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	Introduction
The Premier Inn in Sunderland City Centre accepted me to perform my placement there and I wanted to learn more about the technicalities of working at a hotel front office on this occasion. Following the Gibbs System of Analysis, this reflective log looks at my thoughts, feelings, evaluations, and growth as a person and employed person (Gibbs, 1988). 
Description 
In my placement at Premier Inn which was 2 days per week (total 20 days), I split my time between cleaning rooms on one day assisting in the front desk office and reservations on another day. Housekeepers are responsible for maintaining the shared areas and rooms for guests, in addition to changing beds and other items as needed, reporting maintenance issues, and following health and safety rules. Thursday, I was in charge of meeting guests, assisting them enter and leave, making plans, fixing any problems they had, and providing them information about nearby facilities and attractions. Also, the job needed to have the ability to handle different types of reservations, such as those made online, with cash, credit or debit card transactions at the reception desk, and business bookings. I had to provide excellent level service so the hotel creates loyal satisfied customers which will also be reflected in web reviews. (Hu, Trivedi  and Teichert, 2022).
 Feelings 
When I first heard that I would be working in a hotel, I was both excited and scared. It was hard and exciting at the same time because of how quickly things moved, especially at the front desk. When I ended my tasks, I felt like I had completed something, but I also got angry when I had to cope with unpleasant clients or issues that didn't go as planned (Baker and Kim, 2020). But it was really enjoyable to solve a guest's issue or receive positive remarks about the way they were treated.
Evaluation
I'm extremely appreciative of how open I am and how committed I am to providing great service across the two fields when considering about how I did. When I talked to people, it was clear that I could connect well with them, thereby making their entire process smoother. However, I was aware that I had to learn how to manage stress effectively throughout hectic periods and how to utilize the accommodation's tools for scheduling effectively so I could manage every kind of order faster (Yang, Wang and Yang, 2020).
Review and Analysis
Cleaning and working at the front desk constitute very important parts of running a business in addition to making certain guests are pleased. This job has greatly assisted me in understanding this. It demonstrated just how essential it is to work in a team, pay consideration to specifics, and talk clearly with one another. I learned a great deal about how the hotel business functions and how to give better customer service to people by taking on different kinds of reservations. This also taught me just how essential it is to be patient and quick when interacting with and resolving problems for guests. This may assist the company have a good reputation and get customers to return (Paulose and Shakeel, 2022).
Aspects of Ethics and Culture
As I worked there, I gained knowledge regarding the cultural and societal effects of being in service. It was of the utmost significance to be polite and equitable to all visitors, even if they had dissimilar needs. This was especially true when things went wrong with the bills or when guests asked for specific services. I realized the significance it is to being open to other communities when I met people from them (Lacalle, 2021). This implied that I experienced treating them with care and being open to changing how I served them. 
Conclusion 
The job at Premier Inn changed my life and taught me a lot about the hospitality industry in general. The educational experience has not only made me better at what I do but has additionally made me increasingly conscious of how essential it is for both the major and backup staff to make sure that people have an enjoyable experience (Press Reader, 2023). Through my struggles and successes, I have grown as a person and as an employee. This has rendered me more committed to getting a position in the service business. 
Action Plan
To enhance my personal growth, I intend to bolster my stress management capabilities by enrolling in stress management courses to adeptly navigate challenging situations. Furthermore, I aim to enhance my technical proficiency by seeking additional guidance on utilizing the facility's planning and scheduling processes for improved efficiency and precision (Sharma, 2020). 
  
I will also cultivate my conflict resolution skills by participating in conflict resolution workshops to better address visitor grievances and concerns. Moreover, I will prioritize training in cultural sensitivity by enrolling in cultural awareness programs to master the diverse needs of clients. Finally, I plan to actively pursue leadership opportunities within the hotel industry to broaden my expertise and skills in leadership roles (Waqanimaravu and Arasanmi,02020)
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	Trip Advisor Review Response 15O words +/-10%

	Dear valued guest (_cutlesim43),
 
I wish to extend my appreciation for your willingness to share your remarkable experience with Premier Inn, Sunderland City Center. We are joyful to learn that you thoroughly enjoyed your stay at Premier Inn Sunderland City Centre. Providing exceptional service and ensuring utmost comfort for our guests are our top priorities, and we are delighted to hear that we succeeded in meeting your expectations.
 
Your kind words regarding the cleanliness and comfort of our rooms, swift service at the bar, and delightful breakfast experience, particularly with Julie's attentive service, mean the world to us. We are thrilled to have provided you with a memorable stay that lived up to your expectations, especially given your extensive background in hospitality management.
 
