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	Premier Inn Hotel (city Maidstone) has a group of skilled hotel front office staff who guarantee that guests will get a high-quality stay in the hotel, and they are going to get a very delightful experience during their stay. I have been on the hotel front office staff and from my experience in the Premier Inn hotel; I know that the hotel front office department searches for competencies in the hotel front office staff to maintain their standards. I will discuss here the abilities of the hotel front office staff which are vital in the hospitality sector to run all the functions of this hotel smoothly. I will use Gibbs’ Reflective model to explain those abilities and skills and relate them from the real-world perspective of the hotel front office sector (Cunha et al., 2021).
Discovering the Skills Critical to Premier Inn Hotel’s Hotel front office Team
Certain skills are necessary to work as a hotel front office staff in the Premier Inn hotel. 
Precision: all the hotel front office Staff must be very precise in their work because they have to scrutinizing check everything and maintain the standards of cleaning in the hotel. From my experience, I've seen that small things can make a big difference in the hospitality sector.  Therefore, the staff of the Premier Inn hotel must be careful and check every detail of the cleaning and upload the brand image of the hotel (Mangco et al., 2023)

Efficiency: During the holiday, the hotel is crowded with guests and the rate of occupancy increases significantly. In those kinds of situations, the hotel front office department gets very busy. They must be extremely efficient in their jobs to maintain a huge workload. They have to be quick and responsive to clean the rooms in a short time without compromising quality (Wiadnyana et al., 2019).
Flexibility: The brand of the hotel depends on the satisfaction of the guests; therefore, staffs of hotel front office must be flexible to the guests' requirements and wishes even during the busiest hours. Hotel front office staff may need to alter their schedules to fulfil guests’ demands and flexibility is a must to maintain the workload (Sadhale, 2021).
Communication: Communication is essential in hotel front office departments as staff need to maintain constant communication to coordinate the cleaning and hotel front office jobs properly. To fulfil the guests' requirements, and smoothly operate other chores, they need to be efficient. Without proper communication, it won’t be possible (Nimri et al., 2020).
Team Collaboration: Team collaboration is also necessary because a task will be finished in the group rather than done alone. I have seen that, when the workload increases, staff need to take turns cleaning staff, and one staff need to perform multiple tasks. With collaboration, managing a huge surge of guests is quite easy (Nimri et al., 2020).
Reflecting on the Hotel front office Experience Utilising the Gibbs Model
I can reflect on my experience of hotel front office at Premier Inn Hotel very structurally using Gibb's reflective model. 
Description: As a staff of the hotel front office department of Premier Inn Hotel, my jobs include multiple tasks. The tasks I perform every day revolve around cleaning for instance, vacuuming the floor, sweeping the specks of dust, disposing of the trash, checking the utilities and facilities, arranging everything for guests, changing bed sheets and pillows etc. and I do this workload every day with precision (Sadhale, 2021).
Feelings: In my jobs, I have mixed feelings on different days, for instance, when I perfectly complete my tasks, it gives me satisfaction, but when I make any mistakes, I feel vacant and disappointed. Often, when the pressure of guests increases, I feel very exhausted, and I remind myself that I need to be more effective (Nimri et al., 2020).
Evaluation: I feel that if I adhere to the standards of Premier Inn Hotel, it is beneficial for me as well as the hotel because I can check what I must do, and the hotel also can maintain precision and efficiency and can guarantee that all things are done well. However, doing everything repeatedly can bring boringness to the staff and they can overlook any details (Nimri et al., 2020).
Analysis: From my experience, I now know that all the skills and competencies are necessary for the hotel front office department, and I must keep improving the skills and competencies that help me maintain the brand's standard cleaning quality (Sadhale, 2021).
Conclusion: I want to develop my skills further and must nurture a culture of collaboration and communication amongst the hotel front office staff. I want to improve the work culture and work environment of the hotel front office department of Premier Inn Hotel (Wiadnyana et al., 2019).
Action Plan: I will continue to improve my skills in hotel front office and for that, I will attend seminars and workshops regarding hotel front office skills and through experience, I will develop myself. I will update myself with the recent trends of hotel front office to excel in my work (Sadhale, 2021).


