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Description of Tasks and Responsibilities:
During my placement in the front office department, my primary tasks included managing
guest inquiries, check-ins, and check-outs. It is my responsibility to provide a seamless and
effective visitor experience. This includes doing special tasks, attending to visitor problems,
and working with several departments to quickly fulfil guests’ requests. Completing these responsibilities requires professionalism and effective communication.
Contribution to Guest Service Experience:
The tasks I undertook were integral to the overall guest service experience. The efficient
recognition, assessment, and prompt resolution of inquiries from guests have a substantial
impact on their satisfaction. Good communication is essential to establishing a friendly and
inclusive environment. The initial point of contact for guests is the front table, and my
interactions with them influence their perception of the whole hotel layout (Robinson et al.,
2016).
Feelings and Emotions Throughout the Placement:
My initial feelings were a mix of excitement and nervousness. I started to enjoy the brief
scene as my confidence grew. But problems do arise while the show is live, such as
managing several problems at once and managing unforeseen problems. Resolving these
issues may be challenging and fulfilling. While there are unsettling incidents, they are
outweighed by successes when guests’ worries are appropriately addressed.
Performance Evaluation:
Reflecting on my performance, I identified strengths such as effective communication,
problem-solving, and multitasking. These skills are necessary to handle the demands of the
modern job. But I also noticed that, in addition to strengthening my combat decision-making
skills and raising my level of proficiency in handling difficult situations, there had been areas
that needed work. Feedback from my colleagues and bosses turned into very useful
information on my strengths and regions for development.
Impact on Understanding of Front Office Role:
The placement significantly enhanced my understanding of the front office’s pivotal role in providing a positive guest experience. Guests enjoy themselves. The significance of creating a beautiful and cosy environment is stressed in talks with guests and co workers. As the reality of lodge operations, the front desk is the focal point that visitors demand and my
experiences have led me to understand the steadiness needed to achieve contentment
(Mason, 2020).
Ethical and Cultural Considerations:
Encountering diverse guests highlighted the importance of cultural sensitivity and ethical
considerations. I now know how to handle circumstances in a way that honours diversity and
is committed to inclusivity. It has become clear that addressing ethical dilemmas and cultural
differences is crucial to my visitor control method, developing an environment where all
guests feel indebted and commemorated.
Key Lessons Learned and Influences on Perception:
One of the key lessons learned from this placement is the significance of adaptability in the
hospitality industry. The fast-paced environment of the front desk demands adaptability,
rapid thinking, and clear communication abilities. This experience shaped my viewpoint on
the hospitality industry and reaffirmed the idea that a stable balance between good people
and competencies is necessary for success in this field (Cuellar, Bencomo Garcia, and
Saichaie, 2022).
Personal and Professional Development:
My front-line experience has been a transforming painting experience that has given me a
profound understanding of desk irregularities and how they directly affect average visitor
satisfaction. This experience strengthened my abilities, increased my adaptability, and
expanded my comprehension of the critical role that guest satisfaction plays in the resort
industry. I have gained a great degree of performance and flexibility as a result of my
position, and I can now move quickly and dynamically across the front office. Managing the
front desk and coordinating interactions with a variety of guests can enhance my ability to
give excellent service. Professionally speaking, this internship satisfied my commitment to
submitting excellent visitor tales, and I am now better prepared to contribute to the
achievement of each hospitality employer. This transition has supplied me with a stable
basis for a persevered boom and success inside the hospitality enterprise.
Action Plan for Future Improvement:
 To enhance my skills and knowledge in the front office, I plan to attend further training
with a focus on emergencies and dispute resolution.
 Seek guidance from knowledgeable employees to acquire effective communication
strategies.
 Keep up with changes in technology and business enterprise characteristics to increase
front-office productivity (Melián-González and Bulchand-Gidumal, 2017).
 Get feedback and do behaviour self-checks regularly to pinpoint areas that require
change.
Overall, I learned a lot and developed a lot throughout my internship at the front workplace.
It provided me with invaluable skills and knowledge that will shape my career in the
hospitality sector. My passion for submitting outstanding guest evaluations has been fuelled
by the challenging circumstances and even some of my victories, and I can’t wait to continue this exciting journey with my hospitality business.
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	Trip Advisor Review Response 150 words +/-10%

