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Component 1. (735)
The UK's hospitality industry remains dynamic, with domestic and international players contributing to the industry competition. While industry players invest vast sums of money in service improvement, many hotels are differentiating their services to remain unique and competitive in the industry. One area of service differentiation that hotels focus on is general hotel administration and front office operations. Based on my analysis, I have identified four significant skills that the front office team of any hotel can embrace to improve customer service.
a) Attention to detail- This refers to the ability to acknowledge and notice small factors that impact guest satisfaction. According to Septariani et al. (2020), attention to detail skills enables front-office personnel to remain effective in their roles. Customers also have expectations that they expect front office personnel and hotel managers to keep. Some areas where guests expect attention to detail skills include attention in taking customer information, specificity to room booking, and capturing of exact information, among others. Embracing attention to detail skills helps the front office personnel improve customer service as well as satisfy guests. 
b) Communication skills- Communication skills enhances cooperation and relationship among team members, as illustrated by (Tra, 2020). For instance, in a hotel setting, effective communication skills allow front office personnel to share ideas, clearly delegate duties, address concerns, and seek clarification. Additionally, communication skills enhance the sharing of information between front office personnel and guests. Ineffective communication skills with clients may lead to an overlook of important details that may lead to guests' dissatisfaction.
c) Interpersonal skills- These are tactics and behaviours that an individual applies when interacting with others. The use of interpersonal skills is applied in daily life interactions such as families, social places and workplaces. In hospitality, interpersonal skills remain vital in shaping guests’ interactions as well as team relations (Pai et al. 2020). For instance, some of the interpersonal skills that front office personnel can embrace include teamwork, dependability, honesty, and responsibility.
d) Problem-solving skills- This entails the capability to handle uncertain situations within the workplace or business environment. As Latif, Vang, and Sultana (2023) illustrate, workplace leadership relies on individuals who have the ability to assess the prevailing situation and offer timely solutions. Front office personnel work in groups, which makes team conflicts inevitable; therefore, it becomes necessary that they possess and embrace problem-solving skills to promote team efficiency. Additionally, front office personnel interact with guests in most cases, and problem-solving skills help them address guests' concerns. 
Schön’s reflection model
The following reflection uses Donald Schön's reflection model to reflect on different skills and actions portrayed during the event and after the event. In other words, Donald Schön's model allows an individual to carry out reflection in action and on action (Business Bliss Consultants, 2018).
Reflection in action
Scenario: A guest is received at the hotel, and her luggage is taken to her room by the guest service attendant. After a short while, the guest came back to the front office and informed me (front office personnel on duty) that the room was double booked. She asks who to report to and expresses her disappointment to the hotel manager. 
As the incident unfolds, I start to think of how I can salvage the situation by applying communication skills. For instance, I listened attentively to the guest's concerns and referred her to the hotel manager. I also applied problem-solving skills by proposing to the manager that the guest be assigned another room of her choice to compensate for the inconvenience caused. Lastly, I used interpersonal skills, that is, dependability, to help the guests believe in the efforts that the front office department made by working with the top management of the hotel.
Reflection on action
Debrief
After the incident, once the guest was satisfied with the condition of the new room, I felt very satisfied with my customer service skills. I took pride in how I managed the volatile situation from escalating and taking responsibility for dealing with the situation. I also felt professional in how I communicated the situation to the hotel management.
At the end of the day, I reflected on various skills that the front office team can embrace in meeting customers' expectations and earning customer loyalty. For instance, I found it necessary for the front office team to embrace effective communication skills while executing their duties to realise guests’ satisfaction.
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	Trip Advisor Review Response 150 words +/-10%

	
My current placement property is the Premier Inn Poole North Hotel (Tripadvisor. n.d.). In this exercise, I replied to Epytsyht’s review.
Reply: Thank you so much, Epytsyht, for sparing some time to give us positive feedback and ratings for your recent visit to the Premier Inn Poole North Hotel. We really appreciate your genuine feedback, as well as glad that you had a memorable experience while staying at the Premier Inn Poole North Hotel. Thank you once again for the positive compliment on our staff conduct and the quality of our meals. Premier Inn Poole North Hotel takes pride in the professionalism of its staff in ensuring that our guests feel at home. 
However, we take your insights and observations seriously in areas of dissatisfaction and use them to inform immediate improvements. For instance, we acknowledge your observation of the temperature on the first floor and the packing space and promise to improve. Thank you for staying with Premier Inn Poole North Hotel, and welcome again.




