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	I have now been employed at the Premier Inn Newmarket's front desk for a period of time equaling six months. My day-to-day tasks include checking the admissions and departures of guests, processing reservations, responding to questions and issues raised by guests, and making certain that guests have a positive overall experience. Due to the fact that I have previous experience working at the front desk of a hotel, I am convinced that I am equipped with the necessary knowledge and experience to do an excellent job in this position. I am going to reflect on my own abilities, and experience, and link to theoretical principles along with industrial examples of the core skills defined using KOLB's Learning Cycle 1984 as a model of reflective practice (Morris, 2019).
After working in this role for a little over a quarter of a year, I can say without a doubt that having strong communication skills is vital. Because the majority of the people I help are worn out from travel or anxious about issues that may arise during their stay, it is imperative that I am considerate, patient, and attentive (Madera, Dawson and Neal, 2013). It is imperative that I always act in a manner that is friendly and helpful to others. In addition, organisational skills are crucial for me to possess because I am frequently tasked with fulfilling many requests at the same time. It is vital that I gain the capacity to efficiently manage my priorities and multitask in order to reduce the number of instances in which I am late or make mistakes. In addition, in order to guarantee that the needs of the customers are met and that they are happy, it is essential that I have the ability to investigate problems and come up with solutions in real-time. This is because problems may develop that call for my attention.
I was able to successfully build parallels between my own experiences and the concepts of hospitality by developing an understanding of the benefits of active listening, paraphrasing, and empathy in interactions with guests. Scholars who specialise in organisational theory are in agreement that being able to efficiently juggle a number of responsibilities requires skills in prioritising tasks, managing time, and managing tension. The objective of problem-solving models is to prioritise the analytical identification of the characteristics of the problem, the development of a large number of potential solution options, the evaluation of the relative merits of each option, and the execution of the option that is the most effective.
In forthcoming times, I am committed to aggressively prioritising the development of my communication, organisation, and problem-solving skills within the context of my professional pursuits (Hon, Chan and Lu, 2013). To enhance the efficacy of communication, I will endeavour to engage in active listening by abstaining from interrupting, restating material to ensure understanding, and displaying empathy towards any grievances conveyed. To improve organisational efficiency, I will introduce the utilisation of daily priority work lists, allocate dedicated time intervals for the accomplishment of critical tasks, and employ relaxation strategies to proficiently handle elevated stress levels in demanding circumstances. To improve my problem-solving abilities, I will employ a methodical methodology that encompasses the following steps: engaging in reflective pauses, collecting pertinent information, developing a variety of prospective solutions, critically evaluating their feasibility, and ultimately executing a well-thought-out plan of action. By using the aforementioned tactics, the important front office talents that have been identified via my previous experience will be further developed and enhanced (N. Torres and Kline, 2013).
Overall, upon reflecting on my experience working at the Premier Inn front desk using Kolb's Learning Cycle, the critical competencies of organisation, problem-solving, and communication have become more apparent. Through my routine engagements with hotel patrons, I have come to understand the utmost importance of employing courteous and attentive communication. Managing multiple responsibilities necessitates organisational skills such as setting priorities and controlling tension (Kim, Im and Hwang, 2015). Additionally, resolving visitor issues effectively requires analytical problem-solving steps. Establishing connections between my observations and well-established theories and models enhances my comprehension of optimal approaches to refining these skills. Emphasis is placed by communication specialists on active listening, paraphrasing, and empathy. Techniques for reducing tension, prioritising tasks, and time management are all recommendations of organisation experts. By employing the Kolb Learning Cycle to analyse my tenure at Premier Inn, I have gained substantial insights into the development of essential hotel front office skills and the intentional fostering of these skills through the application of established theories and methodologies. Engaging in this reflective learning process will lead to ongoing professional development.
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	[bookmark: _Toc148983065]Trip Advisor Review Response

	Your complimentary remarks regarding your recent stay at the Premier Inn Newmarket are offset by much gratitude. It appears that your room lived up to your highest expectations; we are delighted to hear that you enjoyed your time here. We derive immense gratification from ensuring that our visitors have a pleasant and affordably priced stay.
We appreciate your informing us that parking is conveniently located in close proximity to the hotel. We recognise the value of convenient parking for our visitors, so your feedback is vital in ensuring that we continue to meet their expectations.
