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	Experienced front desk employees at Premier Inn Hotel ensure that visitors will have an excellent stay and an enjoyable time. I worked at the hotel front office, and I can tell from my experience there at the Premier Inn that the department in charge of the front desk looks for certain abilities in the employees in order to uphold standards. In order to keep everything running properly at this hotel, I will go over the skills that front desk employees in the hospitality industry need to have. I'll describe those competencies using Gibbs' Reflective model and link it to the hotel front office industry as a real-world example (Sharpley et al., 2020).
Discovering the Skills Critical to Premier Inn Hotel’s Hotel front office Team
Working as a front desk employee at a Premier Inn hotel requires a few specific abilities. 
Accuracy: every front desk in the hotel Because they have to meticulously inspect everything and uphold the hotel's cleanliness standards, staff members need to be very accurate in their job. From my experience, I've learned that in the hospitality industry, little things may have a tremendous impact.  Consequently, the Premier Inn personnel have to exercise caution, examine every aspect of the cleaning, and post the hotel's brand image (Sharpley et al., 2020).

Efficiency: The hotel is packed with visitors throughout the holiday, with a notable rise in the rate of occupancy. The hotel front office staffs become quite busy in such types of circumstances. To sustain a heavy workload, they need to be very effective at what they do. To clean the rooms in a short amount of time without sacrificing quality, they must be prompt and receptive (Tussyadiah et al., 2020).
Flexibility: The hotel's reputation is based on how satisfied its customers are, therefore even during peak business hours, front desk employees must be accommodating to their needs. In order to accommodate clients' requests, hotel front desk employees may need to modify their schedules, and flexibility is essential to keep up with workloads (Viglia et al, 2020).
Effective communication is a critical component of hotel front office operations, as employees must stay in continual contact to effectively organize cleaning and front desk tasks. They must be effective in order to meet the needs of the visitors and efficiently complete other tasks. It isn't going to happen without effective communication (Zhang et al, 2021).
Teamwork is also required since a job will be completed more successfully in a group setting than it would be completed alone. As the workload grows, I've seen that employees must rotate cleaning duties and that one employee must do many responsibilities. Managing a massive influx of visitors is quite simple when everyone works together (Sharpley et al, 2020).


Reflecting on the Hotel front office Experience Utilising the Gibbs Model
Using Gibb's reflecting model, I am able to critically analyses my experience working at the front desk of the Premier Inn Hotel from a highly structural standpoint. 
Description: My responsibilities as an employee of the Premier Inn Hotel's front desk department are multifaceted. Daily chores include vacuuming the floor, sweeping up dust particles, throwing away trash, inspecting the utilities and facilities, setting up the place for guests, replacing pillows and bed linens, and other cleaning-related tasks that I meticulously complete each day (Sharpley et al, 2020).
Feelings: In my work, I have conflicting emotions depending on the day. For example, I feel satisfied when I do a task flawlessly, but I also feel empty and let down when I make errors. Frequently, when the demands of my visitors mount, I experience extreme fatigue and tell myself that I must work more (Tuomi et al, 2019).   
Evaluation: I believe that following the Premier Inn Hotel's standards is advantageous for both the hotel and myself since I can verify what needs to be done and the hotel can ensure that everything is done correctly by maintaining accuracy and efficiency. On the other hand, if staff members are always performing the same thing, they may get bored and fail to notice little nuances (Stephenson et al, 2018).   
Analysis: Based on my experience, I am aware that all required skills and competences exist for the hotel front office department, and I need to continuously hone the abilities that enable me to uphold the brand's standard cleaning quality (Pirani et al, 2016).   
Conclusion: I want to continue honing my craft and believe that the front desk employees of hotels should collaborate and communicate with one another. I want to enhance the work environment and culture at the Premier Inn Hotel's front desk (Pizam et al, 2016). 
Action Plan: I'll keep honing my hotel front desk abilities by attending seminars and conferences on the subject, as well as by developing myself via experience. In order to further improve in my career, I will keep myself updated on the latest hotel front office developments (Tuomi et al, 2019).
The hospitality business places a high value on hotel front desk abilities and competences. Premier Hotel Inn can maintain its brand standards if its hotel front office department improves its productivity and accuracy. Through introspection, I am able to articulate the proficiencies and abilities needed in the hospitality sector and justify their application to the Premier Inn Hotel (Stephenson et al., 2018).
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	Trip Advisor Review Response 150 words +/-10%