	Screen shot of referenced Trip Advisor review used:
[image: ]
Link: https://www.tripadvisor.com/Hotel_Review-g190727-d571578-Reviews-Premier_Inn_Poole_North_Hotel-Poole_Dorset_England.html#REVIEWS. 

	

	

	

	Letter of complaint response 500 words +/- 10-%

	
Hotel Manager
Premier Inn Poole North Hotel,
Cabot Ln, Poole BH17DA, UK.
Phone +44 333 321 1398,  
November 1st 2023.

Mr Ronald Federick, 
17 Trinity Court, 
Swansea 
SA1 2AR 
RE: RESPONSE TO YOU’RE YOUR COMPLAINT
Dear Mr. Ronald

The management of Premier Inn Poole North Hotel would like to thank you for your feedback on your experience during your stay at our facility. Premier Inn Poole North Hotel would also like to sincerely express regrets and apologise for any inconveniences you encountered during your stay. It has come to our realisation that your stay at the hotel on Saturday 26th of August in room 205 fell below the expected standards and the quality of our services could have been better.
Premier Inn Poole North Hotel strives to offer internationally recognised services to its guests, and it is our sincere apology that there was laxity from both the management and the staff. At Premier Inn Poole North Hotel, our meals are prepared by qualified and highly trained personnel as quality and appetising meals are what differentiate our services from our competitors. Even though we do not like making excuses to our customers, the hotel management reported numerous complaints on Sunday, the 27th, about meals that were served cold and tasteless. The real cause of this unfortunate experience was the result of delegating breakfast services to our junior hospitality students on internship, who were not able to detect the mistake in a timely manner. I want to assure you that Premier Inn Poole North Hotel management is responsible for handling its interns, and they execute their mandate under the close supervision of senior personnel. I want to emphasise that an internal investigation was launched on this issue, and disciplinary actions have already been taken against the responsible supervisor.
Secondly, Premier Inn Poole North Hotel also expresses its regrets for the inconveniences caused by noise from a neighbouring room. While Premier Inn Poole North Hotel accommodates diverse guests, including families, we have a policy that requires families to contain children, including making sure that their activities do not interfere with the peace of other guests. The hotel has perceived this policy to be effective for years; however, the hotel's management has come to realise that our guests still suffer from noise due to drywall partitioning between the rooms. To address this concern, the hotel has invested in soundproof installation in all the rooms. 
Lastly, we apologise for the unhygienic condition that you found in our facility during your stay. We take hygiene matters seriously and ensure quality cleaning by outsourcing our services to a private and reputable company. Our internal audit has shown that the current company that the hotel contracted had leadership and supervision issues. Premier Inn Poole North Hotel has since revoked its dealings with the company and has sought services from a more reputable cleaning company alongside washroom renovation. 
Premier Inn Poole North Hotel would like to make it up to you by giving you a 30% discount on future room rates. We value all our customers, and we welcome you to our facility in the future. Thanks for understanding.

Yours faithfully
HM
Hotel Manager.
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Writing in essay format 

	
Element 1 – Pre-Arrival 


	The guest cycle is defined as the stages through which guests pass as they experience services at a given hotel facility (Kazandzhieva, Ilieva, and Filipova, 2017). In other words, the guest cycle entails the complete customer hotel experience from booking to the final satisfaction or dissatisfaction. According to Kansakar, Munir, and Shabani (2019), hotels have embraced technological integration in the management of customer cycle. Additionally, the hotel industry has introduced other strategies to make the cycle more efficient and rewarding. For instance, the guest cycle is characterised by employee training on courtesy, personalised services, and the use of clear communication in service delivery. The front office personnel also play a vital role in ensuring that the flow of guest cycle activities is understood by the guests. The following section discusses the four elements of the guest cycle within the hospitality industry.
a). Pre Arrival
This is the first stage of the guest cycle, and it consists of the following activities;
Reservation/booking- Refers to the process of choosing a preferred hotel facility by a client. This process is influenced by factors such as referrals, proximity, previous service experiences and service promotion. Whitelaw (2008) also asserts that booking and reservation are influenced by the level of technological integration, which in turn enables a convenient booking experience.
Confirmation and information capture-This entails verification and storing of the collected information on customer’s specific requests. This activity is important in that data can be digitally stored in the hotel's database to inform future service-related activities such as offering personalised services, customer surveys and service promotion. The final activity under pre-arrival is the use of gathered information to execute specific guests' demands, such as room allocation, and adjusting room rates accordingly. 
Generally, the pre-arrival stage plays an important role in giving the guests details on different anticipated services. The pre-registration stage also gives guests the surety that a given room is secured for use for a specific period of time (Abed, 2017).