We greatly value the positive feedback as it indicates that our efforts to offer affordable yet comfortable accommodations are bearing fruit. It means a great deal to us when a customer takes the time to recognise the effort we've put forth; it motivates us to continue doing what we do each and every day. I appreciate you writing and sharing your thoughts once more. We trust that you enjoyed your time with us and eagerly anticipate your return in the near future.


	Screenshot of referenced Trip Advisor review used:
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	Fred Archer Way, 
Newmarket CB8 8NY 
England
October 23rd 2023
Dear Mr. Federick,
Your time in providing feedback regarding your recent stay at the Premier Inn Newmarket is greatly appreciated. We express our sincere regret that your stay fell short of your expectations and apologise for any inconvenience this may have caused.
At Premier Inn, ensuring passenger satisfaction and delivering an exceptional experience are of the utmost importance. We highly value your comments as they assist us in resolving issues and delivering superior service. I thoroughly reviewed the information that you provided regarding the issues that emerged throughout your sojourn. Allow me to address your particular inquiries or concerns:
We deeply regret to inform you that the breakfast failed to meet your expectations due to improper preparation and presentation of the temperature. We take great pride in the substantial and nutritious breakfast buffet that we offer each morning. I have endorsed your recommendations to the kitchen personnel in order to ensure that they are implemented and that food is prepared and served with the utmost care.
We regret to learn that the disruptive noise you experienced hindered your ability to achieve a restful night's sleep. We highly prioritise the tranquillity and convenience of our visitors sojourns. According to our records, there was another family with an infant in the room adjacent to yours. Regardless of our policy of attempting to accommodate all guests' requirements, I concur that we ought to have been more cognizant of the impact this had on your sojourn. We anticipate a reduction in noise disturbances due to our meticulous room allocation.
Lastly, we would like to extend our sincerest apology for the inadequate standard of cleanliness observed in your lodging. Strict adherence to sanitary practices is of the utmost importance; the sanitation issues you have identified are intolerable. We intend to retrain our housekeeping staff on the correct methods for maintaining spotless bathrooms and toilets. Furthermore, I have organised for our staff to engage in a cleansing activity that is specifically tailored to uphold the elevated criteria of Premier Inn.
Your valuable input enables us to implement modifications in accordance with real-world user experiences. The subsequent actions will be implemented in consideration of the feedback provided. Additional training is being provided to our kitchen personnel in order to ensure that the morning meals they serve are consistently prepared with optimal quality and temperature. A revision of our room allocation protocols is underway in order to ensure that every guest experiences a pleasurable and uninterrupted stay. Ensuring a consistent level of sanitation and hygiene through the implementation of regular quality control inspections.
Please accept our sincere apologies for everything that has transpired improperly. Your feedback will assist us in exceeding our customers' expectations and providing superior service. To ensure that our next visit is filled with the exceptional service that you are deserving of, we would like to offer you a complimentary one-night accommodation.
We sincerely hope that you will reconsider extending us another chance to ensure a memorable and enjoyable stay for you. For any additional assistance, please do not hesitate to reach out to me directly. Anticipated is your return in the near future.
Yours sincerely,
[Diana Les]
[hotel Manager]
Premier Inn Newmarket
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	Every step of a guest's stay, from making a reservation to checking out, is considered part of the visitor cycle at a hotel (Özdemir, Çolak and Shmilli, 2018). Hotels need to grasp the whole customer life cycle to deliver personalised service, meet visitor expectations, and encourage loyalty and return visits. 
Preceding a guest's presence can significantly influence the ambience and generate anticipation for their stay (Lukanova and Ilieva, 2019). Effective communication is essential for establishing realistic visitor expectations and facilitating opportunities for personalization. Guests' satisfaction is contingent upon a streamlined reservation process. In the current era, tourists expect a smooth and uninterrupted process when reserving a hotel room or other travel-related services through the mobile application or website of the hotel. It should be easy to navigate hotel websites, and immediate confirmation emails should be sent.  
In the confirmation email, kindly include the following information: room preference, arrival and departure times, hotel amenities, and any special requests. Pre-stay questionnaires have the capacity to reveal visitor preferences, thereby facilitating an increased degree of customization in the guest experience. Efficient check-in is facilitated by contemporary conveniences such as digital keys and smartphone check-in. Customers can utilise their devices as room keys and conduct online check-ins in advance at over 4,700 Hilton hotels globally by utilising the Digital Key (Reidhead, 2020). This newly implemented functionality enhances operational effectiveness while allowing lodging establishments to accommodate visitors who arrive beyond the designated check-in hours. 
