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	During my student placement at the Premier Inn John Lennon Airport hotel, I gained valuable insights and experiences. In this student journal, I will utilize the Gibbs model to recount my journey, sharing my learning and experiences during my time at the hotel.
Working at the Hotel Front Office, my duties included checking in and out of guests, managing reservations and meeting guests' needs. My work mainly revolved around the Property Management System. When the guests checked in, I initiated the process by politely asking for their last name and confirming their reservation within the system. Next, I asked if the room was shared with other guests, a vital step to account for all occupants. I also asked if they had arrived by car and allowed me to provide information about parking fees and non-payment fines. Furthermore, I checked whether breakfast or dinner was booked. After completing the administrative tasks, I issued room keys to the guests who had paid for the services in advance, and those with unpaid bills were guided through the payment options. These tasks included informing guests about the use of card terminals for bank card payments and asking for identification when paying in cash. Once the bill was settled, I handed over the keys, guided them to their rooms, and wished pleasant time.
At the start of my front office role, I experienced a mixture of excitement and fear. Joining the hotel team and entering the hospitality industry was exciting. Meanwhile, customer service was challenging at first. As I gained more experience, my fear began to dissipate, and my confidence began to grow. I tried to take a proactive role with the guests to strengthen my self-confidence. I focused on improving my response time to guest requests to provide faster and more efficient service. These intentional actions not only alleviated my initial anxiety, but also improved my ability to provide exceptional customer service.
Reflecting on my time at the reception desk, I encountered moments of pleasure and challenge. Helping guests improve their stay was especially rewarding. I vividly remember one instance where a guest's key card malfunctioned. I solved the problem by reactivating the card, which led to a satisfied and grateful guest. Even so, I sometimes had difficulty understanding the guests because of their accents. In such situations, minor errors such as typos occur on the computer. These cases, while frustrating, provided valuable learning opportunities. Every encounter, whether positive or challenging, has contributed to my growth and knowledge.
My experience at the front desk taught me that learning the necessary skills is essential for success. Skills including communication, attention to detail, time management, adaptability, and hassle-solving skills are vital (Astuti, Ginaya & Sadguna, 2018). To offer a fine guest revel in, effective communication is vital to understanding the wishes of the visitors, dealing with issues, and resolving issues. Whether we are talking to guests or colleagues, clear and polite communication is key. Attention to detail includes accurate recording of guest information, accurate processing of payments, and matching of room assignments to guest preferences. Front office staff must properly handle check-ins and check-outs, as well as various guest requests within limited time frames, emphasizing the need for efficient time management. The dynamic hospitality industry requires quick adaptation to various scenarios, including last-minute bookings and unforeseen guest issues (Hanh & My, 2019). Staff often encounter guest issues that require creative problem-solving skills. Prompt resolution of these issues to the guest's satisfaction is essential, and exceptional customer service remains at the heart of how the front office operates (Haenraets, 2023).
In hindsight, I realize that continuous development of these key skills is essential to success in the hotel office. Constantly asking for feedback from guests and supervisors to improve my performance would have allowed me to refine my customer service approach.
The key skills in hospitality management align closely with the theoretical principles. Communication, awareness, time management, and adaptability are all basic concepts in hospitality education.  (Bharwani & Jauhari, 2013). Theoretical frameworks related to guest satisfaction, service quality and front office operations provide a structured basis for the professional application of these skills (Prentice, Dominique Lopes & Wang, 2020).
The hotel industry values these key skills. Studies have shown that there is a direct correlation between effective communication and guest satisfaction, which is reflected in positive online reviews and repeat bookings (Zhou et al., 2014). Attention to detail minimizes errors and guest complaints, ensuring accuracy in guest billing and room allocation (Ali et al., 2021). Effective time management contributes to the hotel's reputation for fast service, improving the guest experience (Boley, 2020). Adaptability allows front desk staff to navigate unforeseen challenges, such as overbooking or room availability issues, while maintaining guest satisfaction (Noone & Lee, 2010).
My study of the hotel office contributed greatly to my personal development. My academic pursuits are strengthened, and I am prepared for a successful career ahead thanks to these acquired skills.
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	Trip Advisor Review Response 150 words +/-10%

