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Within my placement I had various shifts and practice as receptionist. I begun by learning from Premier Inn Academy (2024) courses and explore all the procedures that are in place for the front office desk. The responsibilities that a receptionist at Premier Inn include greeting guests, check-in and check outs, guidance on how to use room keys, responding to phone and emails, ensuring that lists of cleaning for housekeeping are prepared, payments, billing and reports (Rutherford D.G and O’Fallon M, 2007).Various office tasks that involve knowledge of spreadsheets such as Excel, World and programs like Ostara, Kiosk, Opera, Genie that all require time and experience as hard skills.
However as necessary soft skills a receptionist needs to remain calm as a fast-paced environment, tact, patience and well organised to exceed customer expectations.
The online training is very waste and can be compared to a “simulation model’’ as mentioned by Sturman et al, 2011 because every step necessary for the entire shift is presented through videos and documentation ending with final assessment for each lesson.
Within one of the shifts when I actually start to practice my knowledge from Premier Inn Academy, I checked in by mistake one of the guests that was not on the Pre-Paid list, however I kept calm and realised that is not the right time to fix this matter as busy shift and customer experience is more important than my own mistakes. I made a quick note for myself to discuss this further with the receptionist on shift and I continued with the list of guests that were waiting to be served. Was an extreme challenge for myself as I felt stressed as being my first mistake on front office and unsure how to fix it. After couple of more shifts, I realised that fast learning and working under pressure are part of my strengths, however I need to improve on IT skills and be more patient with myself and understand that experience comes in time and change my perception. 
Patterson 2016 mentioned that “generating business in a slow period is a challenge’’, however, for Premier Inn or at list the one where I have the placement is always busy. The business holds a significant number of loyal customers and are high in percentage for returns even on new customers meaning that customer experience and satisfaction is very important for this hotel.
The placement has a positive impact on myself in providing great customer service because self-satisfaction and most important guest satisfaction, is in place allowing me to gather more experience with every guest I interact. The team is diverse, and I felt welcomed. I am from Romania and I was very excited to meet through colleagues, people from Bulgaria, Romania and Hungary. Is great when your colleagues offer you insights from their culture and get to know their traditions and habits to avoid conflicts or strange jokes that for them may be disturbing while for the culture I come from is just a normal joke.
Tranter, Hill and Parker 2014 suggest that we are becoming a more particular nation with various needs and different objectives reason why I understand that everyone is different.
During Premier inn Academy course, I learned about anti-social behaviour and regulations, diversity program, code of conduct and various videos on how to act and react in the interaction with guests and colleagues.
As a conclusion, I can confirm that I am more confident in my soft skills and satisfied that I learned the duties of a receptionist and how to be professional under stress and keep the customer away from own issues and mistakes. Every day is a new experience, and the current placement made me understand the importance of customer service in hospitality, working as a team and on my own, accountability and professionalism meaning.
All the above will contribute to my future success in hospitality as I intend to grow and gain more experience, future knowledge and positions through the industry enhancing my skills and gain a wider understanding on how to be successful using every day as a lesson and understanding that hard skills require time and practice. To develop my skills, I will apply for a role within front office to learn and absorb more information and become experienced as part of my future success within hospitality industry. 
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Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	


Hi Marie! We are so grateful to hear from you! First, allow me to express our appreciation for the time you have taken to leave us this wonderful 5-star review. Thank you for sharing your positive experience with us, it’s much appreciated! You made us very happy and from reviews like yours Marie we receive positive vibes and energy to continue and exceed. At Premier Inn we do everything to ensure that our customer needs and expectations are exceeded, housekeeping is highly trained with general focus on the comfort and cleanliness of rooms and guests. I will share your feedback with Jack and the team to remind them how amazing they are and so will be for Brewers as we are one big family, and you are officially part of it! Thank you Marie and we are looking forward to seeing you again at Premier Inn Sunderland!
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	Letter of complaint response 500 words +/- 1-%
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                                                                                             Premier Inn A19
                                                                                             Wessington Way
                                                                                             Castle Town
                                                                                              Sunderland
                                                                                              SR5 3HR



