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[bookmark: _gsx7zgw4do8b][bookmark: _Toc146924687]Component One: Learning Log
[bookmark: _da8a07eazem8][bookmark: _Toc146924688]Introduction
Self-assessment enables the individual to identify the skills that have developed within the work experience. A reflective statement is one of the efficient tools that creates a scope to critically assess past experience and identify the areas of development within professional skills. Gibbs's reflective model will be used to critically assess the required skills to be an efficient front desk executive within Premier Inn Peterborough North.
[bookmark: _Toc146924689]Gibbs’ reflective cycle
A systematic framework has been drawn by Gibbs to critically assess the professional skills gained (Adeani et al., 2020). The framework is segregated into five prime parts that assess the experience step by step and find conclusions to derive action plans for areas of improvement. 
Description
I have been appointed as the front desk executive within Premier Inn Peterborough North. My qualifications and knowledge about customer handling and managing official tasks within hospitality management enabled me to develop my passion for serving my duties efficiently. While serving my job I came across several incidents that acknowledged to me the possible skills required for effective management of the front desk of eminent hotel Premier Inn Peterborough North. I have to communicate with the customer directly and assess their requirements. Manage the floor through effective communication with the floor management staff. Collection of payments and assisting guests with their requirements was the primary job I had to serve relentlessly. Once I faced a critical situation while managing the front desk where I failed to provide the official billing documents to the customer as the food bill was not yet ready. This made the customer yell and an awkward situation was created.     
Feeling
I took a few times at the starting period of my job as front desk manager at Premier Inn Peterborough North. Handling the customer and understanding their requirements seemed to be critical while I was just at the beginning of my job. Slowly I acquired the pertinent skills and understood the psychology of the guest that came to Premier Inn Peterborough North. Proper training and self-motivation helped me to uplift my skills. As I was a new employee I had a lack of emotional management that led me to react during their critical situation created by mismanagement in billing. I panicked and left the desk immediately without giving a solution to the customer, which was an unprofessional approach.    
Evaluation
Lack of proper interpersonal communication skills and time management led to such a critical situation. I have assessed that the situation has occurred due to my casualty. The front desk's primary task is to develop excellent interpersonal communication within the department (Shin et al., 2019). The front desk acts as the bridge that connects all the crucial departments within the hotel to ensure proper service offerings to the guests. The primary skills that are required for effective management of the front desk are high computer handling skills to generate official documents. Ability to multitask and sound time management skills align all the tasks in a proper balance (Carroll et al., 2020). The primary focus of Premier Inn Peterborough North is to provide excellent service to the customer where customer waiting time is reduced through quick service. Therefore my action failed to achieve the alignment with the organisation’s objective.  
Analysis
The concrete analysis of the situation that happened that day was because of my negligence. Thereby this situation could have been mitigated if I had a proper knowledge of time management and had communicated with the other departments of the hotel Premier Inn Peterborough North. A proper balance of professional and emotional approaches must be ensured for effective management of the workplace (Zheng and Montargot, 2021). Keeping myself coming and giving a problem-solving approach was the most needed skill that I should have applied at that time.  From the situation I have analysed a problem-solving approach is the key factor that will enable me to handle the customer better. Maintaining a time alignment and a link with the other department utilising computer skills would have helped me to collect the bill for food and drinks immediately after the order was placed by the customer (Carlisle et al., 2023). 
Conclusion
This stage has helped to address the areas of development that are required of me. More focus is required to manage time management skills and interpersonal communication. I possess good computer skills that would help me to keep all the data linked and immediately give a better service to the customer.
[bookmark: _qk8vu2duaurj][bookmark: _Toc146924690]Conclusion
The reflective statement following Gibbs’ reflective cycle has identified all the pertinent information regarding the skills that a front desk manager should possess. I have a strong communication and empathic approach that helped me to manage the customer better. A lack of time management skills made me face difficult situations that failed to give better customer service. 
[bookmark: _ml2xfmggqjgi]
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[bookmark: _g4zhy0tvdqpe][bookmark: _Toc146924693]Trip Advisor review
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[bookmark: _Toc146924695]Thank you for your review,
We are very pleased to know that our service has provided you with an excellent journey with Premier Inn Peterborough North. The key motto of our organisation is to provide the best and the Exotic service to our valuable customers. It is our duty to provide you with 24*7 assistance and satisfy all your necessary requirements. All the executive staff of the organisation are well trained and have an empathetic approach towards your needs. We try our best to solve all your problems and make your journey with the hotel outstanding so that we can expect you again and build a never-ending relationship with you. Your important feedback will motivate our employees and make many more progressive changes within our service so that we can serve you even better in future days.
[bookmark: _km8i4qbbtuve][bookmark: _bf1viz66wrvv][bookmark: _nw277gpfthfm]Thank you for sparing your valuable time to give us feedback and guide us towards the way of betterment. 
[bookmark: _pjvqxyg9x9wx][bookmark: _Toc146924696]Letter of complaint

