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Description: It has been a pleasure to have the opportunity to work at the front desk of a hotel during my placement, which allowed me to gain experience in various aspects of hospitality management. My responsibilities included checking guests in and out, handling reservations, addressing guest inquiries and concerns, and collaborating with other departments to ensure a seamless guest experience. During the placement the front desk team from Premier Inn West Nottingham had to change their property management system and I had the chance to see the old and new system, make a difference between them, learn so many new things, interact with such large number of people through the departments of the hotel and see the importance and roles of each member of staff.
Feelings: Initially, I felt a mixture of excitement and nervousness as I embarked on my placement at the front desk since I had never handled a front desk before. I was eager to apply the theoretical knowledge I had gained in my studies to real-world scenarios, but I also felt apprehensive about the challenges I might encounter. However, as I gained confidence in my role and developed relationships with my colleagues, my apprehension gradually transformed into a sense of pride and accomplishment. I was lucky to see how the team act and behave under stress due to the change of system and I was pleased with their open mind to change and learning new skills and tools. The check ins made me nervous all the time especially at the busiest time(3pm) as I wanted to be fast and please every guest. I wish I had more time to spend in the front desk department as I feel like I have so many things left to learn that you can only meet on the job.
Evaluation: in this stage, I can evaluate the good and bad things that were present in the experience of working at the Premier Inn at West Nottingham. The good thing was the culture of the location, as the friendly practices were appreciated, and the people working at the hotel were kind to me. My placement experience at the front desk was both rewarding and challenging. During my time at the hotel, I had the opportunity to interact with guests from a variety of backgrounds and cultures, which enhanced my communication skills and cultural understanding of other cultures. I also learned how to navigate high-pressure situations, such as handling guest complaints or resolving booking discrepancies, with professionalism and composure. However, I also faced challenges, such as managing multiple tasks simultaneously and adapting to unexpected changes in guest demand or hotel operations.
Analysis: It can be analysed that working at the front office is a tough job. Reflecting on my experience at the front desk, I realized the importance of effective communication and problem-solving skills in the hospitality industry. Clear communication is essential for building rapport with guests, understanding their needs and preferences, and delivering personalized service. Likewise, strong problem-solving skills enable front desk staff to address guest concerns promptly and find creative solutions to unforeseen challenges.
Conclusion: Overall, my placement experience at the front desk has been invaluable in shaping my understanding of the hospitality industry and honing my professional skills. As a result of my experience at Premier Inn, I have gained a deeper understanding of the nuances of guest service, as well as the importance of teamwork and collaboration in creating exceptional guest experiences. Moving forward, I am committed to continuing my professional development and applying the lessons learned from my placement to future endeavours in the field of hospitality management. 
Action Plan: To further enhance my skills and knowledge in the hospitality industry, I plan to seek additional training opportunities, such as workshops or seminars, focused on communication, problem-solving, and guest service excellence. I also intend to actively seek feedback from my supervisors and colleagues to identify areas for improvement and set realistic goals for professional growth. As a result, I will also continue to reflect on my experiences and adapt my approach according to the lessons learned, ensuring that my career continues to develop and enhance, and I continue to achieve my goals.
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Dear Kittykat96,
Thank you sincerely for sharing your delightful experience with us. We are thrilled to learn that Abby, Wayne, Charlotte, Karen, and Mandy contributed to making your stay exceptional through their warm hospitality and attentiveness. Our team takes great pride in providing a welcoming atmosphere and ensuring every aspect of your visit exceeds expectations.
It brings us immense joy to hear that you found your room to be beautiful and fell in love with its ambiance. We will be sure to pass along your kind words to Charlotte and the housekeeping team for their exceptional service.
Furthermore, we are delighted to hear that our convenient location near the tram station adds to your satisfaction, and we are already eagerly anticipating your return visit in January next year.
Thank you once again for choosing our hotel, and we look forward to welcoming you back for another memorable stay.
Warm regards, Premier Inn Nottingham West Hotel Management