Response to complaint,

Dear Joanna,

       I came across your complaint and first please allow me to offer my apologise for the negative experience that you had gone through during your stay at Premier Inn Sunderland. Your feedback is important to us, as you gave us a chance Joanna to understand what went wrong. I had taken the necessary time to review and discuss in detail with the team and analyse all the factors that impacted your visit and to understand how to resolve this matter and resolve all problems that unfortunately made you unhappy and we have not met your expectations. I have addressed a couple of questions to IT Team and Wi-fi service as our Wi-fi quality is generally great, however, during checks they found a gap based on weather issues and signal was extremely weak in all Sunderland and neighbourhood areas at the time of your stay. As per other guests stay and level of noise again is something that is out of our control, however, I will ensure that on your next stay you receive a room that is more isolated at the end of the corridor with forest view and no other guest room is around. Through the booking process there is a space for notes and boxes to thick reason why we asked customers to express their needs such as isolated room or away from main door, some customers prefer to be as close to the exit as possible as always on a rush, different needs can be expressed through the booking form or at check in desk where we can check the rooms available in case the assigned room does not match your expectations. However, what is in our control is staff and the quality service that my team offers, rest assured that I discussed your concerns with all members beginning with front desk and restaurant ending with housekeeping quality service and thank you for providing those details in your complaint to allow me to fix these problems that I was not aware that they exist. I will ensure that this will be the first and last time when it happens, and I took the necessary measures to fix any future problems regarding staff behaviour and room quality as you mentioned. Allow me to express my apologises and offer you a free stay for the duration of two days to show you that we have high standards at Premier Inn, and this is not the way how Premier Inn treats it’s customers. We highly value our customers, and we exceed their expectations every day as you may have seen on our reviews. Of course, we are humans, we do mistakes, however, I am positive that this was just an unfortunate experience where we all learned from it reason why I can’t thank you enough for providing me your feedback. Please ring reception to confirm the days of your stay and I will ensure to be there and greet you personally discussing further to a great cup of coffee or tea. 
I’m looking forward to hear from you and I hope you will allow us to fix and prove who we are at Premier Inn and our standards.


Kind Regards.

General Manager at Premier Inn Sunderland                Date: 20th February 2024

Alin-Bogdan Jeler
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	

According to Limna and Kraiwanit, 2023 customer service skills are highly related to the ability of responding and resolve customers enquiries and concern in a specific way that a desired outcome is obtained. The writers sustain that in current days Ai and chat GBT are more present in customer service using technology leveraging “natural language needs using learning machines enabling users to engage in conversational interactions through a virtual assistant’’. However human customer service skills are highly recognised and there are various service skills categorised as soft and hard skills. Soft skills are described as the way of interacting with other people, skills that do not require a specific technique such as ambition, focus, confidence, time and self-management while hard skills are accrued through time and trainings where a specific technique and expectations are set by the company itself or school (Fan, C,S, Xiandong W. and Zhang J, 2016). Whitbread, 2024 sustain that hospitality service skills that are necessary within the company include attention to detail, the ability to exceed customer expectations, positivity and time-management, accountability, team-player, engagement with team and customers, professional and always ready to help. Various techniques are explained through the placement course beginning with front office training, housekeeping, kitchen skills, front of house and health & safety. Each department requires a specific set of skills to be accrued through the training and establish further trainings where weaknesses are in place.






