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		Premier Inn Hotel mainly offers different services including lodging, food service and other amenities to the guest. It concentrates on improving the guest experience by providing supreme services with experienced hotel staff. The management of Premier Inn Hotel is recruiting skilled and experienced hotel professionals to provide guests appropriately. Hotel front desk services are one of the crucial services of hotels that shape the impressions of the guests. If the guests are welcomed respectably and festively then they will be attracted to the hotel which will also enhance guest engagement (Hassi, 2019). The front desk managers play significant roles in welcoming guests and providing them with adequate information about hotel services. He has to convince the guest by the presentation of hotel services and facilities to booking. He also manages his duty as well as providing emergency response for the needs of guests. The hotel desk managers ensure proper records of guests and communicate with others to provide an excellent experience to the guests.
Being a front desk manager, interpersonal skills are more significant to interacting with guests and convincing them with charming behaviour. The guests come from different places, and special tourists and business people do not know about the service and facilities. The front desk manager has to provide them with proper information in an attractive manner that helps to convince them. The interpersonal skills of a front desk manager help to improve communication with guests, coworkers and management.  It also flourishes the skills of front desk managers to enhance the quality of initial services. The front desk managers cordially welcome the guests with affection (Hartline and Jones, 2015). He must have a kind gesture and etiquette manner that attracts the guest to stay. The charming behaviour of front desk managers helps to present information about hotel service to guests. The front desk managers have to be active listeners who listen to all the queries of guests in an etiquette manner. After listening to the queries of guests, he should answer all the queries with a smiling face and eye contact. He should grab the attention of guests with his verbal gestures and kind words. The active listening practice of front desk managers helps to feel their guests feel respected and prioritised (Shin and Perdue, 2019). He also answered phone calls from potential guests by providing proper information and assisted in booking hotels. As a front desk manager, I have to learn a foreign language to communicate with foreign guests of the hotel. Multilanguage skills of front desk managers facilitate guests to express their expectations and requirements to them. The front desk managers communicate with them in their language and try to adapt their culture to provide hotel services. Being a front desk manager I have to obtain satisfactory problem-solving skills and decision making. The guest is informed of different inconsistencies and service limitations of the hotel then front desk managers take different measures to solve those instantly (Tims and Derks, 2016). The front desk managers are also concentrating on improving their guest service with proper communication systems. 
The front desk manager is developing stress management in the workplace by handling the pressure of guest service. He is also responsible for creating schedules for guest and preparing probable planning for enhancing their experience. The time management skills of front desk managers help to complete the task at the appropriate time and enhance productivity. He also enhances his knowledge and professional practice through teamwork. The teamwork is developing the communication systems and enhancing the productivity of the hotel staff (Hartline and Jones, 2015). As a front desk manager of the hotel, I should practice flexibility and attention to detail with the guests as well as phone etiquette. I have to understand the issues and problems of guests and take emergency responses to sort out inconsistencies. I have to obtain computer literacy to perform the activities of the front desk manager. The managers have to record personal information and process payments as well as complete other activities. The technological development of hotels is expediting the facilities of guests and also saving time in booking and identifying issues. The front desk managers are responsible for ensuring a pleasant experience for all the guests of a hotel. He is taking reservations, recording check-in and check-out, managing amenities and answering queries of guests with precise information (Valverde and Ryan, 2016). Guest engagement in a hotel is significantly dependent on the quality of hotel services and the proficiency of hotel staff. Proficient front desk managers assisted in engaging more guests and ensuring the required services of the guests with efficient manners. 
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Component Two