To
Mr Ronald Federick, 
17 Trinity Court, 
Swansea SA1 2AR 
September 27th, 2023
Subject: Feedback to the letter of complaint.
Respected sir,
I hope you are doing well. 
We have received your complaint letter lately and went through the facts that you have realised. Firstly, we want to apologise that our service made you feel so and we failed to meet your expectations. All the valuable points that you have noted within the letter have been critically analysed by our management team.
As per the register, you have checked in at our hotel on 26 August in room number 205. On 27th August we had a huge rush at our dining hall because of the holiday season. We try to serve the most comfortable and delicate food to our guests and ensure all the health and safety measures. The modern kitchen amenities that are installed in the dining hall keep the food hot, fresh and tender. Periodic re-installation of the food cabinet is performed by the executives who are assigned to manage the dining section of the hotel. We are unfortunate to acknowledge that the food that was served during breakfast time was cold and failed to serve your taste buds during the fresh hours of Sunday morning. We will definitely go through the matter and ensure that next time all the foods remain hot while they are served. Sometimes during the last hour of the breakfast buffet few food items pipe down. We would request you to inform our executive immediately to alter the item and serve you a hot plate. Our live kitchen is always ready to serve you with the best delicacy that would satisfy your soul. Secondly, as you informed me, the noise of a baby crying from the neighbouring room disturbed you while your sleeping hour is very unfortunate. Some situations arise when it's beyond our control we cannot forcefully stop a child from crying as he is innocent. Definitely, we can assure you that we can provide you with the best assistance if you have informed us during that time. As soon as we got informed we could have consulted with the parent of the child and taken adequate steps to console him to make the environment serene. Third, you informed us about the room service problem that you faced within our hotel. We will definitely monitor the performance of our room service executive and assure you that better room service can be provided by us in future. Our room service executives are always available at your service so in your next stay with us whenever you feel any default in service please let us know so that we can take immediate action to overcome the problem.
We have tried to put our best effort into making the room comfortable, and luxurious and giving you an excellent staying experience. We believe in Innovation and constant upgradation so your valuable feedback will definitely help us to make positive changes within our organisation. Premier Inn Peterborough North will try to develop its service and meet your expectations. 
Thank you for your concern in informing us informed our loopholes and making a scope to perform development.  We expect you soon and are excited to provide you with better service in future.  
Yours sincerely,
Manager
Premier Inn Peterborough North.
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[bookmark: _Toc146924698]Component Three: Portfolio
[bookmark: _Toc146924699]Introduction
[bookmark: _Hlk146908774]Front desk management is one of the crucial aspects of any hospitality service that helps to regulate the basic requirements of the guests. By maintaining proper policies an organisation is able to enhance its service quality which contributes sin uplifting the brand image of the firm under tough marketing situations. This portfolio will discuss the concept of the Hotel Guest cycle that the Premier Inn Peterborough North follows to maintain its service quality. Apart from that the key elements that the organisation must consider to uplift their front desk service are another core aspect of this portfolio. 