	
Element 2 – Arrival 


	
	This stage includes guest registration and the start of room processing through the front office department (Vasadze, Mosashvili, and Duruli, 2018). Some of the activities performed in managing this stage include:
Check-in- This process allows the guests to reveal their relationship with the hotel by providing the required information for verification. The information provided in this stage includes booking details, time, room details and the package under which the room is booked. Customer experiences in this stage could vary as some hotels may offer digital check-in through a registration card while others offer walk-ins for guests with no reservation (Bhinder).
Welcoming- A warm welcome through greetings also form part of being courteous to guest and making them feel valued within the premises (Luce Gomes et al., 2023). For instance, hotels provide a warm welcome to guests through the provision of refreshments and the issuance of material containing detailed information on the services and other available amenities.
Issuance of the key and Luggage handling- Another important activity in managing the arrival stage is handing over the key to the customer after verifying the details. More advanced hotel establishments give guests access cards with an adequate demonstration of how these cards work. Additionally, many hotel establishments within the UK offer luggage handling services through their in-house luggage porters. According to Choi et al. (2021), hotels are starting to invest in robot porters to make luggage delivery more efficient and enhance guest satisfaction.

	
Element 3 – Duration of stay 


	During the guest’s stay within the hotel, the front office continues to coordinate services as requested by the guest. For instance, the front office department answers guest inquiries and provide timely response to customer’s needs. Some of the vital activities considered in managing this stage include:
Room and concierge services- For customers who may not want to leave their rooms, hotels do provide room services in this stage. Such services are provided upon guest’s requests. Some of the services offered in this stage include serving preferred dishes or meals and delivery of personal items. Room service not only ensures customer privacy but also promotes guest safety (Domanski, 2020). Additionally, this stage also offers guests concierge services, which include services outside the hotel facilities. For instance, hotels can offer services such as transportation, outdoor dining options and providing information on local attractions.
Housekeeping- This activity is also vital during the stay as it ensures that the environment in which the guests stay is clean and conducive for living. It is also important to note that housekeeping during the stay stage should be conducted in a way that promotes guest’s privacy and respect (Hsu et al., 2011).
Safety and security- It is also the hotel's responsibility to ensure that the guests are safe and enjoy security during their stay at the facility. In the hotel industry, security is majorly ensured through the employment of security personnel, and installation of CCTV cameras.


	
Element 4 – Departure 


	
This is the fourth and final stage of the guest cycle, and it entails checking out of the room, depositing the room card or key to the reception and leaving the hotel premises (Marković and Gjurašić, 2020). Some of the activities that should be managed in this stage include:
Checking out This entails handing over the room back to the hotel's management. This activity can be done manually or electronically through a mobile device (Andriushchenko, 2020). 
Billing- After the check-out process, follows the billing activity where all the services offered are equated to monetary values and different payment options are availed to the customer. 
Farewell- The hotel management then extends gratitude to the guests for choosing their facility. Farewell enables hotels to show their appreciation to the client as well as extend invitations in the future.
Feedback and follow-up- Feedback collects information about guest’s experiences during the stay and any observations made that the guest would want to be considered by the hotel’s management. As Vo et al (2022) explain, feedback informs organisations' need to improve in different areas of laxity as well as create a rapport with the customer by building lasting relationships.
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Great value and excellent breakfast and service.
Lovely staff.

Excellent value hotel and staff were really lovely and polite. (Lovely ladly front of
house).

Breakfast was excellent, food was always kept topped up and nice and hot.
Lovely staff in restaurant at breakfast.

Room was basic but was what you would expect from premier Inn. Only grumble
was the first floor was far too hot but the 3rd floor was a normal temperature!
Car parking was busy but there were spaces around the side (not full).

Thanks for a nice stay!

Read less a

Date of stay: October 2023