	Dear Alan,
I wanted to take a moment to express our heartfelt gratitude for your recent review of your stay at our Liverpool Airport Hotel on TripAdvisor. I appreciate your kind words and am especially delighted to hear that you had a positive experience with Premier Inns, knowing that your experience has been extensive.
Your praise for the professionalism and warm hospitality provided by our team, with special mentions for Margaret and Natalie, has been shared with everyone here. Thank you for acknowledging our dedicated team members.
Natalie's exceptional dedication in ensuring your comfort and leaving you with a smile is something we deeply appreciate. Our team is blessed with such dedicated individuals.
We are already looking forward to the next time we can welcome you to our Liverpool Airport Hotel. Your next stay with us is something we look ahead to.
Thank you for deciding on us as your hotel.
Kindest Regards,
Fruzsina Valoczki 
Premier Inn Liverpool Airport Hotel Team member
B, A. (2023). The Manager Is Doing Something right. - Review of Premier Inn Liverpool John Lennon Airport Hotel, Liverpool - TripAdvisor. [online] www.tripadvisor.co.uk. Available at: https://www.tripadvisor.co.uk/ShowUserReviews-g186337-d1917291-r921352644-Premier_Inn_Liverpool_John_Lennon_Airport_Hotel-Liverpool_Merseyside_England.html?m=19905 [Accessed 27 Oct. 2023].
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	Letter of complaint response 500 words +/- 10-%

	Dear Mr. Ronald Federick,
I hope you are doing well.
I am writing to deal with the worries you raised for your current letter about your live at our lodge Your remarks are precious to us, and we significantly recognize the time you have got taken to share your experience.
First, I would really like to truly apologize for any unhappiness and inconvenience you experienced on Saturday, 26th of August, while staying in room 205. We deeply regret that we were unable to satisfy your expectations.
Your comments about the quality of breakfast on Sunday morning have not gone unnoticed. We understand that a warm and appetizing meal is a fundamental aspect of any guest's experience, and we take your dissatisfaction seriously. We have already initiated discussions with our kitchen staff to ensure that our culinary offerings meet the high standards we strive to consistently provide.
Additionally, we apologize for the disturbance you experienced due to a crying baby in a neighbouring room. If you had mentioned the issue to us, we would have been happy to transfer you to another room to ensure a peaceful and comfortable environment for your stay. A non-violent and snug environment is paramount to us, and we have reevaluated our room allocation techniques to prevent such disturbances within the destiny. Your consolation and the fine of your stay are of extreme importance to us, and we will do the whole thing in our electricity to create surroundings conducive to a restful night's sleep.
The cleanliness of room 205 is a matter we take very seriously, and we share your concern regarding the visible strands of hair and the unclean toilet. Cleanliness is a top precedence for us, and we have carried out advanced cleansing measures to make sure our centres meet the very nice necessities of cleanliness and hygiene.
Your feedback is an essential a part of our dedication to non-stop development. Your concerns have been carefully introduced to the eye of our expert crew, and we're dedicated to making the important modifications to cope with the problems you've got raised. 
It is our honest desire that you will do not forget giving us every other opportunity to serve you in the future. We purpose to make your subsequent live an enjoyable and remarkable enjoy that truly displays the high requirements we are regarded for.
In conclusion, please be assured that your comfort and satisfaction remain our top priority. We are devoted to guaranteeing your next trip to our accommodation is perfect and pleasing. Your honest input is greatly valued as it helps us to always enhance our services and deliver the ultimate experience to our esteemed visitors. 
Kindest Regards,
Fruzsina Valoczki
General Manager
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Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Element 1 – Pre-Arrival 


	In this essay, I will use my own experiences and insights to discuss how we manage different aspects of a guest's journey, starting with their pre-arrival preparations, moving on to the check-in process, their stay, and finally, their departure. A guest cycle management is the key to guest satisfaction (Alemar, 2022). To ensure guest satisfaction, it is essential to excel in each of these stages, especially in the ever-evolving hotel industry. I will also provide examples from my placement experience and focus on the Premier Inn John Lennon Airport Hotel located in Liverpool.
The Premier Inn John Lennon Airport Hotel sets an excellent example of how to successfully implement guest cycle management, even before the reservation. They excel in pre-arrival guest communication, including their proactive use of social media. When guests make room reservations, the hotel not only sends informative emails about local options and transportation but also utilizes social media platforms to share advanced arrival information and recommendations. This dual approach contributes to guests having a seamless and enjoyable experience. Furthermore, the hotel offers a user-friendly website and mobile app that enable guests to effortlessly make reservations, choose their preferred rooms, and tailor their experience by selecting options like breakfast or parking. The convenience and speed of the online booking process have become increasingly important for guests (Sparks & Browning, 2011).
In recent times, the hospitality industry has placed a growing emphasis on pre-arrival guest communication, recognizing its pivotal role in enhancing guest satisfaction (Vasadze, Mosashvili and Duruli, 2018). Premier Inn follows this industry trend by sending welcome emails, giving guests the ability to select their rooms, and offering suggestions for local activities. This approach aims to create a welcoming atmosphere and adequately prepare guests for their stay. It's worth noting that many other hotels also prioritize similar practices. Premier Inn's approach, along with my own experiences at their facilities, reaffirms that meeting guest expectations leads to positive outcomes, ultimately boosting guest happiness and brand loyalty.

