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Student Journal

As stated by Adeani et al. (2020), the Gibbs reflective model is a good framework for
 describing reflection writing. The Gibbs framework comprises of six phases that are
 Description, Feelings Evaluation Analysis, Conclusion, and Action plan. 
The framework will be used for describing my feelings while working as front-end office
 in the hotel sector. 

While working in the front-end team in the hotel sector various skills are required to serve
 the customers effectively. As stated by Yoong and Lian, (2019), communication skills
 are important for engaging with the customers in the hotel industry. 
While working I encountered that I have effective communication skills that are required to
 handle and interact with the customers effectively. According to Lassoued et al. (2020),
 managerial empowerment is boosted by having effective decision-making skills
 on problem-solving. Apart from this, decision-making skills are also important to 
make decisions in various situations while working as a front-end officer in the hotel sector.
 To effectively handle the customers, it is important to significantly learn from situations 
and then reflect the learning in practical application. During my period of degree, I came
 across various theoretical aspects that are required to be implemented to handle 
clients more effectively and professional development in the hospitality sector.

I particularly feel that problem-solving skills as well as decision-making are some of
 the most important skills for hospitality. While working as a front lead team
 I understood that I am quite strong in decision-making skills as well as problem-solving
 skills. As opined by Lola and Tzetzis (2021), decision-making skills are in 
complex situations under stressful conditions as well as in normal conditions. 
This skill serves as a fast-decision-making ability during the critical stages.
 However, I do lack effective teamwork skills due to which I get lower grades 
in my university days. Therefore, I must improve my teamwork skills with members
 of front-end teams within the hotel industry. It is important to provide an 
immersive experience to the customers as an employee in the hotel industry.
[bookmark: _Int_Iu4jUX22] As stated by Lyu and Liu (2021), customer service skills mainly deal towards 
creating an interpersonal relationship with customers. Therefore, it is mandatory to
 have good customer service skills within the hospitality industry. During my university 
days, I was taught about the key elements of customer service skills, which proved
 to be quite effective for me while working in the hotel industry. Apart from this, 
my communication skills are quite moderate, which also requires improvement
 as early as possible.   

[bookmark: _Int_gIzsHCvK]In my opinion, having excellent communication skills can help front office executives
 to clearly understand the needs of the clients and provide them with effective service. 
As per the views of Hasyim, Hartanti and Assiddiq (2021), the hospitality industry is
 subject to both local and international tourists and thus it is important for receptionists
 to be competent in speaking English apart from providing effective services and
 showing friendliness. It is thus necessary for front office staff to effectively communicate 
with guests to solve their issues and provide them with a better stay experience.
 I have effective communication skills, and this will allow me to effectively cater 
to customer needs and help them to find solutions. 
In the hotel industry front office staff are the face of the hotels and thus it is important
 for them to display effective problem-solving skills. Often in situations of overbooking 
customers may create a ruckus and thus it is necessary for receptionists to quickly 
offer alternatives to guests. As per the views of Olimovich, Bakhtiyorovich and Alimova
 (2020), studying customer behaviour is necessary to effectively solve customer issues. 
Thus, providing training to hotel staff on how to behave with customers 
and how to tackle issues is especially important. These training facilities can help staff
 to develop effective problem-solving and interpersonal skills that will allow better
 provision of enhanced experience. I lacked problem-solving skills at the very start
 of my course; however, I have gradually developed an understanding of identifying the
 root cause before solving an issue. I need to work harder on my problem-solving skills
 to gain employability as a front desk executive at any hotel.

As per my experience, the principal areas that are lacking include problem-solving as well
 as technical skills. Apart from this, I recognised that effective communication and 
decision-making skills are my areas of proficiency. Thus, it can be concluded that to 
increase my efficiency as a front-end officer I need to improve my problem-solving 
skills as well as technical skills. As I encountered that while updating the data in 
the hotel software, I had to consult my co-employees and it shows my inefficiency
 in the technical field. Hence, it is required to work on these two skills to serve the
 customers and play my job role effectively.

The above discussion has helped me in the identification of my main strength which is
 effective communication as well as in decision-making. Apart from this the two skills that
 require improvement are technical skills and problem-solving skills. 
 

