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COMPONENT-1 Student Journal 
Description
The placement that I have completed within the front office department of Premier Inn, Beckton consists of different roles and duties for which I was responsible. The major tasks which were assigned to me as the staff of the front office were related to services for the guests and giving them all the key updates about the available room facilities. As the role is about handling the guests effectively, I was also responsible for the bell desk work so that whenever a visitor was demanding something I can convey the same. to the administration. All these tasks sum up my responsibilities within the front office where I need to focus on accomplishing the check-in, check-outs, settling the payments, taking the reviews and scheduling the activities by updating the calendar. I was also accomplishing the duty of upselling so as to ensure that there is inconvenience faced by the guests in Premier Inn. While fulfilling all these duties in the Premier Inn, I was highly involved in arranging the best guest services. This helps me in developing the attributes and skills in managing the customers experience in the hospitality industry. During my journey in the front office, there were two main attributes that I followed first, making effective use of communication so that I can build strong relationships with guests and understand their queries. In addition to this, I also consider the professional etiquettes to maximize the guest satisfaction.  
Feelings
When I got the opportunity of this placement, I felt very happy because it was like an initial step of starting a professional journey to achieve my career goal. In the beginning of placement when I got to know about the duties for which I would be responsible raised so many doubts in me regarding my own skills. During placement, the difficult part for me was to deal with the guests because everyone has their own personality and way of talking. Few were very polite and cooperative but there were some guests dealing with whom became too difficult. Although I tried to maintain that tolerance while dealing with such guests as in hospitality service, the main principle which I need to follow is maintaining that politeness in my behavior. 
Evaluation
Within the front office department, there were so many skills which helped me to excel my work. I made effective use of communication to collaborate with the guests. Along with other departments to convey them about the requirements of guests. As I had to deal with the queries of the guests, my problem-solving skills have helped me a lot. I always concentrated on understanding the issues that the guests are highlighting and always come up with the right solution. I often multitask where I was attending the queries related to check-in and check outs, along with checking the payments as well. It happened so many times where it got delayed in check-in and check-outs. Here I made effective use of conflict resolution attributes to handle the guests by giving some complimentary services to them. The issues which I faced and became my weaknesses were not managing the time that affects the guests services some time. In addition to this, during the work pressure I always felt less motivated and stressed. 
Analysis
The insight which I have developed about the front office work is that every staff member who was working with me was responsible to ensure that right hospitality and customer service to the guests. From the time when the guest’s check-in in the Premier Inn till their exit, the front office department looks for every single task and activity that assures that they will have the best experience in the Premier Inn . As I have mentioned before, handling guests in Premier Inn sometimes becomes too difficult for me but as I have engaged in the guest service and communicated with them along with collaborating with my colleagues, I experienced some significant changes. Now, I learnt about the basic attributes that need to be considered while welcoming the guests and looking after them for a better experience. 
Conclusion 
As I was involved in the practice to provide the effective guest experience, there were various ethical principles such as being honest, respectful towards everyone, encouraging and collaborative behavior towards the colleagues. Moreover, to flourish the effective working culture in the management it becomes important to promote equality and diversity in the thoughts and ideas even at the time while I am handling any guests. I wanted to recall an incident where the two colleagues in my department got into an argument because of the differences in their opinions. At that time, I tried to resolve the issue by highlighting the key issue is the age gap between them. Although, both of them were not wrong on their respective but because of ineffective communication this happened. 
Action Plan
For future improvisation, there are two areas in which I want to work. First, I will focus on my time management skill, by setting work priorities and scheduling the tasks. In addition to dealing with the work pressure, I need to implement changes in my own attitude. 
	Areas of improvement
	Steps to be taken 
	Success measuring criteria
	Timeline 

	Time management Skill
	I will focus on developing the priorities for my work and plan the whole schedule accordingly. By preparing a to-do list for a whole day will work for me in this.
	Handling all the customers effectively and fulfilling all their requirements without any delay. 
	3 months