[bookmark: _Toc146924700]Concept of Guest Cycle
Guest Cycle is one of the well-known models that describes the complete experience of a guest while they go through a hotel. Perhaps this model also provides appropriate guidance to the hospitality service provider to develop cutting-edge strategies to regulate its service quality. This framework includes several communications and activities that are performed by the guest while they avail of any service from a hospitality service provider (Bryce, 2023). Based on the appearance of the guests this model is segmented into four stages. Understanding of the activities as well as the progress of the guests and the justification for the service quality of the organisation can also be evaluated through the ethics of this model. 
[bookmark: _Toc146924701]Significance of Guest Cycle model
The employees of Premier Inn Peterborough North must be aware of the stages of the Guest Cycle in the context of enhancing the experience of the visitors. In addition, this model guides the employees in an appropriate manner about the flow of the business in the hotel (Alemar, 2022). Due to this measure, the organisation is also able to develop a proper systematic approach regarding their front office operations. Perhaps this model helps in evaluating the procedures that are necessary for the guests while they avail service from the firm. Tentatively this framework makes the employees prepare for the next required steps in accordance with developing the service quality of the organisation. Following the ethics of this model, Premier Inn Peterborough North is able to minimise the gaps within its front desk service. 
[bookmark: _Toc146924702]Stages of Guest cycle
Pre – Arrival
The first stage of the Guest cycle referred to as Pre-Arrival describes the situation before the arrival of the guest. This is one of the essential phases of the Guest Cycle that includes several activities. Reservation is the primary activity of this phase and includes several factors that attract people to book the services of the hospitality service provider (Q4launch, 2022). Based on the decoration features as well as food services the visitors segmented hotels as per their requirement. After selecting the desired hospitality service provider the individual contacts the front desk workers through several communication modes. Through this measure, the booking of the desired facilities gets reserved by the front desk manager. In the context of holding the reservation, the manager demands a security deposit from the guest that depends upon their specific requirements.
Considering elements of the Pre-arrival stage
New reservation request
The primary consideration element of the pre-arrival stage is the arrangement of new reservation requests. After the engagement of the guest, the front desk manager must initiate new reservation requests in accordance with maintaining track of their bookings (Hotelierlifestyle, 2020).
Creation of guest folio
Another crucial aspect of the stage is the creation of a guest folio. Guest folio refers to the details of the guests that they provide before arriving at the hospitality service provider. This measure is effective in maintaining the requirements of the guest.
Blocking rooms as per request
Visitors provide their requirements to the desk manager and block respective rooms as per the request of the guest he is also a significant element of the arrival stage. Through this measure, the front desk manager is able to track the number of vacant rooms.
Arrival
Arrival refers to the second stage of the Guest Cycle that describes the arrival of the visitor to their respective hospitality service provider. This is the phase where the guests meet the front desk workers to confirm their bookings. In this situation, the visitor also makes their opinion about the standards of the services that are provided by Premier Inn Peterborough North. With respect to that this stage is crucial in creating an attractive impression in front of the guest that uplifts the brand image of the hospitality service provider.
Considering elements of the Arrival stage
Welcome of the guest
Welcoming the guests is one of the crucial elements of the arrival stage which creates a good impression on the visitors. Apart from that it also contributes to enhancing the reputation of the business as well.
Registration of the guest
Registration of the guest refers to the enlisting procedure of the details of the visitor in the Register of the hospitality service provider. This measure is very crucial in maintaining the credentials of the people who help the organisation to contact the person in case of emergency (Ivypanda, 2023).
Assigning rooms and keys to the visitor
After the completion of the registration the guest, the front desk manager must hand over the respective keys of the requested rooms. Perhaps guiding the guest towards the facility is another significant aspect of this stage as well.
Handing over the luggage to Butler
Following the completion of registration handing over the luggage to Butler is another efficient aspect in enhancing the travelling experience of the guest. 
Duration of stay 
The most significant phase of the guest cycle is the duration of stay. During this phase, the guest avails the services of the hospitality service provider. This phase is very crucial as the experience of the guest is highly dependent on the service during their stay. Well-maintained hospitality service must be provided in this phase of the guest cycle in accordance with maintaining the brand image of Premier Inn Peterborough North. Perhaps monitoring the service of the hospitality service provider as per the requirement of the visitor by the front desk manager is another significant aspect of this stage.
Considering elements of the duration of stay
Coordination with the requirements of the guest
During the stay of the guests coordinating with them to fulfil their needs is another significant responsibility of the front desk manager. Providing the required necessities to the visitor appropriately increases the brand reputation as well as the travelling experience of the guest.
Maintaining the keys of the safety deposit locker
Providing a safety deposit locker for the security of the essential goods of the guest is another beneficial aspect of this stage. This measure provides security to the belongings of the visitor that contributes to uplifting their experience.
Regulating guest queries and complaints
During the stay of the guest, they faced several issues due to which they raised queries and complaints to the front desk manager. Resolving the queries and complaints of the visitor is very effective for the involvement of the guest.
Providing travel arrangements
Providing travelling arrangements is another core element of this phase that contributes to uplifting the travelling experience of the people. Perhaps the front desk manager must provide the necessary arrangements that are essential for the smooth travelling of the visitor (Fairbrother, 2021).
Giving information about the city and necessary services
Another significant aspect of this stage is providing information about the city along with the details of several hospitality services including spa, swimming and others. Providing the details of these hospitality services the brand reputation of the organisation becomes uplifted.
Departure
Departure is the last phase of the Guest cycle where the guest leaves the hospitality service provider after the completion of their stay. During this phase, the front desk manager must cover up the unpleasant incidents that happened during the stay of the guest. Utilising empathetic measures, the front desk workers are able to make the departure of the guest smooth and hassle-free. Apart from that providing several offers regarding the repeated visit of the guest as an apologising method is very much credible to encourage the visitor concerning their next appointment (Sann and Lai, 2020).
Considering elements of the departure stage
Presentation of the guest bill
After the completion of the stay of the guest, the front desk manager must prepare and present the remaining bill to the guest. Utilisation of modern technological aspects assists the manager in preparing the bill efficiently.
Handling of luggage
Handling the pieces of luggage at the time of the departure of the visitor is another essential activity that enhances the experience of the guest to some extent (Warren et al., 2019).
Activities of sales and marketing
The sales and marketing associates must provide several offers and parks to the visitors that encourage them to take service from the organisation on their next travel. Through this measure, the market share of the organisation becomes enhanced which makes their presence in the market more prominent (Dolega et al., q2021).
Cordial farewell greeting
The final element of the departure stage is the cordial farewell greeting to the guest. This measure makes the services of the hospitality service provider more credible through the creation of a significant impression in front of the visitor.