Personal development plan
Having digital problem-solving skills means the presences of strong confidences,
dealing with technological advancement (Fleaca and Stanciu 2019).
Considering this fact, I will join small workshop where I must use problem- solving skills 
to solve different problems in a creative way to get higher scores.
My plan is to achieve this in the next 8 months' time.
As per Guzman et al. (2020), technical skills are required to deal with the advances
 technologies in terms of 14.0. In this stage I have decided to be involved with 
technical training to develop my technical skills.
My plan is to archive these skills within the next 9 months' time.
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Trip Advisor review

Reply to the review
Hello Adam.
Thank you for choosing Premier Inn Southampton North Hotel and for taking time out of your schedule to write the review. We are happy to hear that you have enjoyed your stay with us. We place customer satisfaction in our hotel and train staff to be more customer centric. We aim to provide exceptional service to all our guests. I am glad to hear that our staff were instrumental in solving your problems and assisting you. I am exceptionally happy that our staff services have met your expectations. I will personally thank Allen and Gabby on your behalf, and I hope you will receive similar experiences with your future stays. We look forward to welcoming you again at our hotel soon. We would like to be a part of your vacations and future celebrations. All the best for your life! Hoping to serve you soon.
Thanking you.
Premier Inn Team.













































	Screen shot of referenced Trip Advisor review used:
Trip Advisor review
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	Letter of complaint response 500 words +/- 10-%

	


Letter of complaint
Romsey Rd, Nursling
Southampton SO16 0XJ, UK
October 31st, 2023
Subject: Apology for the inconvenience
Respected Sir R Federick,
I hope you are doing well.
Firstly, thank you very much for being available to give us feedback. We feel sorry for the inconvenience that you have faced. We have gradually addressed this straight away to our staff as well as escalated to the management committee for immediate action. This is to ensure that the incident that you have faced will not be repeated. You stated in your letter that your room was quite unhygienic and was not decorated when you arrived, even though this was post-established check-in time. I would be happy to say that we are quite inspired by your compliance towards providing re-training to the desk staff. Now, every employee has been reminded that the effective procedure in this situation is towards holding the bags of guests along with offering vouchers to the hotel restaurant. 
In your letter, you do state that the room was quite noisy, due to multiple reasons. It is also mentioned that you have called the staff, but none was available to look at the matter. Therefore, we have systematically checked our records, and there was no extra room available to provide you. However, we still apologise for the noise, and we wish that we could have done something more to make your trip and experience and our hotel a comfortable one.
It is our request to please accept our highly sincere apologies. Looking at this matter and the unfortunate experience that you had faced in Premier Inn, we would like to extend to you this $90 voucher for your next stay at our hotel. 
I do apologise for the inconvenience that you have felt during your meals in the hotel because of our negligence. Secondly, I also apologise on behalf of our staff for not taking your concern seriously in the hotel as well as only observing it as a normal occurrence. We are keen on effective management of these matters, such as low-quality foods, uncleaned rooms, and bathrooms. For this matter, acceptable hygiene standards primarily fail on our part and do not meet your expectations.
For this reason, we have decided towards conducting a biweekly fumigation of hotel premises. Therefore, it is with the hope that this would be acceptable to you. I also hope that this will provide you with the basis towards maintaining your relationship with us.
I am going to call you the next day if this response meets your approval. Please feel free to contact us and let us know of any further concerns or issues that you may have. 
We hope that your next stay with us will be better and will meet your standard of excellence. Apart from that, we really hope for your engagement in our future journey to get standard services, unlike last time. 
Yours Sincerely, 
Premier Inn team.























































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

	
Element 1 – Pre-Arrival 


	

In this component, the major discussion is going to be done regarding management of the four distinct stages of the hotel guest cycle. Additionally, the discussion is also going to be done on the different elements of the hotel guest cycle, such as pre-arrival, arrival, duration of stay and departure stage of Premier Inn North Southampton. Four stages of the guest cycle are also going to be evaluated in this component to analyse the key elements that are required to be maintained by the hotels. In addition, some real-life evidence of the focused hotel, “Premier Inn North Southampton” will be provided here to develop in-depth knowledge regarding the key elements of the above-mentioned stages. 

Pre-arrival is the first stage of the “hotel guest cycle” that requires some key elements to be managed accordingly for maintaining guest experiences in hotel services. As per Stringham and Gerdes (2021), Pre-arrival starts with the marketing of the hotel to the guests to encourage them to choose the hotel and reserve it for their stay. In this stage, hotels focus on advertising their facilities, rooms, and amenities to grab the attention of customers to engage them. According to Marković and Gjurašić (2020), “gathering information and booking” are two main operations in the pre-arrival stage of the “hotel guest cycle” which are carried out by the customers. VR or Virtual Reality and AI or Artificial technologies can be applied in this stage which are now followed by many hotels to make it easier and more interesting for the potential customers. This technological advancement has become a significant factor in the stage of pre-arrival where the hotels can provide opportunities for realistic previews to the customers. This advancement in this stage is required in today’s changing business era as it can improve the customer’s hotel product purchasing experience. 
According to Bas and Sivaprasad (2022), Premier Inn is a famous hotel brand across the UK which has already taken some necessary actions after the COVID-19 pandemic by making innovative changes in its working approach. However, the company has not implemented AI and VR technologies in its pre-arrival stage of the “hotel guest cycle.” In the booking process of Premier Inn UK, customers can get information regarding the local and transport system along with room information (Premier Inn, 2023a). However, the lack of technological advancement in the pre-arrival stage can affect its guest management performance. In this context, it is necessary to mention that the hotels need to be more visible in front of their potential customers in the stage of pre-arrival to influence the customers effectively. This means the pre-arrival stage plays a significant role in hotel service improvement where “booking information management” and advertising practices are the key elements. 