Hotel front office skills and competencies are extremely important in the hospitality industry and Premier Hotel Inn can uphold their brand standards if the hotel front office department becomes more efficient and precise in their job. By reflecting on my experience, I can describe the skills and competencies that are required in the hotel industry and explain their relevance in the Premier Inn Hotel (Yasa, 2019).
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	Trip Advisor Review Response 150 words +/-10%

	Title: Memorable Stay at Premier Inn
Ronald F.
TripAdvisor
Reviewed in August 2023
Dear “guest”, thank you very much for your time for sharing this experience of yours and we truly appreciate your 5-star review and the feedback you provided us. We are very much delighted that you spend your time with us and let us offer you our services. We can ensure you that our hotel Premier Inn always strives to provide a great experience to the guests and we ensure all the amenities are up to the highest standards and fulfil the guests’ satisfaction (Filieri et al., 2021).
Our hotel front office department is extremely efficient at their jobs and as you mentioned, they are very humble and flexible in their jobs, They do their jobs with precision and efficiency. Even the small details of cleaning are not overlooked. We try to maintain everything up to our brand standards. We expect you to come and stay at our hotel next time and surely you will find our services better than last time (Lee et al., 2022).


	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,
Thank you very much for sharing your feedback with us. Your feedback is very valuable to us and helps us to improve our services (Loo et al., 2021).
We are extremely sorry to learn about your experience of staying at our hotel. The experience you had during your stay at our hotel is surely not our brand standards, but our staff was unable to assist you in resolving the situation and for that, I want to deeply apologize to you for the inconvenience and trouble you faced (Ramgade et al., 2022).
Firstly, you mentioned your disappointment with the quality of the breakfast. We are extremely sorry for your dissatisfaction that we could meet your expectations. We have contacted with cooking department and found that some of the staff was sick that morning. However, we have taken measures to tackle this kind of situation in future. We have a very experienced kitchen crew, and they are taking action so that this kind of situation never arises in future (Magatef et al., 2019).
You also mentioned that you have endured a considerable amount of noise throughout the night of your stay due to a baby crying in your adjacent room. We are again sorry that we could not arrange a comfortable environment for you. We must resolve this kind of inconvenience, but when we checked our records after your complaint, we found that no rooms were vacant at that time. But we wish you would have called the front desk regarding your inconvenience and our skilled staff would find a solution (Loo et al., 2021).
We always boast about our skilled staff that is experienced and precise in their work. We employ our staff after scrutinizing evaluating their abilities and we train them regularly. Therefore, they are extremely efficient in their jobs. If you have informed us about your problems, you will see them resolved immediately. They are skilled with problem solving and we train them to come up with solutions to problems quickly. We guarantee that you never have that experience at night if you have called the room service or contacted the front desk (Magatef et al., 2019).
You have also mentioned that you were very much disappointed by the cleanliness of your room. We are sincerely sorry for our oversight of this problem. After we got your letter, we took immediate action regarding the hotel front office staff. All the staff will be retrained so that these things are not ignored in the future. Actually, due to the holidays, the occupancy rate increased a lot recently, and our hotel front office department has very little time to clean all the rooms in between new check-ins. Even so, we are not giving any excuses, rather, we are taking actions and steps to make our hotel front office department more efficient and providing them additional training. We can assure you from now on, even the small details won’t be oversight by our staff (Ramgade et al., 2022).



We sincerely apologize to you once again. Your feedback will help us to further improve our quality of services and correct our mistakes.  For this unfortunate experience you had in our hotel, we would like to offer you a $50 voucher for your next stay at our hotel and you will experience our best services (Cenni et al., 2020).

   
Sincerely,
Line manager
Premier Inn





Component Three:

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

	Element 1 – Pre-Arrival

	Handling requests with efficiency, such as those pertaining to special diets, preferred accommodations, or transportation plans. Guest profile management systems are used by many hotels to monitor and document visitor preferences and ensure they are met upon arrival. (Bardi, 2011)   Secure payment methods and reservation confirmations are crucial. This might include verifying correspondence, validating cancellation policies, and verifying credit card authenticity. Reservation confirmations from hotels often provide a thorough description of the fees and cancellation policies. The tasks every day revolve around cleaning for instance, vacuuming the floor, sweeping the specks of dust, disposing of the trash, checking the utilities and facilities, arranging everything for guests, changing bed sheets and pillows etc. and I do this workload every day with precision (Sadhale, 2021). Team collaboration is also necessary because a task will be finished in the group rather than done alone when the workload increases, staff needs to take turns cleaning staff, and one staff need to perform multiple tasks. With collaboration, managing a huge surge of guests is quite easy (Nimri et al., 2020). It's possible that the reservation will be secured using a credit card pre-authorization. Information accessibility: providing important information to guests ahead of time, such directions to the hotel, parking options, and surrounding activities. Many hotels have extensive websites or email lists that they send out before to arrival that include maps, timetables, and detailed information on activities that are happening nearby (Tewan, 2009)

