses and customer support teams. For your kind information, we like to inform you that we also investigated this issue and show-caused our staff who failed to satisfy our beloved customers. From the very first day of employment, we always try to provide support and give training to our employees to make our customers satisfied. On that particular day, two of our employees who were doing their services felt sick. Due to this reason, they might fail to give their level best. We are showing our apology to you and state that in future, we will keep a backup plan for our guests and also give support to sick employees accordingly. 
 We appreciate your sincere feedback for work on our scope of opportunities and we hope to get another chance to serve you again without any inconvenience.

Yours Sincerely
XXXXX
Front Office Manager, 
Premier Inn


















































Component Three:
	
Key Skill 1 – Customer Service Skills  


	Customer service skills are paramount regarding the front office staff in the hotel industry as they directly counter the guests and communicate with them. The guests’ satisfaction and the overall reputation of the organisation significantly depend on customer service skills and for front office operations this skill plays a major role (Mmutle and Shonhe, 2017). Active listening and empathy are foundational for effective customer service. Front office staff must understand and pay attention to the needs and concerns of the customers or guests and listen to their demands and requirements with genuine care. The front office staff need to have empathy for the guests as well as consider their requests and requirements. The dissatisfaction and complaints demand higher attention and acknowledgement followed by prompt solutions as well. In the dynamic hospitality industry,  guests need continuous assistance and front office staff need to be adaptable and flexible in responding to the changing circumstances (Wilder et al., 2014).
 Maintaining a professional response and displaying courtesy in any situation and every conversation is essential for better customer service. Front office staff should follow the etiquette and polite and professional behaviour throughout. From greeting to handling issues and inequities along with complaints demand tactful personnel for better management and service. Paying attention to the details is crucial for personalized services that ensure accuracy in transactions. The customer services also include these features along with a meticulous review of the preferences and unique queries of the diverse customers. As an example, Disney’s Magic Kingdom has a global reputation for exceptional customer service and guest management as the Department of Guest Relations works wonderfully (Freeman, 2015). The organization demonstrate exceptional customer service in the entertainment and hospitality industry. 


	
Key Skill 2 – Communication Skills 


	
Communication skills play an essential role in the hotel and hospitality industry for effective interaction with the guests, stakeholders, colleagues and rest. These skills are significant because open and transparent communication can solve unforeseen challenges and persisting issues in the industry. Clear and verbal communication is crucial for information sharing that helps the associate including co-workers and guests as well. Healthy communication with the front-line workers provides clear insights into the organizational culture and environment which addresses the concerns of the customers effectively and satisfies them with adequate information. According to (Jawabreh et al., 2022), verbal communication skills are capable of front office staff to establish better relationships with guests along with a positive impression. Marriot International is known for its superior communication. The easy communication assists smooth check-in and checkout process and also offers numerous assistance.
 Effective communication ensures the values of the guests and makes them well-informed throughout their stay. Non-verbal communication including body language, and facial expression also plays a major role in guest interaction.  The front office staff need to maintain a professional approach for the guest management. As mentioned by (Islam and Kirillova, 2021) non-verbal communication enhances positive guest experiences and satisfaction of the guests. Companies facilitate both verbal and non-verbal communication to assist guests with various directions which convey sincerity and professionalism for guest experiences. Effective written communication is significant for essential tasks and responding to the guests with clarity, accuracy and professionalism. Curated responses and communication assist guests effectively in their informed decision-making.


	
Key Skill 3 – Organisational Skills 


	
Organizational skills are fundamental for the front office staff in the hotel industry which includes various task management. Adequate organizational skills ensure exceptional guest experiences and ensure smooth operations. Effective time management plays a crucial role for the front office staff to prioritize tasks, meet deadlines and handle different responsibilities. As opined by (Mingotto et al., 2021), time management skills enable the front office staff to efficiently handle guest check-ins/outs respond to inquiries and coordinate the requests of the guests. In organizations, front desk people and managers create daily task lists and allocate specific time slots for check-ins and check-outs along with administrative duties. Task prioritization and time management effectively ensure the employee's seamless operations and exceptional experiences for the guests (Sturman et al., 201).
 Attention to detail is essential for the front office staff to maintain accuracy, reservations of the guests, room assignments and billing process. Meticulous review of the information of the guest and cross-checking of the details ensure the guest's preferences and interests. As an example, Peninsula Hotels has a reservation agent for guests' experiences including amenities, special requirements and so on which ensures details of the hotel’s system of paying predominant attention to the details and superior organizational skills. According to (Mercan et al., 2021) task prioritization maximises productivity and minimizes delays in guest services. Effective task prioritization is a significant part of organizational skills which depends on the importance, urgency and needs of the guests significantly. Hyatt Hotels Corporation showcases significant task prioritization for delivering exceptional guest experiences. 





	
Key Skill 4 – Problem Solving Skills 


	
	Problem-solving skills are crucial for the front office staff in the hotel industry that effectively address challenges resolve the experiences of the guests and ensure smooth operations. Analytical thinking is predominant for identifying the root causes of the problems and developing tailored solutions to effectively manage solutions. According to (Jarrahi, 2018), analytical thinking enables front desk agents to assess situations and gather relevant information for making informed decisions for resolving issues. The Ritz-Carlton Hotel Company is renowned for its exceptional culture of problem-solving which is popular as ‘Gold Standards’ (Fujita and Kaseda, 2022). This empowers the employed to solve guest issues creatively. Collaboration with various departments, investigation of the problem, information gathering and identifying the ways to address the concerns are major for ensuring satisfactory resolution.
 Creativity and innovation are also significant for problem-solving which enables the front office staff to find unique solutions doe enhancing guest experiences. Thinking out of the box helps to generate innovative ideas for problem-solving and it also contributes to adapting to changing circumstances. The collaborative approach also helps in problem solving and it helps to reduce the complexities of the issues. Collaborating with all the existing departments to address guest issues comprehensively helps to ensure a seamless resolution. Strong teamwork enhances problem-solving outcomes. Marriott International emphasizes collaboration and problem-solving through its “Spirit to Serve” culture (Koppel et al., 2023).
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Review of Premier Inn London Wimbledon (Broadway) hotel
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Al staffing was nice. Melina was amazing, very kind and helpful. The hotel is very well located, close to
public transport, easy access to London. Nice breakfast. We spent 3 nights and Melina helped us with
the best places to go. | would recommend the hotel.

Date of stay: January 2024

Trip type: Travelled as a couple
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