	Stress and work pressure
	To avoid this particular issue, I need to focus on enhancing the management and organization of duties that are allotted to me. 
	Effectively managing the multitask activities. 
	4 months
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Premier Inn London Beckton hotel
Source: https://www.tripadvisor.com/Hotel_Review-g186338-d291638-Reviews-Premier_Inn_London_Beckton_hotel-London_England.html#REVIEWS
Dear, Guest
	Premier Inn is extremely happy to see your positive experience with our hotel service. We are thankful that you took your precious time to share your review with our team. It's good to hear that you find Premier Inn a great place to stay. Furthermore, it was nice to hear that we made your journey easy and comfortable as you stayed in our hotel for a couple of nights. Your reviews related to our hotel room and other facilities are valuable to use. Premier Inn, Beckton is working for the comfort and best experience of our guests who are choosing us as their choice to live during your travel. 
	Premier Inn understand how frustrating it gets for the guests when they face any inconvenience while visiting any hotel. But we are feeling joyful that our staff are effectively working to provide you with such hospitality service and assist you take making the process of check-in and check-out easy for you.  
	With your precious words, Premier Inn wants to thank you and be happy to become your choice. Also, it will be great to see you visiting Premier Inn and giving an opportunity to welcome you. 
Premier Inn
Hotel Team
[bookmark: _heading=h.3znysh7]Response to Letter of Complaint
Subject- Answer to your complaint letter that you have submitted regarding your visit in our hotel.
Dear XYZ, 
	I hope you are doing well and we are thankful that you shared all your experience that you received during the period you stayed in Premier Inn in room no. 330. After looking at your complaint letter, we feel sorry for the issues and tiresomeness you have faced while staying in the hotel. Premier Inn is highly concerned for its guests and their positive experience; therefore, we would like to take the opportunity to take the follow up regarding your inconvenience at hotel. We want to take all the relevant action to address every single problem that you have faced as this will help us also to assess out hotel service and make it better for the future. 
	The first issue that we have noticed through your complaint letter is about the sanitation in the room. The hotel authority has taken the instant raise the issue of cleanliness with our staff who are responsible for the housekeeping duty. We conduct a detailed analysis to find out where things went wrong, so that hotel management with necessary cooperation of the housekeeping department can take the remedial steps. Premier Inn considers hygiene and sanitation as the topmost preference within the hotel to provide the safe and healthy stay to our guests in the hotel. Following your complaint, the hotel administration has planned the immediate training program for the housekeeping team to make them more effective and frequent in cleanliness of the hotel rooms for the best experience of the guest. 
	The second issue that we found out is about the poor speed of internet connection in the hotel. We know that it is essential to maintain the consistent internet connectivity for the guests in the hotel so that they do not face any issue relating to their work or further communication with your friends and family. The hotel management team of Premier Inn has discussed the same issue with the technical department. Currently, we are finding the best way through which such internet related issues can get eliminated by devising an effective infrastructure for Wi-Fi setting. 
	The third issue that you have mentioned in your complaint regarding the noise. We understand that need of having a passive surrounding in the hotel for the comfort and convenience of guests. Therefore, Premier Inn is planning to take a detailed review of the hotel ambience so as to bring effective strategies to overcome the issue of noise and sound which is actually not good in terms of providing best customer service. Apart from this, we are also focusing on increasing the training for the hotel staff so that they can work effectively in contributing to the calm and peaceful surroundings for the guests in the hotel. 
	We are actually very grateful for your feedback as it helped the hotel management to find out the different areas requiring immediate action to manage the strong customer service in the hotel. However, we want to request forgiveness for any unconcern and no support to the problem that you have met. But this is not that standard of the services that Premier Inn promises to its customers. Therefore, we are planning an effective training and development opportunity for the staff in the hotel so as to improve their skills and contribute to the competence of the hospitality services. 
However, Premier Inn wants to offer a gratis stay for you as compensation for the troublesomeness that you have tackled during your stay. This complimentary service will be equivalent to the period that you stayed last in the hotel. We are hoping that you will accept this offer and give the hotel team a chance to compensate and make the relevant steps so as to work for the further improvisation and enhancement in the hotel service. 
	It is because of your feedback that we identify these gaps in our customer services, so thank you for this. And we are promising you that you will not face such an issu during you future stay in the hotel. 
Premier Inn
Hotel Team!
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Great friendly staff
Stayed for a couple of nights whilst visiting family nearby.
Excellent clean hotel and room complemented by great friendly staff
Also large on site car park

Would recommended
Ate breakfast one morning was again was very good.

Read less a

Date of stay: February 2024

O Value Rooms
@O®@ ) Location Cleanliness
0000 i Sleep Quality

Review collected in partnership with this hotel ©




