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	Component One: (word count 753)
Within the dynamic setting of a hotel front office, a diverse range of competencies is essential to maintain operational efficiency and enhance client contentment. Currently, I am employed as a Hotel Fort Officer at Premier Inn, situated on St Albans Bricket Wood Lane in the United Kingdom. In my capacity as a Hotel Front Officer at Premier Inn, I am engaging in introspection and contemplating the essential skills for my position (Premierinn, 2023). To guide my reflective process, I am employing the Gibbs Reflective Model.

Gibbs Reflective Model
Description: Employment in the front office of a hotel, such as the Premier Inn situated on St Albans Bricket Wood Lane, necessitates the proficient execution of a diverse range of abilities. In this context, customer service assumes the role of a fundamental element that establishes the overall ambiance of visitor experiences. One illustrative instance involves the act of cordially welcoming guests with a heartfelt and tailored greeting, which has the potential to significantly alter their initial perception of the hotel (Premierinn, 2023). Effective communication skills play a crucial role in enhancing customer engagement by fostering better understanding between visitors and staff. Effective communication skills play a significant role in attracting new clients. Staff members working in front of hotels and restaurants need to be highly skilled and knowledgeable because they have a lot of work to do to maintain consumers in line with the organization's aims and objectives. The consumer must deal with the organization's front office, which must provide exceptional customer service in accordance with the demands and desires of the client. This can be initiated at the Premier Inn, St Alban/ Bricket Wood Hotel front office.

Feelings: I vividly remember the sense of unease that originally arose when confronted with an extensive line of check-in procedures, the rising stress as each guest eagerly anticipated my assistance. However, I also recall the sense of fulfilment derived from transforming a visitor's dissatisfaction into appreciation by providing them with careful and attentive assistance (Göker & Bozkuş, 2017). I've tried learning, and as of right now, I think learning has no boundaries. I make it a point to observe in unfamiliar settings and learn from the experienced. All customer feedback on my services is always appreciated as it enables me to provide better service.

Evaluation: Upon contemplation of the effectiveness of communication skills in this scenario, it becomes evident that the presence of clear and courteous discussion is not merely a matter of preference, but rather a fundamental necessity. Upon being approached by a client with a complaint regarding their accommodations, I engaged in active listening, demonstrated empathy, and swiftly conveyed a resolution, thereby exemplifying Premier Inn's dedication to ensuring guest satisfaction by providing an exceptional sleep experience. The incident served as a notable illustration of the significant influence that proficient communication may have on consumer contentment (Göker & Bozkuş, 2017).

Analysis: Upon further examination, it becomes evident that this achievement was predicated not just on my aptitude for effective communication, but also on my proficiency in problem-solving and collaboration. Every encounter with a guest has a distinct difficulty, necessitating prompt evaluation by a front office team member, who must analyse the circumstances, contemplate possible remedies, and ultimately choose the most efficient approach. An instance of actual application of collaboration and problem-solving abilities can be observed while encountering a booking error, wherein the collaborative efforts of housekeeping and management are employed to promptly arrange an alternative accommodation (Premierinn, 2023).

Conclusion: This reflection has provided insight into my development in significant domains. The individual has acquired enhanced communication abilities, a more polished methodology towards customer service, and a heightened recognition of the complexities associated with teamwork and leadership. Nevertheless, it is important to acknowledge that there is a continuous process of improving these abilities, particularly in the realm of leadership, where the capacity to inspire and guide a group is of utmost importance (Göker & Bozkuş, 2017).

Action Plan: In the future, I intend to enhance my leadership skills by actively pursuing mentorship from experienced managers and participating in structured leadership development programs. Furthermore, I will engage in role-playing activities aimed at stimulating complex visitor interactions to enhance and fine-tune my problem-solving abilities.

