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The hotel front office is an integral part of hospitality management that is responsible for managing guests and providing customer services (Wood, 2013). Here, in this paper, some key skills that are necessary for the hotel front office will be explained with the reflection on my experience regarding the hotel front office as I was placed in Premier Inn London Clapham Hotel. 
From a hotel management perspective hotel front office plays a huge role in the hotel or hospitality organisations. As hotel front office employees are the ones responsible for accepting guests and serving them with appropriate gestures, they need some major skills to do the tasks properly (Rutherford, 2021). Some of the skills that are a must for the employees of the hotel front office are discussed here:
Communication skills: One of the major tasks of the employees of the hotel front office is to communicate with the customers or guests of the hotel organisations or hospitality organisations and it is a mandatory skill for an employee to have communication skills to work in a hotel front office (Johnston et al., 2012). Without proper communication skills, the employees will not be able to communicate properly with the customers or the guests of the organisations.
Technological skills: Currently the hospitality industry is highly relying on technological tools for a huge number of organisational activities regarding hotel and customer management and that is the reason why the hotel front office is also focused on using technological tools rather than traditional pen and paper for customer management (Rutherford, 2021). That is the reason why to work in a hotel front office an employee needs to have sound knowledge and expertise in technological skills (Hammer, 2016). 
Decision-making and problem-solving: In the hotel front office the employees need to make a huge number of instant decisions regarding customer services, and they also need to solve a huge number of problems regarding the services because of these reasons for working in the hotel front office these two skills of decision-making and problem-solving are a must to them (Tesone, 2017). With these skills, the employees can manage the customers well and provide the hotel organisations with a better service. 
Time management skills: An employee cannot provide better customer service if do not have better time management skills (Sinha, 2023). The reason behind saying that is an employee of the hotel front office need to be there when a customer needs service and if the employee does not have time management skill, he will not be able to serve the customer well within time. 
Reflective learning helps a student identify the learnings from an experience and prepare himself better for the future (Williams et al., 2020). Here, for providing my reflection on my placement organisation at Premier Inn London Clapham Hotel, I will use the reflective cycle provided by Graham Gibbs who has stated six steps of the reflective cycle which are description, feelings, evaluation, analysis, conclusion and action plan. 
In the first step of description, I want to mention that I have been placed in a hotel organisation named Premier Inn London Clapham Hotel where I was placed in the hotel front office to observe the activities of the department and the tasks of the employees. In that place, I felt so great as the employees were so friendly to me and helped me understand the overall procedures of the hotel front office. Also, I have learned many things and experienced some practical activities of the hotel front office that will help me understand the overall procedures of hotel management. In the evaluation step of the reflective cycle, I need to state the placement organisation for me was good enough as I have learned and experienced some practical life lessons regarding my professional career. In the analysis part I want to mention that to understand the hospitality industry or organisations properly I needed to get into some other departments too so that I could understand the overall procedures of the organisations. Although from this department I have gained many lessons regarding the process of customer management. In the conclusion part of the reflective learning, I want to say that I have developed some skills and experienced some practical professional skills such as time management skills, negotiation skills, technological skills etc. and for the action plan of the reflection I want to mention that I will develop my problem-solving and decision-making skills so that I can handle customers well in the hotel management procedures. To do that I will join some training sessions and go through practice sessions. 
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Sarah R, 
Thank you so much for your precious review on Trip Advisor about the experiences that you have gather in Premier Inn London Clapham hotel. Your feedback means a lot to us as through the feedback of the customers we develop and improve our hotel management services and customer services. We are so blessed to had you at our hotel and we are so happy to know that you have loved our place alongside the services of our staffs.
It feels so great to know that you have experienced a great time in our Premier Inn London Clapham hotel and enjoyed a lot and we are looking forward to having you again in our place. Your feedback will motivate our employees a lot as you have mentioned that you loved the services of our employees. Again, we want to thank you for your time to share your experience regarding out hotel.  









	Screen shot of referenced Trip Advisor review used:
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Figure 1: Trip Advisor Review
Source: (Tripadvisor, 2023)

	

	

	

	Letter of complaint response 500 words +/- 1-%

	
Premier Inn London Clapham Hotel 
11.08.2023
Mr. Ronald Federick
17 Trinity Court
Swansea
SA1 2AR
Subject: Response to Your Complaint
Dear Mr. Federick,

I hope you are doing well and I hope this letter finds you well. I want to start writing this letter with my deepest apologies for the issues that you had to go through regarding the hotel management services of our hotel Premier Inn London Clapham Hotel. As you have mentioned you have faced several issues like breakfast quality, noise disturbance issues, cleanliness issues etc. I want to thank you for the feedback that you have provided based on the feedback of the customers We try to improve our services so that the customers get better services in future according to the customer preferences and feedback. Now I am explaining the issues that you faced in our hotel on Saturday 26th of August in room 205 below:
Firstly, the issue of breakfast quality. As per your feedback, I understand that you were dissatisfied with the quality of our breakfast because the food was cold and also it was tasteless. I am really shocked to know that you had to go through your important meal of the day and I am apologising deeply because of what you had to go through regarding the breakfast. Based on your feedback and complaints about the food quality I am starting immediate procedures to identify the issue and to solve the issue for the future betterment of the services regarding breakfast in Premier Inn London Clapham Hotel. 
Secondly, the issue of noise disturbance. In this issue, you stated that you could not sleep all night as a baby was crying in the neighbouring room. I am stating my apology because of the incessant crying of the baby or the noise that did not let you sleep all night long and currently, I am starting my actions in the hotel management so that we can ensure peaceful sleeping at night for all of our guests from now on.  
Thirdly, the issue of room cleanliness. In this issue, I have understood from your complaint that you have found an unclean room as well as a washroom which I understand is uncomfortable and dissatisfying for a guest like you in our hotel. And that is the reason why I am again apologising for this room's cleanliness issue.
After your complaints, I from the team of Premier Inn London Clapham Hotel express my deepest apologies for the issues that you had to face, and we want to offer you a complimentary 1-night stay at our hotel. And I assure you that this time and from now on we will be really careful about all the issues that you have mentioned and we will be providing you the best service possible from Premier Inn. 

