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Description
During my placement at Premier Inn Hotel in London Euston, I took part in managing the front office department as a housekeeping staff. I was given specific tasks and responsibilities to ensure maximum guest satisfaction and smooth operations of the services within the hotel. The roles included welcoming visitors, managing check-ins and check-outs, handling queries of clients and confirming the flawless experiences of customers. My effective communication skills have enabled me to perform well, interacting with guests effectively along negotiating with them in an appropriate way. In addition to this, maintaining professionalism within the workplace was extremely beneficial to complete any task in a synchronised and organised way that maximised guest pleasure (Bardi, 2011).  
Feeling
I experienced a lot of emotions and feelings during my placement at Premier Inn and this has given me an understanding of skill sets and care for customers. At the start, I was quite nervous as well as excited to pursue the role of front-line staff in a well-known hotel in London. The evolving demands of guests and advancement had presented a few challenges like multiple task management. As I was given several responsibilities, it created trouble to handle all of these efficiently at a time. I got anxious at first then learned to adapt quickly by performing tasks in an organised way and maintaining time strictly. After gaining the value of time management and attention, I felt satisfied with my work and got appreciation from my seniors. The collaboration with my peers has also aided me in dealing with difficult situations and accepting challenges to attain more knowledge in this field. 
Evaluation
I have identified my strengths while performing the role in the hotel and negotiating with diverse guests. During that time, I have recognised my communication skills and problem-solving skills which are significant in this field. On the other hand, I have discovered some areas that need to be improved like multitasking and leadership to get advantages in occupying better positions and impress guests more effectively. I should give more focus on resolution and conflict skills to handle difficult situations. Despite experiencing a few challenges, I managed the situation and learned the way to stay active in the hospitality sector. My willingness to learn more and being advanced with current systems has allowed me to adjust to the evolving environment. I am satisfied and glad with my performance as well as realise the requirement for further development to ensure better outcomes and get more appreciation from visitors. 
Analysis
The skills and abilities I improved have allowed me to realise the specific needs of different customers and my role to meet those to establish my capability and impress them. The interaction with guests and my colleagues has provided me with knowledge about customer service and creating a positive as well as welcoming environment. I have understood that every brief meeting or collaboration is effective to impact clients' overall perception, their review and revisit. Realising this, I decided to make each interaction remarkable and flawless for them to enhance their satisfaction standard. While working, I have experienced that there are few guests who do have not enough trust in our services and security. In order to impress them and maintain ethics, I always preferred to maintain security and give fair treatment to all regardless of their status and economic conditions. I have used my intelligence and empathetic nature to make them understand that I can guide them in all possible ways. 
Conclusion 
My placement in Premier Inn as a front office staff has provided me with valuable knowledge to develop my personal and professional skills. The experience that I gained during my placement in the hotel had a significant impact on my understanding of enhancing the guest experience. Along with this, I was more conscious of the ethical norms and regulations that are mandatory to uphold while working in the hotel. I gained insights from the challenges I faced and understood the importance of being responsible for satisfying guests. 
Action plan
I want to enrich my skill sets and knowledge base after evaluating various steps of my experiences in Premier Inn. I have decided to join online courses to improve my multitasking abilities and participate in workshops to improve my verbal communication. I will seek feedback from peers to measure the growth enhancement as well as understand further requirements of development. I will focus on continuous improvement of my existing skills to pursue my career successfully in the hospitality sector. 
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	Trip Advisor Review Response 150 words +/-10%

	
We are very grateful that you shared valuable time studying at our Premier Inn London Euston. Your kind words in this review make us feel very proud as well as appreciative. We are overjoyed to hear that you had such a great two nights, specifically considering how excellent Melvin's service was. Our primary concerns are centred around making our all visitors feel comfortable, appreciated and well-supported through offering our best efforts. We take great pride in knowing that we were able to make your first visit to London a memory that you can cherish for longer. Thus, we truly recognise your admiration for our breakfast options, cleanliness standards, and the commitment of our dedicated workforce. We are also aware of the challenges the pandemic has brought about, and we really value your compassion and assistance during these extraordinary times. You can feel confident that we will always put our delegates and our staff members' safety and well-being first. We would really like to convey our gratitude to you for the unwavering recommendations of our hotel and look forward to hosting you and your family again in the near future. Grateful that you chose Premier Inn, and we cannot wait to have you return for yet another wonderful visit.   