	
Element 2 – Arrival 


	Upon arrival at Premier Inn John Lennon Airport Hotel, guests can choose from two convenient check-in options. The first is the traditional reception check-in, allowing for a personal interaction with the friendly hotel staff.  The hotel offers guests the option of self-check-in through kiosks or mobile check-in, ensuring a quick and hassle-free process. During this arrival phase, Premier Inn not only manages guests' check-ins but also provides them with vital information. The hotel offers comprehensive details about dining options, in-room amenities, and available services, accessible both in person and through digital channels. This ensures guests are well-informed, enabling them to maximize their stay and use all available amenities effectively. Furthermore, Premier Inn implements a "Good Night Guarantee" initiative to ensure guests enjoy a comfortable and restful night's sleep. If a guest's sleep quality falls short of expectations, the hotel promptly addresses the issue, highlighting its commitment to guest comfort and satisfaction. The literature emphasizes the importance of the check-in process's speed and efficiency in influencing guest satisfaction (Ren et al., 2016). This aligns perfectly with Premier Inn's approach, prioritizing minimal wait times and ensuring a seamless transition from arrival to the guest's room. The hotel's commitment to an efficient arrival process demonstrates its dedication to making every guest feel valued and ensuring a pleasant and hassle-free experience from the start of their stay.

	
Element 3 – Duration of stay 


	During a guest's stay, Premier Inn John Lennon Airport Hotel offers various amenities and services to enhance the overall experience. These cater to both business and leisure travellers, ensuring a comfortable and memorable stay. Effective communication is crucial for guest satisfaction and loyalty (Rao & Sahu, 2013). For instance, the hotel provides personalized experiences, such as chargeable onsite parking for convenience, air-conditioned rooms to ensure a comfortable environment, and an onsite restaurant serving delicious meals. Guests can stay connected with complimentary Wi-Fi, which is increasingly important in today's digital age. The hotel also offers accessible facilities like lowered bathrooms, wet rooms, and a lift for added convenience, making it inclusive for all guests. Additionally, for families, there are family rooms and interconnecting rooms available. To further enhance the guest experience, the hotel offers services such as luggage facilities and Amazon Lockers. Moreover, guests have the option to add airport parking through Holiday Extras, providing added flexibility and convenience during their stay. Throughout their stay, Premier Inn John Lennon Airport Hotel highly values effective communication. There is an opportunity for guests to provide feedback, express concerns, or make specific requests. Reviews and feedback are essential tools for continuous improvement (Hu et al., 2019). The hotel's commitment to personalized guest services aligns perfectly with industry principles, ensuring guests feel valued and well-cared for during their entire visit (Kwan and Tong, 2023).

	
Element 4 – Departure 


	The departure stage signifies the final opportunity for hotels to leave a lasting and positive impression on guests (Sukhu et al., 2019). Premier Inn John Lennon Airport Hotel recognizes the importance of this stage and ensures that the check-out process is straightforward and hassle-free. Last impressions are extremely important, and guests often evaluate the hotel based on their final experiences (Ariffin, 2013). Express check-out options can expedite guests' departure and provide a positive experience (Tam, 2020). To further enhance guest satisfaction during departure, Premier Inn may contemplate implementing farewell gestures, such as thank-you notes or small parting gifts. These thoughtful gestures can create positive and memorable moments that guests are likely to share and remember (Wells, 2021). This section illustrates how Premier Inn John Lennon Airport Hotel facilitates a quick and seamless check-out and underscores the significance of the departure process in maintaining guest satisfaction and the hotel's positive reputation.
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The manager is doing something right.

I have stayed in hundreds of premier Inns through travelling with work for the last
21years.

I'oan honestly say this was the most professional service and best stay/night's
sleep I've had in o long time.

The manager of this Liverpool Airport Hotel is definitely doing something right.
Al stoff have been so professional and welcoming.

Margaret provided a great welcome to breakfast but | also have to say
massive thank you to Natalie who went out of her way to provide additional help
getting me ready for teaching today at a convention, whilst she was also on
breakfast duty. A life saver and did it all with a smile on her face. Made a big
difference to me. Thank yout
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Room Tip: You won't be discppointed

See more room tips




image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