As a result, working in the front office at Premier Inn is like weaving together a tapestry of different skill strands, each as vital as the next. The continuous growth of my professional skills is a dedicated effort to reinforce each aspect, consequently improving the entire foundation of my career in the hospitality sector (Premierinn, 2023). 
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	Trip Advisor Review Response 

	Dear  Jack,
We appreciate you writing about your enjoyable stay at Premier Inn. We appreciate you taking the time to write such a wonderful review on TripAdvisor.
We're happy to hear you had a good time during your visit and appreciate the role our staff played in that. Your comments confirm that we're doing everything we can to fulfill our mission of providing first-rate service in a welcoming environment.
We appreciate your warm compliments on the helpfulness and friendliness of our staff. We think the best way to guarantee guests have a wonderful stay is to work hard to make their time here comfortable and enjoyable. It means a lot to us that you think highly of our staff.
We look forward to seeing you for another unforgettable stay. Feel free to reach out if there is something in particular you'd want to have set up for your next visit.
Warm Regards
Ribon Khan
Hotel Front Officer
Premier Inn, St Albans Bricket Wood Lane, UK
 




	Screen shot of referenced Trip Advisor review used:

	

	

	

	Letter of complaint response (word count 456)

	
Premier Inn
St Albans Bricket Wood Lane, UK
15th October 2023

Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR

Subject: Response to Your Complaint

Dear Mr. Federick,

I hope this message finds you well and happy. In the first place, we sincerely apologize for the problems you experienced on Saturday, August 26th, in Premier Inn room 205. We value your input and thank you for bearing with us while we work to resolve these issues.

I'd want to respond to your specific questions and worries:
I am sorry that the breakfast wasn't up to par for you. We take great delight in serving our guests a breakfast that will set the tone for a wonderful day. We have passed along your comments to the cooks so that they can maintain a high standard for the cuisine they serve at all times. We will utilize this as a learning opportunity to improve our breakfast service based on your feedback.

 We are sorry that a baby's cries from an adjacent room were disruptive. We place a high value on maintaining an atmosphere of calm and convenience. Already, we've taken measures to strengthen our noise restrictions and make sure everyone can sleep soundly. We apologize for the inconvenience and ask for your patience as we work to resolve the issue.

It worries me that you weren't satisfied with the state of cleanliness in room 205. Hygiene is an essential part of our service, and we have clearly failed to meet our own standards. I can promise you that we are working with our housekeeping staff to address this issue and institute more stringent cleaning procedures. The mistake in hygiene is deplorable, and we are dedicated to addressing it.

Please let us know how we can better serve you by providing us some feedback. We recognize the significance of solving guest problems and make it our top priority. We apologize for any inconvenience this may have caused and would like to give you a free night's stay at our hotel. We'd like to show you that what you went through is not the norm for us.

To book your free stay or address any other concerns, please get in touch with the hotel's front desk at [Hotel Contact Information]. With this small action, we aim to reestablish your faith in Premier Inn.

We are sorry again for any problems that arose during your stay. We value your opinion and will do all in our power to make sure your next visit is even better.

Mr. Federick, I appreciate you bringing up these concerns. We hope you'll give us another chance to serve you and make your next visit even better.

Yours sincerely,

Ribon Khan
Hotel Front Officer
Premier Inn








Component Three: (word count 1,098)
	
Element 1 – Pre-Arrival 


	The pre-arrival stage of the hotel visitor cycle is an important phase because this is when the groundwork for a guest's experience is being put in place. It incorporates numerous core components, the efficient management of which can considerably boost guest satisfaction. This part will examine the fundamentals of handling the pre-arrival stage, drawing lessons from the earlier Premier Inn example. Like other successful hotel companies, Premier Inn understands the value of having a prominent online presence and straightforward booking processes. Smith & Ng (2019) point out the importance of having an interesting website and an easy booking process in luring potential guests. Travellers may easily check room availability, view rates, and make reservations using Premier Inn's website. It's a model for how an intuitive web interface may streamline the time before an event. However, if you reach out to them individually before they arrive, you can improve their stay. Premier Inn confirms guests' reservations by email prior to their arrival and includes helpful information in these messages. Guests receive individualized suggestions for things to do and eat in the area, as well as information on optional amenities like breakfast, in these emails. A feature of excellent pre-arrival management is anticipating visitor needs. Premier Inn collects guest preferences and special requests during the booking process, as is standard procedure in the hospitality business. Guests can utilize this information to have their accommodation set up the way they like it before they even arrive (Liu et al, 2020).