	


Key Skill 2 – Communication Skills 


	
Hogan (2006) highlighted in a hotel report that front desk is “the nerve centre” of a hotel and is the main area where is kept a track of all the other department of a hotel. To obtain customer satisfaction front office staff are essential as the journey of guests begin with front office operations being the image of the hotel, they have the most interactions with guests for various operational enquires that include check-in, check out, potential needs through stay and various enquires where front desk must anticipate and exceed customer expectations. To address various issues that may occur during stay front desk must have a specific set of skills that include problem solving skills related to complaints and managing certain issues and problems that can be challenging at the time (Jawabreh, O. et al. 2022). To establish a great connection between front office and individuals as being front-line employees, they have to be tidy and clean as this perspective will increase confidence and prestige making individuals to communicate with respect and allowing front desk to exceed in customer expectations. (Fitzsimmons M and Fitzsimmons J, 2004). 
Sekaran and Bougie (2013) sustain that part of the communication skills that front desk need are based on language and multilingual skills as various individuals from different countries will have the first interaction with front desk creating the necessary bond with the guest from first step of costumer journey, body language skills that allows guests to engage with front desk employee and obtain positive vibes, cultural and handling skills as front desk handling cash and cards strong skills are required as a fast-paced environment. Part of the communication skills is the confidentiality, where customers must be assured that all data shared with the hotel will remain confidential as part of GDPR procedures in place.







	










Key Skill 3 – Organisational Skills 


	
Rutherford and O’Fallon, 2007 cited Heldenbrand (1944) in their book “To the guest, the manager is highly represented by the front office, and the unseen head will be judged favourably or otherwise by the guest treatment there”. Same writers sustain that front office must manage various tasks at the same time to fulfil customer expectations such as administrative and technological skills that must be in a specific order and timely manner prioritizing effectively and schedule the resolution based on the importance and need.
Kalhapure et al 2019 sustain that co-ordination and control, internal and external communication, reports, and potential risks are all part of front desk functions and is crucial to be organised and prioritise actions based on “urgent and not urgent”. The writers explain that front desk acts as a channel between customers and the company itself that involve clear, organised information, data analytics and product knowledge. As explained further by same writers the routine of functions involves creation of necessary organised information via emails and post, receipts and reception of information, sorting and presenting relevant information to customers and relevant departments, record keeping of outgoing and incoming information, directing and maintaining healthy level of actual information needed for main functions of the front desk.


	
Key Skill 4 – Problem Solving Skills 


	
	“Emotions and reactions can override our attempts to be rational” (Williams, 2002). However, same writer sustain that humans have this superb capacity of controlling impulsive actions in decision-making when they realize how much their effort is worth. Same rule applies in front office where the workers are exposed to different situations and rational thinking is crucial in decisions ensuring that company’s image remain intact. Therefore, problem-solving skills such as resolving a potential conflict, complaints and various issues that can arise during guest journey are part of the main skills that front desk need to develop and train to obtain maximum positive results as outcome. The writer highlights that problem solving skills are mostly made from biological factors that influence decision making, critically and creatively thinking including intuition and judgemental bases are crucial in decisions and resolving a certain matter.
As part of improving the skill effort, time and various resources such as continuous training are needed to increase the positive outcome. The survival mechanism through a certain situation can interfere in the capacity of taking rational decisions and the “environmental conditions” can determine at high percentage to how and what we believe as humans that is important at that certain point highly related to physiological needs. As front office, the chance to be a problem-solver is higher than any other departments, mainly because most customers resolve their concerns and issues through front office and most of the times problem-solving skills require an immediate decision based on employee’s training, instinct, experience and presented situation (Whitbread, Premier Inn academy, 2024). 
Williams (2002) explained that the way of framing a problem can influence choices as positively framed solution will erase risks and safe feelings, while negative framed situations can motivate employees to seek a further risk and avoiding safe feelings leading to potential higher issues and most of the times to a negative impact for the employee and the company reason why the writer highlights the importance of stepping forward and minimising the impact of a decision.
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Very Satisfied!

We had a pleasant stay at the Premier Inn. The staff were so friendly especially
Jack at the reception who was very accommodating. There’s a Brewers Fayre
adjacent to the Inn where they serve a good meal and it's totally worth the
price.

The room and bathroom were exceptionally clean. Would definitely return if 'm
here in this part of Sunderland again. Cheers!
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Date of stay: January 2024

Trip type: Travelled on business

Room Tip: As for breakfast on Sundays at the Brewers Fayre, make sure you sit at  table
early as it tends...

See more room tips
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