	Title: Memorable Stay at Premier Inn
Ronald F.
TripAdvisor
Reviewed in August 2023
Kindly, "guest," We really appreciate you taking the time to share your experience with us, and we also appreciate your 5-star rating and the criticism you gave us. We are really happy that you choose to spend time with us and allow us to provide our services. We guarantee that our hotel, Premier Inn, always aims to provide visitors an amazing experience. We also make sure that all of the facilities meet the highest standards and satisfy visitors (Pizam et al, 2016).  
Along with being very precise and effective at what they do, our hotel's front desk staffs is also, as you indicated, quite modest and adaptable. We pay attention to even the smallest cleaning details. We work hard to keep everything up to the standards of our brand. We hope you will visit and stay at our hotel again, since we are certain that you will find our services to be better than they were the prior time (Pirani et al, 2016).


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

	Title: Resolving Issues with Guests and Guaranteeing a Wonderful Stay at Premier Inn 
Premier Inn
[Hotel Address]
[City, State, ZIP Code]
[Email Address]
Dear Mr. Ronald Fedrick,



We really appreciate you providing us with your thoughts. We value your comments greatly and use it to enhance our offerings (Ali et al, 2018).   
We regret much if you had problems during your stay at our hotel. Although the experience you had while staying at our hotel was undoubtedly below the standards of our brand, our team was unable to help you resolve the issue, and for that I sincerely apologize for any discomfort and difficulty you may have had (Chan et al, 2016).   
Initially, you expressed your dissatisfaction over the calibre of the meal. We really apologize for your discontent that we were unable to live up to your expectations. Upon contacting the kitchen department, we discovered that a few employees were absent that morning due to illness. Nonetheless, steps have been done to address such circumstances in the future. Our skilled culinary staffs is taking steps to ensure that a scenario like this doesn't happen again (Cavallar, 2017).    
It was also claimed that there was a baby wailing in the room next to yours, which caused a lot of noise throughout the night. Once again, we apologize for not being able to provide you with a pleasant setting. We must make amends for this sort of hardship; however upon reviewing our records after your complaint, we discovered that no rooms were available at that particular time. However, we would have rather that you had reported your problem to the front desk so that our knowledgeable personnel could have found a solution (Buhalis et al, 2018).   
We always take pride in our knowledgeable and exacting workforce. After carefully assessing each employee's skills, we hire them and provide ongoing training. They are thus very productive at what they do. If you have already told us about your issues, we will take care of them right away. They are adept at fixing difficulties, and we have trained them to solve issues fast. We promise that if you've phoned room service or the front desk throughout the night, you won't ever have that experience (Boella et al, 2019).   

You also said that the state of your room's cleanliness really disappointed you. We really apologize for the negligence on this issue. We promptly took action with the hotel front office workers as soon as we received your letter. To ensure that these issues are never overlooked again, all of the personnel will get new training. In fact, the occupancy rate has grown significantly lately because of the holidays, and our hotel's front office staff barely has time to clean every room in between guests. That being said, we are not making any excuses; instead, we are acting and educating our hotel front office staff in order to increase their efficiency. We can guarantee that going forward; our personnel won't overlook any little aspects (Biswas-Diener et al, 2019).   
Once again, please accept our deepest apologies. We can make necessary corrections and continue to enhance the quality of our services with your input.  In light of the unpleasant experience you had while staying at our hotel, we would like to extend a $50 coupon to you so that you may take advantage of our finest services during your subsequent visit (Ali et al, 2018).
   