Your feedback inspires us to continue delivering exceptional service, and we cannot wait to welcome you back for another outstanding experience in the future.
 
Warm regards,
 
Syed Zabid
Trainee Manager
Premier Inn Sunderland City Centre









	Screen shot of Online review (from Trip Advisor) which was used as reference:
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	Rely to the Ietter of compIaint 5OO words +/- 10-%

22 February 2024 
 
To
Mrs. Joanna BIake 
558, Longfords Roads 
Swanseaa 
SA1 2AR
 
Re: Replying your letter of dissatisfaction
 
Dear Mrs. Blake,
I hope you are well and receiving this letter. I am contacting you to convey my deepest apologies for the unpleasant experience you had while staying in room 330 at our establishment. Your opinions are extremely valuable to us, and we take them very seriously. Please allow me to address each of your issues in detail.

I want to beg your pardon for not upholding the high standards we strive to maintain in terms of cleanliness for your lodging. Our cleaning team has received retraining that places a strong emphasis on the need to be thorough in all that they do. Extra assessments of quality have been incorporated to prevent similar errors from happening again in the future.

Wi-Fi connection: l understand the frustration caused by the unreliable and slow Wi-Fi service during your stay. Our IT team is actively investigating the issue to identify any underlying technical problems and ensure that our guests can enjoy a seamless online experience. We are committed to providing a reliable internet connection to all our guests, especially those traveling for business purposes.

Noise disturbances: Please accept my sincere apologies for the disturbances caused by noise from neighbouring rooms. In order to address this issue as soon as possible, we have implemented stricter noise control procedures and have reminded our staff of how important it is to maintain a peaceful environment for all visitors, especially during quiet times.

Customer service: Premier Inn regrets to Iearn about the undesirabIe customer service experience you had to face. Such instances are not in Iine with the exceptionaI standards we strive to uphoId. Our staff has undergone additional training to reinforce the importance of attentive and responsive customer service, and we are committed to ensuring that all our guests feel valued and well-cared-for during their stay.

In light of the issues you experienced, I would like to offer you free Breakfast on your next stay with extra 10% discount on the room charge.
 
In addition, I want to reassure you that we are acting quickly to address the problems you brought to our attention in order to stop them from happening again. We are committed to making sure that your next visit exceeds your expectations since your comfort and satisfaction are still our top priorities. 

Again, I apologize sincerely for any problems you had while visiting. We genuinely appreciate the opportunity to resolve your problems, and we place great weight on your comments. If you have any additionaI issues, please feeI free to email me directIy at 2245066@student.uwtsd.ac.uk.
 
We appreciate you alerting us to these issues. In the future, we desire to obtain the moment to provide hospitality at our premises and certainly we will strive to provide the satisfaction, you deserved and justifiably expected.
 
 
SincereIy,
Syed Zabid
Trainee Manager
Premier lnn, SunderIand City Centre
(Legal Ombudsman, 2020)
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Key SkiII 1 – Customer Service SkiIIs  


	[bookmark: _Int_kwfTDzdA]The potential to offer outstanding guest service is paramount among the many expertise needed for hotel front office. The front desk staff has a significant impact on how customers view a company and their overall experience. Exceptional customer service necessitates empathy, strong communication skills, and problem-solving abilities. When staff members possess these skills, they are better able to imagine what it is like to be a guest and meet their requirements in a manner that makes people think at ease (Daoust, 2021)
To accommodate guests' ever-changing needs and the rise of new technologies, the hotel industry has modified its client interactions. It is crucial that front desk staff are proficient in using technology advancements to guarantee that customers are happy with their entire stay (Alemar, 2023). Using hotel software, responding to inquiries on social media, and managing bookings through various channels are all part of the job description (Darios, 2022). 
By utilizing real-life examples that fall into the same category, the importance of these skills is showcased. Premier Inn is one of the few hotel chains that really cares about its customers. Customers benefit from workers who engage in the company's learning programs because they likely to be more compassionate and communicative (Covill , 2019).
Cultural sensitivity and flexibility are other critical components of excellent client service. Because hotels serve clients from all over the world, employees in this industry must be fluent in multiple languages. The fact that Marriott International offers training in cultural competency to its employees is just one way the company demonstrates its commitment to promoting inclusion and diversity (Marriott International, 2023).    