[bookmark: _Toc146924703]Conclusion
The maintenance of the Guest Cycle is one of the significant reasons that assists Premier Inn Peterborough North in regulating the service quality of their front desk. This portfolio has described the concept of this model along with its significance in uplifting the services of the hospitality service provider. With respect to that the four stages of the Guest life cycle have been described in this portfolio in detail. Considering these the necessary elements of the stages that assist the firm in developing cutting-edge front desk service policies is another core aspect of this portfolio. Moreover, this framework also properly guides the employees to work appropriately to enhance the hospitality experience of the guests effectively.
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Premier Inn Peterborough North Hotel
Peterborough, United Kingdom

Homely staying was ensured with all the quality services and amer
December 2022

I enjoyed thoroughly throughout my staying journey with the hotel. the service was quite on
time and the humble approach from all the staff was excellent. the front desk service was
excellent and cooperated with me while my staying. | have faced a critical situation where.
my laptop ran out of battery and | lost my charger. Hotel staff helped me immediately
during the off hour to get a new charger. It was a great help for me as my official work was
to be met immediately. thereby the support | received and homely feeling pleased my heart
to have a marvelous staying journey with the hotel.

Written 29 September 2023

This review s the subjective opinion of a Tripadvisor member and not of Tripadvisar LLC. Tripadvisor performs checks on