Finally, I want to thank you for your thoughtful review and feedback based on your feedback and complaints we now will be able to improve our services and provide better customer service at Premier Inn. 

Yours sincerely,
Flor Perez
Guest Relations Manager
Premier Inn London Clapham hotel
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[bookmark: _gjdgxs]Essay on” Guest Cycle within Hotel Management”
In hotel management activities, one of the most important factors that hotel management organisations focus is on the guest cycle. It is based on the different stages of the guest cycle the hotel organisations need to act differently so that they can provide better customer service to the customers (Wood, 2013). Here in this essay, the guest cycle of hotel management will be discussed the cycle has four main parts which are pre-arrival, arrival, duration of stay and departure. These four elements of the guest cycle are discussed below: 
	
Element 1 – Pre-Arrival 


	Pre-arrival refers to the stage of the guest cycle when the customer just contacted or communicated with the hotel organisation to book a room or reserve something and in this stage the customer did not come to the hotel, they just express their desire to stay a night or more or to reserve some facilities of the hotel (Bhinder, 2021). In this stage, the communication between the customers and the hotel customer service team takes place and after going through the process the customer book a service. It can also happen through online means where the customer can book the services through software or an online website. Whenever it takes place, it is a major need for the hotel organisation that the customers need to get notified or ensure that their booking is successful and the hotel organisation is looking forward to receiving the customer with warm gestures (Vasadze et al., 2018). In the case of Premier Inn London Clapham hotel, the customers usually go to the website of this hotel and sometimes they do direct contact with the customer service employees of Premier Inn to confirm their booking. In this phase, the customer service officers of the organisation ensure that the customers feel welcomed, and these try to prepare a positive view of the hotel organisation in the minds of the customers (Premier Inn London Clapham Hotel, 2023). To mention the industry example, it can be said that Hotel Premier Inn put a huge effort in the first phase of the pre-arrival phase of the guest cycle as they provide a warm welcoming message to the guests who book or reserve some services of their organisation and try to make the customer feel better about the reservation in that hotel (Berners and Martin, 2023). 
 

	
Element 2 – Arrival 


	Arrival refers to the phase of the guest cycle when the customer comes to the hotel organisation to take the service they reserved or booked. This is the stage where the customers get to see the environment of the hotel organisation as well as the activities or services of the hotel organisation for the first time (Vallen and Vallen, 2013). As this is the stage where the customer first starts getting the services, they need to feel welcomed and to do that hotel organisations prepare a guest service team so that these employees can make the customers feel valued and welcomed. Also, these employees help the customer in understanding the overall activities and services of the hotel so that the guests can get a better idea about the process through which they are going to get the services they booked (Berners and Martin, 2023). In this perspective, an industry example can be mentioned where IHG or Intercontinental Hotel Groups provide a welcoming drink to the customer who comes for the first time to take the service of the organisation and by doing that the organisation try to make the customers feel valued and welcomed (Johnston et al., 2012). In Premier Inn London Clapham Hotel, there remains the existence of a guest service team who remain aware so that they can provide immediate services that are required by the customers in the organisation. 
 

	
Element 3 – Duration of stay 


	
Duration of stay refers to the stage of the guest cycle where the guests or customers of the organisations enjoy the services, they bought from the hotel organisation or the services for what they came to the hotel (Jackson, 2018). In this phase of the guest cycle, the hotel organisations need to put their highest efforts into making the customers satisfied and provide the actual services that were promised to be given to the customers by the organisation (Bardi, 2011). Here in this stage the guests enjoy the night spending, food, and other services they booked and to make sure the customers are getting the proper services hotel management needs to focus highly on customer service. In the case of this hotel, it can be seen that this organisation has a better reputation for better customer service in the industry. 

	
Element 4 – Departure 


	
Departure refers to the last phase of the guest cycle when the guest experiences the hotel service and is ready for departure from the hotel (Tesone, 2017). Although this is the time when a customer leaves the place, the hotel organisation needs to ensure that they get a good memory or positive view on their mind at the time of leaving the hotel. This last memory at the time of departure can make the customer return to the hotel again in future (Bhinder, 2021). In this stage, some hotel organisations take short feedback from the customers regarding their overall experience in the hotel and regarding the customer service of the hotel. Based on these reviews or feedback organisations like IHG, and Hotel Mariott take necessary steps to improve their services (Sinha, 2023). Premier Inn also started doing these feedback sessions too where they take feedback and complaints from the customers at the time of departure to improve overall customer service in future. 



Overall, in summary, it can be stated that the four stages of the guest cycle need to be maintained properly by hotel organisations to satisfy the customers and to maintain a competitive advantage in the hotel and hospitality industry. All stages of these four cycles have their own importance and necessity and that is why the hotel organisations need to provide specific focuses on all of these stages of the hotel organisations.
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One of the best Premier Inns we have stayed in.

The staff were very friendly, the chef for breakfast was extremely helpful. We were
given treats in the room, which we have never had, and we have stayed in a lot of
Premier Inns. The location was great, easy for local transport and a quiet area so
we could sleep.

Read more v

Date of stay: October 2023

This review is the subjective opinion of a Tripadivisor member and not of Tripadvisor LLC. Tripadvisor
performs checks on reviews as part of our industry-leading trust & safety standards. Read our transparency
report to learn more.
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