	Element 2 – Arrival

	Effective baggage handling and storage services, such as assistance with unloading, storing, and retrieving bags, ensure that visitors don't have to worry about their belongings. Premium hotels often employ bellhops and porters to assist with baggage handling, adding to the guest experience upon arrival. Obtaining the visitor's personal data needed for security and documentation. (Bardi, 2011)  This might include identification, contact details, and preferences. Hotels often employ computerized systems to correctly and quickly register visitors, reducing the amount of paperwork and waiting periods. Safety and Security Briefing: providing information on the safety precautions taken by the hotel, the evacuation procedures, and the locations of the equipment and emergency exits. In addition to the informational leaflets and booklets on safety procedures that are often found in hotels, staff members may also verbally instruct guests upon check-in. 
Having an acute sense of detail is crucial. Hilton Worldwide is a worldwide hotel company that has implemented a program called Clean Stay to promote sanitation and hygiene in its properties, particularly in light of the COVID-19 epidemic. In addition to stringent cleaning guidelines, this program provides options for contactless check-in (Tesone, 2010) The brand of the hotel depends on the satisfaction of the guests; therefore, staffs of hotel front office must be flexible to the guests' requirements and wishes even during the busiest hours. Hotel front office staff may need to alter their schedules to fulfil guests’ demands and flexibility is a must to maintain the workload (Sadhale, 2021).

	Element 3 – Duration of stay

	Enhanced guest experiences depend on well-informed concierge personnel. Their familiarity with the neighbourhood and their ability to recommend dining establishments, entertainment venues, and cultural destinations are essential. They are also in charge of making bookings for guests, getting event tickets, and organizing transportation. One well-known aspect of the Ritz-Carlton hotel brand is its personalized concierge services. It is possible for guests to expect assistance with anything from last-minute dining reservations at fancy establishments to organizing unique local tours. (Bardi, 2011)  Amenities and Services Scheduling: Hotels should make it simple for guests to make reservations for amenities and services in order to enhance the overall guest experience. This includes room service, spa treatments, access to the exercise centre, and housekeeping requests. Scheduling may be made easier with the use of mobile apps and online booking tools. Many luxury resorts provide smartphone apps or online portals that guests may use to book dinner reservations, spa services, and golf tee times. The Four Seasons Hotels & Resorts provides several services via their mobile application. Routine Housekeeping and Maintenance: Keeping things neat and organized is crucial to ensuring that guests have a comfortable and restful stay. To maintain the greatest possible condition for the rooms and common spaces, hotels should have defined schedules for their cleaning and maintenance staff (Hammer, 2016)  










	Element 4 – Departure

	Hotels may improve their guests' departure experience by offering quicker check-out. This usually means sending the visitor a detailed final bill or placing it under their door the night before check-out. Apart from using a drop box to leave their keys, visitors may also be able to notify the hotel of their departure by calling or using an app. (Bardi, 2011). Premier Inn has a mobile app called Bonvoy that facilitates faster check-out, allowing guests to see their bill, settle any unpaid bills, and check out without requiring them to speak with the front desk. Gathering and Reacting to Feedback: In order to continue developing, feedback from visitors is crucial. Hotels should actively seek feedback from guests by sending out questionnaires and comment cards, and they should have policies in place for reviewing these submissions. It demonstrates your concern for your visitors' experience that you respond promptly to criticism, both positive and negative. Guests at Premier Inn Newmarket are asked to provide feedback on their experiences using an online Guest Satisfaction Survey. Helping with Luggage and Transportation: In order to facilitate a smooth departure, hotels have to provide baggage handling services, such as shifting bags and putting them into cars. They could also help with transportation, setting up a cab, bus, or limo to drop off visitors at the airport or other destinations (Corgel et al, 2011) Exotic lodgings like The St. Regis often provide airport shuttle services, and their dedicated staff will assist guests with their baggage, ensuring a simple and straightforward departure. Good management of the Duration of Stay and Departure phases is essential to creating a positive impression on visitors. Better outcomes and increased customer loyalty are usually the outcome of superior performance in these areas (Bardi, 2011)  
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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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