Sincerely,
Line manager
Premier Inn





Component Three:

Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)

The guest cycle is a symmetric approach which means it is operational for a guest who has an experience in a hotel stay in the hotel and ends with customer satisfaction. 4 stages are very important to maintain the guests effectively and with more satisfaction. The four stages are pre-arrival, arrival, occupancy, and departure.
	Element 1 – Pre-Arrival

	In this stage, the guest chooses a hotel based on their personal preference Which may include previous experiences, location, corporate or travel agent, hotel name, advertisement, and so on. The process of reservation is also very important as the interaction of the agents also effects on guest's mind to deciding on the reservation (Kusumarini et al., 2021). The agent can use reservation maintenance software Two Ace of Maintenance which is the very first step of the guest maintenance cycle. The information of reservation process contains the details of guests a specific name, address, phone number, and other important details. The collection of these details is also very important for future reservations of the guests and is also used for the reservation process. The Ritz-Carlton Hotel Company follows the procedures discussed in the pre-arrival stage (Sann et al., 2020). In the pre-arrival process, the guest can also choose a specific room number and other details about their room for affordable. Financial details such as the rate of the room, food, and other necessary things should be known for the guests to select their comfortable environment (Yu et al., 2022).

	Element 2 – Arrival

	In this stage, the case arrives in the hotel and the recent assigns their specific rooms booked previously or shows various types of rooms to select one. By this time the guests established their business relationship with the hotel manager from the office. The staff of the office should treat the guests warmly and welcome them to their hotel (Sann et al., 2020). Then the identification process of the guests happens and after this verification process, the registration of the guest is completed. The staff of the official handles the luggage of the guests and the doorman opens their room for relaxation (Stringam et al., 2021). Sometimes a welcome letter may be provided to welcome the guest and, in this letter, necessary information about the hotel and the services the hotel is included. The Ritz-Carlton Hotel Company follows the procedures discussed in the arrival stage (Butcher et al., 2022). The state occupancy is sometimes called the duration of stay which means the time-lapse of the stay of the guests. For every stage, there are certain tasks related to guest services and accounting that are very important for the office to maintain (Sayin et al., 2019).

	Element 3 – Duration of stay

	This stage is very important as during this stage the guests use the services and facilities of the hotel. The office should be conscious of the services and facilities of the guests as the satisfaction of the guests largely depends on the stage (Padma et al.,2020). The foods provided to the guests from the office should be fresh and virgin at a reasonable price. Sometimes a safe deposit box may be offered to the guests and important telephone calls should be handled consciously. Providing food in time is also a very important factor for the revolution of the hotel (Nisa et al., 2017). Guests are very important for any hotel as the main business of the hotel relies on the satisfaction of the guests. So, the maintenance of guests is very important for any hotel business, and tries to satisfy guests as much as possible. There should not be any other problem and any other related problem that dissatisfied the case as it is related to the reputation of the hotel. The behaviour of the staff should be very familiar and they must be helpful for any needs of the guests. Again, there should not be any electricity issues that may be problematic for the guests. Proper and high speed of a connection is considered to an important factor for any hotel as it is part and parcel of our life. The behaviour of the staff of The Ritz-Carlton Hotel Company is very honourable and guest-friendly (Lee et al., 2019).

	Element 4 – Departure

	  It is the last step of the guest cycle that includes the checkout process for the guests. Before debuting from the hotel, the cast must settle their bill and other necessary calculations, return their key, and check out from the hotel. Again, the specific steps handle the luggage of the case doorman or lock the door after the departure of the guests. The hotel can give gifts to the guests and thank them for staying at their hotel (Sann et al., 2020). The office can also provide information about the next destination and arrange transformation for the guests if necessary. The Ritz-Carlton Hotel Company follows these procedures discussed in the pre-arrival stage and focuses on providing exceptional service to guests, with a motto of “We are Ladies and Gentlemen serving Ladies and Gentlemen” which is very effective in making a positive impact on guests' minds (Stringam et al.,2021). The guest cycle is a symmetric approach which means it is operational for a guest who has an experience in a hotel stay in the hotel and ends with customer satisfaction. The office of the hotel should always be cooperative in helping the guests and suggesting the best things for the guests. The reputation of the hotel largely depended on these four cycles from arrival and departure from the hotel (Sayin et al., 2019).
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Wentify key skills required to work within the
hotel front office. Using your chosen model of
reflective practice, reflect on your own skills,
experience and link to theoretical principles along
with industry examples of the key skills identified.
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