	
Key Skill 2 – Communication Skills 


	Having excellent people skills is essential for any hotel customer service manager. A well-oiled machine ensures harmonious teamwork, happy guests, and trouble-free operations, and these skills are its backbone. To accurately determine guests' requirements and options, front desk employees need strong communication skills, including the capacity to listen carefully and communicate in a straightforward manner (Gök, 2022).
The hotel's overall performance is impacted by an individual's communication skills, not just in one-on-one interactions. Transparent communication leads to better teamwork, safer workplaces, and reliable service for customers (Petty, 2023). This is of the utmost significance in the hospitality industry since every employee influences the impression that clients have of the establishment. Commercial real-life examples highlight the significance of good communication. The Ritz-Carlton, for instance, has a rigorous training system that seeks to enhance staff members' capacity for interpersonal communication (Customers First Academy, 2023).
Their commitment to offering outstanding communication is a characteristic of their first-rate service, which continuously garners them great reviews and loyal clients. 
The use of technological communication tools, such as platforms based on the internet and smartphone applications, has become commonplace in the field. These technological advancements enable employees to respond swiftly to inquiries and requests from customers, thereby enhancing the customer service experience. (Alemar, 2023)

	
Key Skill 3 – Organizational Skills 


	The efficiency of any hotel depends on a front office operator's level of organisation. Staff members equipped with these skills are better able to manage reservations, interaction, and client service, ensuring that clients have positive and problem-free encounters. Enhanced efficiency in operations is a result of front desk employees' increased ability to prioritise tasks, manage their time effectively, and make fewer mistakes (Miles, 2023). 
Among the most important organisational skills for a hotel front desk agent is the ability to meticulously manage guests' details and reservations. Smart software system can streamline operations. Streamlining the management of preferences, information about visitors, and particular needs through the implementation of technological solutions allows for effective and customized customer service (Yovchev, 2021). 
The significance of competent management has been demonstrated by practical instances in the industry. It was found that cutting-edge computerized system significantly boost customer satisfaction. The personnel have been able to successfully managing client relationships, gain efficient utilization of data, and anticipate needs as a result (Marriott International, 2023). 
A further trait of an effective planner is resilience in the face of unforeseen challenges. In the event of client withdrawals or issues, it is critical to be capable of swiftly reorganising personnel and resources. The Premier Inn staff is so skilled at handling such issues that they are able to maintain their high level of client service (Covill, 2019).

	
Key Skill 4 – Problem Solving Skills 


	
	
The efficient running of the hotel depends on the front desk staff's ability to remain well-organized while responding to guests' questions and taking their bookings. Good ability to resolve problems and goal-setting skills are essential for maintaining satisfied customers and a successful business (Secchi, Roth and Verma, 2019). 
Respected experts in the field of hotel administration state that strong issue-resolving skills are required for effective front desk operations. Having these skills is critical for optimizing processes, which maintains happy customers and efficient operations. The ability to effectively organize and prioritize tasks is crucial for hotel staff in order to meet the demands of guests promptly and accurately (ICAEW, 2024). 
The Ritz-Carlton's operations are a model of the importance of competent problem-solving skills. Ritz-Carlton is able to plan and execute each interaction with customers to the highest degree possible by using SOPs and performing thorough inspections. This systematic approach exemplifies the importance of managerial skills in attaining organizational performance, as it allows staff to reliably deliver exceptional customer service (Customers First Academy, 2023). 
Another area where technologies and property management software could greatly enhance the effectiveness of hotel front-desk activities is in the area of solving problems quickly. Modern property management software has helped Marriott International simplify guest relations, room operations, and bookings, all of which have led to greater efficiency and happier customers (Marriott International, 2023).  
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Great Hospitality

Myself an a colleague had reservations at the hotel for 15th Feb via work.

We were warmly welcomed an quickly checked in to our rooms which were
spotlessly clean and extremely comfortable. Extra pillows provided in the room
too, tea an coffee facilities and menus for the restaurant. (Extra t&c stuff can be
collected from a table in the lobby)

We went out for dinner, however, a drink at the bar was taken, service was swift
am the staff knowledgeable about products on offer.

Breakfast was the highlight, we'd booked our table prior to arrival for 9.30. We
were warmly greeted by Julie who showed us to our table an explained the
system they had in place, took our order for hot food an let us get on with it. The
hot food was cooked to order and was delicious, piping hot an fresh as a daisy.
poached eggs were divine. Julie was extremely attentive an had time to chat
with us an have a laugh.

We left our bags at the hotel as we had afternoon meetings to attend an on our
return Julie was still working an took time to chat with us before we headed to the
metro to begin our journey home.

All of the staff we came into contact with with were lovely, chatty an friendly.

1 have spent nearly 30 years working in hospitality management an | can say in
complete honesty that this hotel has got it spot on.

Thank you an well done.

Read less &

Date of stay: February 2022
Trip type: Travelled on business
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