	Screen shot of referenced Trip Advisor review used:
Kittycat96. (2022). Amazing stay [Review of the Premier Inn Nottingham West hotel, Nottingham, England]. TripAdvisor. https://www.tripadvisor.co.uk/ShowUserReviews-g186356-d571530-r829213911-Premier_Inn_Nottingham_West_hotel-Nottingham_Nottinghamshire_England.html


	

	

	

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

	

Alma Vida
Premier Inn Nottingham West Hotel
The Phoenix centre, Millennium Way W, Nottingham NG8 6AS
0333 321 1378
January 11th, 2024
Subject: Response to Your Complaint
Dear Mrs. Blake,
I hope this letter finds you well. I am writing in response to your recent communication regarding your stay in room 330 at our hotel. Firstly, I would like to express my sincere apologies for the disappointment and dissatisfaction you experienced during your time with us. As a hotel committed to providing exceptional service, your feedback is invaluable to us, and I assure you that we take your concerns very seriously.
Regarding the cleanliness of your room, I want to extend my apologies for the substandard conditions you encountered. Cleanliness is a top priority for us, and I am truly sorry that we failed to meet your expectations in this regard. Rest assured, we have already taken steps to address this issue by implementing additional training for our housekeeping staff and conducting thorough inspections of all guest rooms to ensure they meet our high standards of cleanliness.
I also want to address the issues you encountered with our Wi-Fi service. It is unacceptable that you experienced disruptions and slow speeds during your stay. I understand how crucial reliable internet access is, especially for guests who need to work or stay connected for business purposes. To rectify this, we have initiated a review of our internet infrastructure and are working to upgrade our systems to provide a more stable and efficient Wi-Fi service for all guests.
Furthermore, I apologize for the excessive noise levels you endured during your stay. Our guest’s comfort and rest are of utmost importance to us, and it is disheartening to hear that you were disturbed by noise from neighbouring rooms. We are reviewing our noise policies and procedures to ensure that all guests can enjoy a peaceful and restful stay with us.
Regarding the customer service you received, I am deeply sorry for the unresponsiveness and lack of assistance you encountered from our staff members. Providing exceptional customer service is a cornerstone of our business, and we fell short of our standards in this instance. We are implementing measures to ensure that all guest inquiries and requests are addressed promptly and effectively in the future.
In conclusion, I want to thank you for bringing these issues to our attention. Your feedback is invaluable as it helps us identify areas for improvement and ensures that we continue to deliver the high-quality service our guests expect and deserve. We are committed to addressing the concerns you raised and to ensuring that your future experiences with us are nothing short of excellent.
Please do not hesitate to contact me directly if you would like to discuss this matter further or if there is anything else we can do to make amends for the inconvenience you experienced. We hope to have the opportunity to welcome you back to our hotel in the future, where we are confident that we can provide you with a much-improved experience.
Thank you for your attention to this matter.
Sincerely,
Alma Vida, Premier Inn Nottingham West Hotel Management
Top of Form
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Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	[bookmark: _Hlk158930589]
There is a range of skills that are essential for working at the hotel that support the optimum level of professionalism in the operations conducted by the candidate (Chauke, 2022). The consideration of the skills and their essentiality in the employee life can provide the ease of understanding their role in the corporate world and their support to the key operations. It can be evaluated that there are four major skills that are the core skills that provide professionalism to the operational capabilities and the daily operations that are required to be conducted at the front desk. Focusing on these skills is better for ensuring professionalism in the workplace and the outcomes of the operations conducted at the front office (Akter, Tang and Adnan, 2023).
As per the views of Úbeda-García et al. (2021), customer service skills are essential skills that provide ease of working in the hospitality industry, which requires professionalism in daily practices. The customers are required to be satisfied and provided with the proper and high-quality services, which can be done by serving the customers in a professional manner. This skill is all about the solution that can be provided to the customers who are looking for the high-quality services that they desire in the hotels. However, it has been opposed by Karatepe, Hsieh and Aboramadan (2022), that the customer service skill is not limited to serving the customers or solving their issues as this is a skill that makes the employees satisfy the clients and make sure that the customers are not angry with the services. This skill is mainly focused on understanding the expectations of the guests and satisfying them with their full potential. For example, Britannia Hotels can serve its customers with high-quality services by training its employees to develop customer service skills (Britannia Hotels, 2024). The company can manage customer services through the customer care option, which is better for after-sales services.