	
Element 2 – Arrival 


	The arrival phase of a guest's stay at a hotel is crucial because it's when they build their first impression of the establishment. Premier Inn, a major participant in the hotel business, does an excellent job of orchestrating this phase to guarantee a pleasant stay for its visitors. Considering the preceding situation, this section will examine the crucial components needed for efficient arrival stage management. Making a good first impression requires a quick and easy check-in procedure. According to Chathoth et al. (2018), a streamlined check-in procedure has a major impact on guests' overall happiness. Premier Inn is aware of the significance of this and provides services such as Express Check-In, which enable customers to check in online in advance of their arrival. This is consistent with best practices in the industry and results in shorter wait times upon arrival. When guests arrive, it's important to greet them personally and make them feel welcome. The first point of contact between Premier Inn and its guests is a priority. The hotel staff is well-trained to provide a warm welcome to visitors, assist them with their bags, and answer any questions they may have concerned their stay. According to Kim & Mattila (2019), this is in line with the ideas of making a good impression on visitors. If guests have conveyed any specific requirements or preferences before to their visit, Premier Inn will do its best to accommodate them (Jin and Lee, 2018). Setting proper visitor expectations requires open lines of communication prior to their arrival. When staying at a Premier Inn, you can rest assured that you will receive succinct and accurate information regarding the hotel's policies, services, and upcoming events and promotions (Ladhari & Gouvernet, 2018).

	
Element 3 – Duration of Stay 


	Effective management is especially important over the length of a guest's stay, which is a vital part of the guest cycle. Premier Inn, a leader in the hotel business, does an excellent job at setting the tone for its visitors' stay. In this section, we will cover the important aspects required for properly managing the period of stay at Premier Inn. It is crucial to keep the place spotless and sanitary for the duration of the guest's stay. Premier Inn has strict housekeeping practices due to its reputation for cleanliness. The cleanliness and upkeep of guest rooms and public spaces has a direct impact on guests' experiences (Ladhari & Gouvernet, 2018). It is also important to interact with guests during their stay. Premier Inn makes use of guest information and choices to tailor each visit. One way to show that you care about your guests is by catering to their individual tastes through personalized perks like hotel upgrades (Jin & Lee, 2018). Having prompt and effective service is crucial all through a guest's stay. When a visitor at a Premier Inn needs something beyond what the hotel provides, they can count on getting it quickly. The hotel's dedication to speedy service delivery, whether for room service, concierge help, or maintenance requests, improves the entire visitor experience (Chathoth, et al, 2018). The safety and security of Premier Inn's guests is always a top priority. Guests won't have to worry about their safety because of the hotel's well-trained security staff and stringent precautions. Guests' sense of security is crucial to their whole experience (Liu et al., 2020). 

	
Element 4 – Departure 


	Departure is a pivotal point in the hotel visitor cycle because it is when the guest's final impression and experience are solidified. Premier Inn, renowned for its excellent service, does an excellent job of controlling this phase to ensure that visitors have a pleasant and memorable stay. In this article, we shall examine the fundamentals of Premier Inn's departure stage management. To leave a good impression, the check-out process must be quick and easy for guests. Express Check-Out is one of the time-saving services available to Premier Inn's patrons. This is in line with findings from a study by Rahman et al. (2019) that show how much guests appreciate easy check-out. Premier Inn constantly solicits comments from guests while they are checking out. They offer numerous methods, such as questionnaires and interviews, for visitors to provide feedback on their stay. This effort to gathering feedback displays a desire to ongoing improvement and strengthens the hotel's standing for guest-centric services (Kim & Mattila, 2019). Communicating gratitude for the guest's stay is a crucial element of the departure stage. It is standard procedure for Premier Inn employees to thank guests for their business and invite them back. This small token of thanks has a significant impact on the impression you leave with your guests (Jin & Lee, 2018). Premier Inn goes above and above by helping guests organize transportation. The hotel takes care of the customers' transition from the hotel to their next location by calling a cab, arranging airport transfers, or offering information on transportation options. Premier Inn could provide visitors with parting amenities like bottled water, snacks, or a gift of appreciation to make their stay more enjoyable. This stage is crucial because we know that, last impression is the best impression (Liu et al., 2020). 
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