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	The capacity of a hotel to deliver pleasant and expeditious service upon the arrival of guests is of utmost importance (Prasad, Wirtz and Yu, 2014). The experience of a guest is likely to improve significantly from the minute they are cordially greeted. At this point, one has the occasion to extend a personalised salutation to the visitor by addressing them by their given name and presenting them with a customised welcome token that aligns with the details provided in their profile (Liu and Liu, 2021). The NoMad Hotel, located in New York City, is renowned for its personalised welcome and complimentary champagne, which are tailored to each guest's preferences. In order to ensure personalised guest reception, it is advised that any room assignments, special requests, and VIP statuses be communicated to the front desk. The influence of technology becomes evident once again as the Smokeyard BBQ establishment in Texas has implemented licence plate recognition systems that audibly announce the names of patrons upon their arrival.
Upon completing the check-in process, guests express their appreciation for small details such as the provision of fresh towels, fast Internet connectivity, and clear directions to locate their assigned room. It is imperative to provide comprehensive training to staff workers in the field of hospitality. Disney parks, for example, implement a set of guidelines for their employees which include maintaining a cheerful demeanour, establishing visual contact with guests, and extending a handshake within a certain timeframe of 30 seconds. Likewise, the Ritz-Carlton's implementation of the "15 minutes of fame" concept serves to foster a culture where personnel prioritise personalised attention towards every guest. Currently, the focus lies on impressing guests through the provision of distinctive service.
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	Ensuring consistent excellence during the entirety of a visit necessitates timely intervention to resolve issues and deliberate enhancements to enrich the experiences of guests (Berezan et al., 2013). Similar to the professionals employed by The Four Seasons, who promptly respond to clients' tweets inquiring about supplementary towels or restaurant suggestions, it is imperative that your staff remains accessible and prepared to assist promptly. The provision of distinctive surprises, such as the provision of upgraded accommodation on the occasion of an anniversary or the inclusion of a guest's favoured periodical or snack, is frequently regarded as favourable by individuals.
Hotels can effectively enhance their revenue and enhance the overall experience of their customers by adeptly employing upselling and cross-selling strategies for their services (Ariffin, Nameghi and Zakaria, 2013). The enhancement of guest satisfaction and financial gains can be achieved by the provision of supplementary amenities such as spa treatments, hotel upgrades, and restaurant reservations.
The InterContinental Hotels Group offers tablets in guest rooms, which provide visitors with the convenience of ordering room service, scheduling spa appointments, and organising airport connections.
In 2019, the InterContinental Hotels Group successfully deployed technologies that enable the analysis of visitor records, facilitating the realisation of about 500,000 distinct acts of kindness for guests on a global scale. As a result of this phenomenon, the integration of data facilitates the provision of a more personalised level of service. The concept involves interpreting the behaviour and preferences of your visitors in a manner akin to reading a book and subsequently adapting your service to align with their needs and expectations.
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	Departure is an essential phase during which initial visitors can be converted into returning customers (Kumar, 2021). In order to ensure a smooth and enjoyable check-out experience, Hilton has reintroduced self-service egress via its Digital Key. The responses provided by the visitors in these surveys are extremely valuable. The implementation of personalised thank-you notes and loyalty invitations has the potential to enhance relationships.
Bringing along refreshments for the journey home enhances the farewell experience. At the conclusion of each guest's stay at the Penha Longa Resort in Portugal, the entire staff assembles in the lobby to extend personal greetings, expressions of appreciation, and farewells. This heartfelt tradition elevates farewells beyond casual passing remarks. The check-out process serves as the hotel's final opportunity to express gratitude and promote guest retention (Sharma and Srivastava, 2018).
To provide exceptional service to clients and maintain a competitive edge in the hotel industry, it is critical to have a comprehensive understanding of the four stages comprising the visitor cycle (Berezan, Millar and Raab, 2014). The Pre-Arrival phase establishes the foundation by ensuring seamless reservations and personalised experiences. The Arrival phase is critical and requires a cordial greeting and streamlined check-in procedures to succeed. Throughout the length of the guest's stay, service quality and opportunities for upselling and cross-selling are critical. Lastly, during the Departure phase, soliciting guests' feedback and providing them with the option of a quick exit can help retain them.
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“Lovely clean room, good shower and excellent bed. Parking was opposite the
hotel, rather than next to to, but only a matter of a couple of hundred metres.
Really good value when all you want is a clean and comfortable room and a
good night's sleep.”
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