	Trip Advisor Review Response 150 words +/-10%

	Title: Memorable Stay at Premier Inn Canterbury City Centre
Ronald F.
TripAdvisor
Reviewed in October 2023
I just stayed at Premier Inn Canterbury City Centre and had the most incredible time. As soon as I arrived, I received a kind and courteous greeting. During my holiday, Jane at the front desk and the rest of the staff went above and beyond to make sure I was happy. 
I was struck by the lavish amenities and the meticulous attention to detail. I cherished the breath-taking vista, and my lodging was a peaceful haven within the bustling metropolis. 
There was a tremendous variety of options, and the cooking was superb. Despite my extensive travels, the breakfast at Premier Inn Canterbury City Centre is one of the best I've ever had. 
To sum up, I really enjoyed my time at Premier Inn Canterbury City Centre and can't wait to visit again. The superb breakfast, accommodations, and service made this a memorable vacation. For a fantastic visit, I would like to thank the whole personnel at Premier Inn Canterbury City Centre. 





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

	Title: Resolving Issues with Guests and Guaranteeing a Wonderful Stay at Premier Inn Canterbury City Centre 

Premier Inn 
Canterbury City Centre
Dear Mr. Ronald Fedrick

As I do practice at the moment at Premier Inn Canterbury City Centre to work within the hotel front office then I write this, I hope that you are doing well. We really regret any trouble this has caused you as a result of the issues you raised about your most recent stay at Premier Inn Canterbury City Centre. We value your feedback since it helps us fix these issues and improve what we have to offer so that our valued guests may have a really remarkable experience. 
First of all, let me say how much I appreciate your kind remarks on the friendly and professional manner in which our staff—especially Jane at the front desk—exhibited. We really value your recognition of Jane's efforts, and we take great pride in our commitment to providing exceptional service. 
We very regret if the level of cleanliness in Room 205 did not meet your high standards. It is disheartening to learn that, while we take great pleasure in maintaining a clean atmosphere, we did not live up to your expectations in this regard. To ensure that every room, including Room 205, is maintained in spotless condition, you can be sure that we have taken immediate action to resolve the problem and enhanced the training protocols for our cleaning crew. We spend a lot of effort to ensure that such errors don't occur again since we recognize how crucial it is to provide a pristine environment for our guests. 
We sincerely apologize for any inconvenience the loud disturbances throughout your stay—particularly the crying baby in the room next door—may have caused you. We are conscious that guests need a calm and cosy environment. We will take steps to minimize such disruptions in the future and are presently reviewing our room assignment processes. 


We appreciate your thoughts on the morning service. We acknowledge that everyone has different preferences, even though we strive to provide a wide variety of quality food. We've noted your input and our culinary team will utilize it to make future breakfast offerings even better.  In an effort to make up for the issues you had during your stay, we would like to give you a 40% discount on your next visit to our hotel during the following year. We want to regain your faith in Premier Inn Canterbury City Centre by demonstrating our commitment to your satisfaction via this gesture. 
We respect your thoughts and feel that we can improve the quality of service we provide to our guests by welcoming constructive feedback. We promise to make sure you have an even better experience if you choose to stay at Premier Inn Canterbury City Centre again. Above all, we want you to have the greatest experience possible with us in the future because we appreciate your comfort and enjoyment. 
If you have any further questions or concerns, please don't hesitate to get in touch with me directly. We are always here to listen to you, learn more, and attend to your needs. 
Again, we appreciate you sharing your concerns with us. We appreciate your feedback as a vital source for development and pledge to address any issues right away. 
Sincere greetings
Relationship Manager and Trip Advisor
Premier Canterbury City Centre   







Component Three:

Contribution to Overall Module Assessment: 50% (1000 words +/- 10%)

	Element 1 – Pre-Arrival

	1. Special Requests Management: Resolving and carrying out particular requests—like dietary needs, preferred rooms, or transportation arrangements—with efficiency. To keep track of and record visitor preferences and make sure they are fulfilled when they arrive, many hotels utilize guest profile management systems (Sann et al, 2020). 2. Reservation Confirmation and Payment: Reservation confirmation and payment information security are essential. This might entail explaining cancelation restrictions, confirming communications, and authenticating credit cards (Essential Tewan, 2009) Hotels usually email confirmations of reservations along with a detailed explanation of the costs and cancellation procedures. Credit card pre-authorization might potentially be used to guarantee the reservation (Han et al, 2019). 3. Information Accessibility: Giving visitors pertinent information in advance of their arrival, such as hotel instructions, parking alternatives, and nearby attractions. A lot of hotels provide comprehensive information, maps, and schedules of nearby events on their websites or in emails sent out before to arrival (Lukanova et al, 2019).