	
We are so grateful to hear that your recent stay at Premier Inn Kensington was enjoyable.Our essential goal is to provide our visitors with quality, convenience, and comfort, so we are satisfied to hear that we lived up in your expectancies in those regions. It is convenient for our guests to discover the city because of our tremendous role on Earls Court Road, which provides short get admission to many London sights. We take remarkable satisfaction in upholding the very best tiers of comfort, friendliness, and cleanliness in the course of our lodge, so hearing that our efforts have been preferred is encouraging. We definitely respect your fine comments on the professionalism and hospitality of our crew (Trip Advisor, 2024).
We'll make sure the crew, mainly the younger guy who went above and above on Friday night, is aware of how lots you preferred. We admire your desire of Premier Inn Kensington and desire to have you live with us again soon.









































	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response 500 words +/- 1-%

	

Subject: Reaction to Recent Visitor's Complaint
 
Greetings, Respected Guests.
 
First and foremost, we would like to sincerely apologise for the poor quality of service you received during your recent stay at our Kensington Premier Inn.  We truly appreciate your remarks, and we're sorry to hear that we fell short of your expectations in a few crucial regions (Servant-Miklos, 2019). 

We commenced a complete inquiry into the issues you identified as soon as we received your letter detailing the concerns you had. It is disappointing to learn that we no longer maintain your accommodation as easily as we need to, considering we take first-rate delight in offering first-rate levels of comfort and cleanliness for our visitors. You may be confident that we have revised our housekeeping protocols and introduced extra education to ensure that mistakes like this don't appear again (Eunice Abdul, 2018). 

About the Wi-Fi service, we recognise how crucial a reliable net connection is, particularly for traffic who rely upon it for enterprise. We've laboured carefully with our service vendors to beautify the general balance and overall performance of our Wi-Fi network on the way to resolving the slow speeds and disruptions you experienced. We regret any trouble we may also have caused you even as you had been travelling, and we promise to make sure every traveller has a wonderful online enjoy ( Salman et al., 2020).

Moreover, we truly apologise for any inconvenience caused by nearby room noise and loud talks on the resort grounds. We recognize how critical it is for our visitors to have a quiet and relaxing stay, so we are always evaluating our noise reduction techniques to reduce destiny disturbances. We truly care approximately your comfort and proper well-being, and we work tough to provide peaceful surroundings that all of our visitors can appreciate (Rios et al., 2020).

We are also sorry to hear that you did not receive adequate service during your visit.  Our hospitality concept is based on the provision of attentive and responsive providers, and we are virtually remorse for any instances wherein we've fallen short of these expectations (Karaoglan Yilmaz, 2022). We have mentioned this count number with our body of workers participants and emphasised the value of sparking off visitor concerns resolution and proactive conversation. Your remarks are a terrific way for us to don't forget to always propose for perfection in all of our interactions with site visitors ( Mitsea et al., 2021).

We are making the essential corrections right away to resolve the problems you raised in light of your remarks. We need to reassure you that we've given your concerns careful attention and that we're committed to supplying a fantastic visitor experience that lives as much as the high requirements which are associated with the Premier Inn emblem  (He, 2015). 

We truly remorse any disappointment and inconvenience you could have had even as touring. We appreciate the threat to address your concerns and admire your opinion in identifying regions for development. If you pick to provide us with every other cross, we'd be extremely joyful to have you ever back and show you what real Premier Inn hospitality is all approximately (Yao et al., 2024).

We are grateful that you brought these difficulties to our attention, and we can do our best to deal with the problems raised together with your staying power and know-how.










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

Introduction 
A hotel the front workplace's converting environment makes having vital abilities a crucial  competency. Using examples from the actual world and literary works, this text examines the  important capabilities of conversation, problem-solving, employer, and customer service  capabilities.