	
Element 2 – Arrival 


	

The arrival phase of the guest cycle focuses on the arrival and accommodation of guests in the hotel. As per the views of Özdemir, Çolak, and Shmilli (2019), understanding and meeting all guest's requests as well as documentation and standardisation of key processes are central to effectively managing business processes in a hotel. In a study conducted for one of the biggest hotels in Tirana, Albania by Özdemir, Çolak, and Shmilli  (2019), it was seen that the hotel uses a computerised check-in procedure where only guests who have not checked in online need to fill a registration form by filling their personal details. The information on room availability is then automatically updated. In this phase, the check-in procedure ensures a simple and convenient method for managing room occupancy. Apart from this, it provides hotels with collecting information about guests. One of the problems that the study found is that the payment procedures are not identified during the check-in process. Based on this it can be stated that the element of payments needs to be faster and more convenient for improving the experience of guests in the arrival phase.
Accommodation and access to services are other elements that need to be effectively managed during the arrival phase. Guests often avail of services such as fitness centres, swimming pools and parking. Staff at the hotel must inform guests of all the services that they can avail of during their stay at the hotel. This provides the guests with a wholesome experience and enables them to identify the exact services that they might need. The Premier Inn follows a Clean Protect hygiene measure to clean and get rooms ready for guests which might take a longer time than usual (Premier Inn, 2023b). This commitment towards cleaner rooms can be seen as a strategy to provide guests with a better experience of staying at Premier Inn. Premier Inn has a check-in time of 3 PM however by paying an extra 10 pounds one can opt to check in from 11 AM (Premier Inn, 2023b). This may be an issue for some visitors as they might have earlier flight timings and are not willing to pay extra tariff for booking a room early. One drawback of the hotel is that there is no online check-in facility which may hinder the convenience of customers in this fast-paced era. 






	
Element 3 – Duration of stay 


	


In the “duration of stay,” “Guest Area Access Control,” “Accounting/ Charges posting to room account,” “Energy Savers,” “Digital Concierge” and “Complaint Management” are some key elements that are required to be managed (Bhinder, 2022). In this stage, the hotels try their best to provide quality services to the customers as it can influence customer’s further hotel booking decisions. As per Bausch, Gartner and Humpe (2021), the duration of stays in hotels can be influenced by the weather conditions. Hence, hotels need to consider all the necessities of the information about guests. One of the problems that the study found is that the payment procedures are not identified during the check-in process. On the other hand, “the guest cycle model” is developed by including the fish stage assessment. This is not related towards the operations of the hotel as this usually takes place after the departure of the guest.  








	
Element 4 – Departure 


	
	


According to Kusumarini et al. (2021), in the departure stage, the services that are provided include “check-out procedures” such as bills. Therefore, in this stage, the gusset leaves the hotel. The hotel guest cycle’s departure stage is something where guests check out. This stage is considered as the fourth and final stage of the cycle. Therefore, steps within the departure stage are “baggage handling, bill settlement, financial accounting of guests record and transportation.” In this stage, the customer primarily assesses every aspect of his stay. Additionally, a higher degree of satisfaction leads towards “higher profitability of re-visiting the hotel” (Lukanova and Ilieva, 2019). Some other steps within the departure stage included check-out requests, updating guest folio, accounting for all transactions as well and preparing and presenting bills combined with determining the mode of payment. 
Check-out time at Premier In is “12 noon on the day of departure”. If the customers wish to check out before 12, then the hotel could store their bags (Premier Inn, 2023c). Early departures are primarily permitted along concerning notice to the reception team. On the other hand, the “Premier Inn Flex rate” is refundable with an option for free cancellation on the day of arrival. Therefore, related to this stage include bill settlement, baggage handling as well and transportation. Therefore, at this stage, a final accounting primarily of the guest record also takes place. Apart from this, it provides hotels with collecting real 
It can be concluded from this section that the various stages of the hotel guest cycle play a pivotal role. It can be also concluded that this cycle is the main progression of business within the distinct phases over time. Accommodation and access to services are other elements that need to be effectively managed during the arrival phase. Guests often avail of services such as fitness centres, swimming pools and parking. Based on the above discussion, it has been found that the lack of these four stages of the guest cycle can reduce the brand image which is not suitable for the hotels to maintain their brand reputation. Hence, it can be said based on the above discussion that the hotels such as “Premier Inn North Southampton” need to consider these stages and their required elements to enhance guest services accordingly. 
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Exceptional service
Iwould like to say a massive thank you to Allen and gabby on the night shift who went above and

beyond to help me . They were exceptional and | appreciated the time and effort they spent so thanks
hope this finds you well
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