	
Key Skill 2 – Communication Skills 


	
In the views of Yusoff et al. (2020), the key skill that is required to be developed by hoteliers is communication skill, as this allows professional interactions with the customers without leaving any scope for mistakes. The front office staff sets the tone for guest's experiences from the moment they enter the hotel. A warm greeting, clear communication, and attentive listening create a positive first impression and contribute to guests feeling welcome and valued. This is a skill that covers most of the areas of professionalism required to be managed by the people working in the front office. This is an essential skill that provides ease in managing the key activities and makes the guests understand the services and situations through the verbal explanations that can be provided to them by the front office. However, it has been criticised by Poveda‐Pareja (2022), that communication skills are majorly essential for the internal aspects of the business. This is because it helps in exchanging details between the senior and junior leaders, which requires the professional exchange of commands. For example, Premier Inn can enhance its employees' capabilities by training them in communication skills so that professionalism in the key areas of business can be achieved.


	
Key Skill 3 – Organisational Skills 


	
According to Bardi (2011), hoteliers are required to master the skills of the organisation as this is a skill that provides professionalism in managing every major activity without leaving any scope for mistakes. It can be identified that the consideration of the organisation's skill is essential for developing systematic procedures for tackling the customer's solving their queries and providing them with high-quality outcomes of the practices. Organisation skills are mainly related to the proper alignment and management of daily tasks. However, in contrast to this Corgel, Sturman and Verma (2011), it said that organisational skills are not limited to the management of activities as they are mainly used to give attention to every detail in the workplace and conduct responsible practices in a professional manner. This is related to the proper management of the goals and achieving them in an organised way, which is required to be conducted within the provided deadlines. This skill makes it easy for hoteliers to focus on complex tasks and conduct them in a disciplined manner, which can provide the ease of multi-tasking necessary for front office operations.
Organizational skills are essential for the smooth and efficient operation of the front office in a hotel. They enable staff to manage tasks effectively, handle reservations accurately, facilitate a seamless check-in and check-out process, maintain accurate records, communicate efficiently, and ultimately, enhance guest satisfaction and loyalty.


	
Key Skill 4 – Problem Solving Skills 


	
	As per the views of Fallon and Rutherford (2011), problem-solving skills are also essential for the people working in the hotels as this is majorly used for controlling the overall situations and managing the front office queries; problem-solving is a skill that provides ease to people working on the front office to manage the people and their conflicts with the staff in a professional manner. It can be identified that the consideration of this skill is essential for the people working on the queries and the conflicts which are solved at the front office of the hotels. However, it has been argued by Wood (2013), that problem-solving skills are not required to solve conflicts, or any other issue faced by guests as this is used for managing employees and their arguments. This skill is adopted for actively listening to the issues faced by the staff working in the hotels so that their conflicts can be solved by looking at the key reasons behind the problems. Problem-solving skills are essential for employee management as the guests come second number in terms of creating a nuisance for the hotels. 
[bookmark: _Hlk158930878]Problem-solving skills within the front office is crucial for delivering exceptional service, maintaining guest satisfaction, and ensuring the long-term success of the hotel.
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AMAZING STAY

Where do | start: we checked in on the 23rd feb after 3pm and Abby and Wayne
who were on reception were so polite and helpful and made us feel so welcome,
we got to the room and WOW it was beautiful Charlotte the house keeper
had done an amazing job. There were also other staff that we met while we were
here on Thursday and Friday morning Karen and Mandy and they were also
amazing, very helpful and very polite nothing were never to much to ask for, the
stay were just amazing and | can’t get over the room | fell in love with it, we are
definitely going to be using this hotel a lot more as it’s also a 2 min walk to the
tram station ( we have already booked for January next year) thank you so much
for an amazing stay

Read less a

Date of stay: February 2022