	
Key Skill 1 – Customer Service Skills  


	
Effective customer service is vital to the clean operation of a hotel's front desk and is the idea for returning customers and glad guests. Customer service skills inside the context of a hotel front table include a variety of abilities, such as problem-solving, alertness, and interpersonal conversation. The customer-centric aspect of the hotel business highlights the importance of these competencies. Recent research suggests that within the surprisingly competitive hotel area, imparting exceptional customer support is a critical differentiator (Lucas, 2022). Interestingly, studies suggest that happy customers are much more likely to stay loyal to a hotel and unfold proper word approximately it, which is vital for both profits and popularity (Waqanimaravu and
Arasanmi., 2020). The importance of remarkable customer service is in addition proven with the aid of real-international examples from the hospitality area. For example, in famous hotels such as Premier Inn, that often get exact ratings from their guests credit their achievement to individualized attention and a customer-focused philosophy. When one considers the component that customer service capabilities play in developing lasting connections, one finds that those abilities affect now not simply the happiness of visitors right away but additionally, their likelihood to go back and provide favorable online opinions. To sum up, a hotel's front desk has to efficiently use customer service abilities to shape visitors' opinions and create                                                                            enduring relationships (Park and kim, 2020).






	
Key Skill 2 – Communication Skills 


	


In the context of the front desk operations at a hotel, communique capabilities consist of the capacity to specific records truly, pay attention intently, and engage in efficient interactions with site visitors and coworkers. Efficient communication is critical to ensuring the seamless exchange of statistics within the hotel industry. According to various researchers, keeping correct statistics, responding to questions, and coping with guest expectancies all depend on powerful conversation, all of which upload to a satisfying vacationer revel in. Examples from 3 Premier Inn spotlight are the results of poor communication at the front desk of a hotel. Guest discontent and operational inefficiencies may result from incidents like misinterpretation approximately reservation information or giving group of workers individuals confusing instructions (Idayanti et al., 2020). Research looking at the benefits of positive communication reveals a positive correlation between communication efficiency improved productivity and higher levels of guest satisfaction. Hotels can reduce the potential for problems and create a pleasant environment for guests and employees by encouraging open
and collaborative communication. In summary, effective communication is essential for front-office operations because it affects both the visitor experience and the success of organization in the hospitality industry (Tusell-Rey et al., 2021).





	
Key Skill 3 – Organisational Skills 


	

The capability to correctly manage obligations, time, and responsibilities to maintain a
streamlined operation is a critical organizational competence within the front office of a hotel. Managing check-ins and check-outs, scheduling bookings, and doing other administrative obligations are all part of strolling a hotel to the front table. The importance of organizing talents in the hotel industry is highlighted in the literature. Effective organizational abilities are critical for upholding order and overseeing the plethora of responsibilities concerning front-office operations (Wu et al., 2021). The importance of organizational competencies is in addition proven with the aid of real business examples. For example, Mariott is well-known for its seamless and effective front table operations frequently credit score their success to their properly controlled employees and infrastructure. In the front office of a hotel, a lack of order might also have dire effects, along with messed up bookings, delayed test-ins, and fashionable chaos. These flaws not only jeopardize traveller happiness but also offer management problems that could harm the hotel’s status. To sum up, gifted organizational abilities are essential to the hotel business as they guarantee the                                                                                                               smooth operation of the front desk and beautify the quality of the customer revel (Gonzalez et al., 2020).






	
Key Skill 4 – Problem Solving Skills 


	The potential to evaluate problems, give you conceivable answers, and bring them out quickly are all vital for handling problems in a hotel’s front workplace. In the hospitality area highlight how essential problem-solving capabilities are for dealing with complex and ever-changing front workplace techniques. Maintaining operational continuity calls for the potential to deal with unexpected instances like overbookings or technological difficulties. Empirical examples illustrate how effective problem solving skills were essential in resolving front desk issues,
consisting of efficaciously dealing with disparities in-room distribution or promptly handling traveller court cases. Effective problem-solving has an effect that goes past just fixing issues; it also influences customer satisfaction by showcasing the lodge’s dedication to providing well-timed and practical solutions (Huang et al., 2020). Additionally, since feasible disturbances are reduced, operational effectiveness is progressed. In summary, the capacity to solve problems is essential to the front table of a hotel’s adaptive functioning, which in turn enhances client satisfaction and overall operational effectiveness (Chiang and Chen, 2021).
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Quality, convenience and comfort

This Premier Inn is very conveniently located on the Earls Court road giving easy
access to London attractions via tube , bus or on foot. Bus stops are right
outside the hotel with Earls Court tube station less than a ten minute walk.
Marble Arch, Buckingham Palace, Harrods and the museums are all walkable
from the hotel.

The hotel itself is clean, friendly and comfortable. Staff were all professional and
accommodating. Kudos to the young man working on his own on Friday night
Read more

Date of stay: February 2024