	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	
Dear Mrs. Blake,
We really regret and are disheartened to hear you went through the disappointments and issues during your recent stay in our hotel. We consider your insight to be of great value and promise to take appropriate action to enhance the experience you and other visitors will have in the future. 
We want to start by saying sorry that you had problems with cleanliness in your accommodations. We take great pride in maintaining a high degree of cleanliness; thus, it is disappointing that our accommodation did not match your expectations. We really regret the inadequate state of your accommodation, since cleanliness is an important component of hospitality. Cleanliness is significant as it impacts guest satisfaction which inherently results in customer loyalty in the hospitality industry (Manolitzas et al., 2022). It is apparent that during your visit, our housekeeping practices were not up to standard. We have already acted thoroughly to address any issues with cleanliness by inspecting every room; including room 330. Our housekeeping protocols have also been enhanced through providing more training to the staff for the purpose of avoiding such issues. Service quality theory has been used to address this issue and improve the level of customer satisfaction (Drenik, 2022). 
We also understand how valuable dependable wi-fi access is, specifically for visitors who use it for business-related activities. After looking into this matter, we utilise the Technology Acceptance Model (TAM) to understand wi-fi issues and ensure the enhancement that has been done aligns with visitors' approach to usefulness (Tesone, 2010). We upgraded our wi-fi system to offer quicker and more dependable service across the property. While we strive to enhance this part of our service, we really appreciate your patience and understanding. Through utilising this theory, consumers’ acceptance and adoption of technology are influenced by its perceived utility and simplicity of use. 
We are also apologetic for the inconvenience due to the loud noise during your stay. We understand that you need a quiet place to rest, and not be able to get such one. A peaceful environment plays a valuable role in the hospitality industry in providing the calm and soothing atmosphere that visitors are longing for (Martins et al., 2021). We have started to adopt various measures to overcome this issue. We have discussed this with all the employees and have taken steps to reduce noise disruptions, such as keeping supervision on noise levels and reminding visitors to be considerate of others. Our commitment is to develop a calm and peaceful setting that will also allow each one of our visitors to have a restorative stay. 
One of our prime goals is to provide outstanding customer service, and we sincerely regret that we did not live up to your expectations. Your comments regarding the quality of such service are quite concerning for us. We have a heartfelt apology for the lack of response and support you received from our employees. You can be confident that we have held in-depth retaining workshops to emphasise the value of providing prompt, attentive service. 
Finally, we sincerely apologise for any trouble and annoyance you may have had during your visit. We really value your insight as it gives us the chance to make improvements and give each of the visitors a better experience. We sincerely hope you will think about providing us with another opportunity to surpass your needs in future. Thank you.
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	Key Skill 1 – Customer Service Skills  

	Employees working at the front workplace of Premier Inn London Euston want to have excellent customer service talents due to the busy work surroundings. These skills are essential to ensure that visitors have a terrific time from the time they check in till they leave. Strong customer service abilities are vital for front desk employees to meet the various needs and expectations of visitors (Carlisle et al., 2023). The basis of correct customer service is effective discussion which help in team of workers and individuals understand visitors' needs and communicate information about the resort's rules and services in a comprehensible manner. This capacity entails more than actually sharing information; it additionally involves developing travelling with site visitors and making them feel essential and welcomed throughout their visit. Emotional intelligence and empathy are important components of customer support (González-González and García-Almeida, 2021). With those talents, teams of workers and individuals might also take care of complaints or just ordinary vacationer encounters with the aid of identifying and responding to visitors' feelings in a manner that is appropriate. Putting oneself within the clients' role permits one to offer a greater tailor-made and pleasing provider satisfaction. Another critical capacity is the capability to solve troubles. Personnel can solve problems directly and effectively whem they are able to minimise any viable disruption to visitors (Belias and Trihas, 2022). This entails being proactive in looking ahead to the necessities of site visitors and being equipped to offer answers that move above and beyond their expectations. The numerous and dynamic environment of London makes adaptability and cultural attention all the extra critical. Employees need to be prepared to satisfy the demands of site visitors from various cultural backgrounds even by showing tolerance and focus of differing viewpoints (Francois Koukpaki et al., 2020).








	Key Skill 2 – Communication Skills 

	A front desk staff within any hotel needs to excel in various skills to operate the role and responsibility successfully and communication ability is one of such. Effective communication skills are significant for completing front desk-related work through which front desk staff can ensure seamless interactions with clients, coworkers and other departments inside a hotel (Tewan, 2009). Communicating effectively can reduce misconceptions and maximise operational efficiency by ensuring that information is provided completely and precisely. Front-desk staff members need to be empathetic as well as sympathetic while actively listening to the requirements and issues that visitors face. The staff who work at the front desk in Premier Inn have responsibilities to conduct registration of all visitors on check-in, interact with the team, maintain the service standards and many more. Thus, being able to communicate verbally allows front desk employees to extend a pleasant greeting to visitors, provide useful information regarding hotel features and services, and quickly address any kind of questions or requests. The front office staff at The Ritz are well known for their flawless verbal communication abilities, and they always greet clients warmly and professionally (The Ritz London, 2024). They also respond to questions about hotel amenities, and nearby sights with skill, providing guests all the data they require to make the most of their visit. Writing emails, tracking visitor information, and keeping documents organised all need proficient written communication abilities. Non-verbal indicators such as body language, and facial expressions are also important in projecting professionalism and friendliness behaviour towards visitors. Similarly, front desk employees at the Savoy, have great listening ability while attending to guest requests or concerns (Savoy, 2024). 

	
Key Skill 3 – Organisational Skills 


	The dynamic of the front workplace operation of Premier Inn London Euston highlights the want of organisational competencies for a group of workers. A high diploma in coordination and performance is required because of the quick-paced nature of resort management, which is defined through a regular movement of queries, provider requests, and take a research and test-outs. Superior organisational capabilities permit a team of workers and participants to deal with those complicated obligations effectively, ensuring the inn's green operations and excessive levels of visitor pleasure. Careful planning and prioritisation are essential organisational capabilities in this setting. Workers have lots of tasks to stability, together with resolving billing queries, assigning rooms, and preserving reservation systems (Ivanov et al., 2020). This requires a methodical method of assignment control, often the use of software and digital technology made particularly for the hospitality industry. It is crucial with the intention to prioritise jobs in keeping with their relevance and urgency whilst tracking the complete procedure. Furthermore, powerful time control is a crucial part of organisational skills. The front table employees are accountable for ensuring that each obligation is finished on the agenda, specifically, those that at once impact visitors, such ensure the room is ready and getting to precise requests (Graham et al., 2020). This not handiest improves the visitor experience but also streamlines operations so the hotel can efficaciously host more human beings. Furthermore, since it includes attending to operational details and guest alternatives, detail orientation is a precious addition to organisational abilities. This ensures that each facet of the resort's service provision from the precision of the invoice to the customisation of the visitor experience meets the highest standards.









	Key Skill 4 – Problem Solving Skills 

	Problem-solving is a vital skill for those working in a hotel in charge of front office operations. In Premier Inn, London, it has been noticed that, during seasons like vacation, a large number of tourists visit and at that time, managing room and accommodation becomes difficult (premierinn, 2024). Problem-solving is used here to analyse the situation of those guests who are facing issues because of a full reservation in the hotel. Using this skill, through assessing all occupancy statuses, the available options can be explored to accommodate the guests. For this purpose, having clear ideas about the reservation systems, problem-solving capabilities and situation analysis skills is necessary (Pira, 2020). On the other hand, issues related to bill payment during checking-out occur sometimes which creates irritation, impatience and dissatisfaction of clients. Through careful investigation and using problem-solving skills, the problem can be dealt with. That time, it is required to check technical errors first to identify the root cause of the trouble and then review billing records. After getting the exact problem, a quick solution must be in place to relax the guest and apologise for the inconvenience (Hammer, 2016). The problem-solving skill in this purpose allows one to critically investigate the situation, and take appropriate steps without being anxious or indifferent. Having this potential makes a front desk staff capable of dealing with different problems encountered by visitors in the hospitality sector specifically in hotels (Corgel et al, 2011).  
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Excellent stay with staff who care

Weve just returned home from @ 2 night stay in Euston Premier Inn. We had a
family room with breakfast, 2 adults, 2 kids, kids breakfast free with paying adult.
5 minutes walk from Euston station.

This was our first ever visit to London.

Itwas spotless. Everywhere. Our room hadn't been refurbished as the bath was
stained and the toilet flush was temperamental, | didn't mention it as it wasn't a
problem, obviously refurbs take time!!

Breakfast wasn't anything special but there was plenty of everything. Fresh fruit,
fresh juice, coffee machines with real cups, any amount of pastries as well os full
cooked breakfast. Tables cleared quickly and the area was extremely clean.

Al the staff were absolutely amazing, especially Melvin. He is an absolute credi
He made us feel welcome, showed me how to use the maps on my phone, told us
how best to travel as there was tube strikes that day, he even surprised my son
by putting balloons and a little gift I'm our room as it was his birthday.

Iknow that by speaking to staff that they have staffing issues, it seems to be a
problem all over the country. But the staff all worked so hard and always had a
smile!

Reading some of these reviews I'd just like to remind people that covid and its
resulting issues are still here, give staff @ break and be nice! They are trying their
bestin a situation none of us have ever faced before.

Would I stay again? 100% yes!
Readless

Date of stay: March 2022

Trip type: Travelled with family
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