	Element 2 – Arrival

	1. Luggage Handling and Storage: Effective luggage handling services that guarantee guests don't have to worry about their possessions, including help with unloading, storing, and retrieving. To facilitate luggage handling, luxury hotels frequently have bellhops and porters, which enhance the arriving experience (Neugebauer et al, 2020). 2. Guest Registration:- gathering the information about the visitors that is required for security and record-keeping. This might contain preferences, identity, and contact information. Computerized systems are usually used by hotels to efficiently and accurately register guests, cutting down on paperwork and waiting times (Lai et al, 2020). 3. Safety and Security Briefing: supplying details on the hotel's safety measures, evacuation protocols, and the locations of equipment and emergency exits. Informational cards and pamphlets on safety practices are frequently seen in hotels, and staff members may also give visitors a verbal briefing when they check in (Avdimiotis et al, 2019).






	Element 3 – Duration of stay

	1. Concierge Services: Knowledgeable concierge staffs are essential to improving the visitor experience. They have to be familiar with the neighbourhood and able to suggest places to eat, see shows, and visit for culture (Essential Tesone, 2010) They are also responsible for arranging transportation, obtaining event tickets, and preparing reservations for visitors. Personalized concierge services are a well-known feature of the Ritz-Carlton hotel brand. Visitors may anticipate help with anything from making last-minute reservations at upscale restaurants to planning distinctive local excursions (Sann et al, 2020). 2. Amenities and Services Scheduling: In order to improve the guest experience, hotels must to provide easy methods for visitors to reserve facilities and services (Essential Hammer, 2016) This covers cleaning requests, room service and access to the fitness facility, and spa services. Mobile applications and online booking platforms can simplify scheduling. A lot of upscale resorts let visitors schedule dinner reservations, spa treatments, and golf tee times via their mobile applications or web portals. For instance, The Four Seasons Hotels and Resorts offer these services via its mobile app (Han et al, 2019). 3. Regular Housekeeping and Maintenance: Maintaining order and cleanliness is essential to making sure visitors have a relaxing and pleasurable stay. Hotels should have clear timetables for their maintenance and cleaning workers in order to maintain the best possible condition of the rooms and common areas. A keen eye for detail is essential. Especially in light of the COVID-19 outbreak, the international hotel chain Hilton Worldwide implements a program called Clean Stay to improve hygiene and cleanliness in its locations. This software offers alternatives for contactless check-in as well as strict cleaning requirements (Lukanova et al, 2019).


	Element 4 – Departure

	  
1. Express Check-Out: By enabling expedited check-out, hotels may enhance the guest experience on their way out (Bardi, 2011) Usually; this entails emailing or leaving a comprehensive final bill under the guest's door the night before check-out. Additionally, guests could be able to use a drop box to leave their keys or just call or use an app to let the hotel know they're leaving. Through the Bonvoy mobile app, Marriott International provides an expedited check-out option that enables visitors to examine their bill, pay any outstanding balances, and check out without having to contact the front desk (Neugebauer et al, 2020). 2. Feedback Collection and Response: Feedback from visitors is essential for ongoing development. Hotels ought to proactively solicit feedback via surveys and comment cards, and they ought to have procedures in place for evaluating such input. Getting back to feedback—both good and bad—quickly shows that you care about your visitors' experience. (Avdimiotis et al, 2019).  
Premier Inn Canterbury City Centre requests input from visitors via an online Guest Satisfaction Survey about their experiences (Lai et al, 2020). 3. Luggage Handling and Transportation Assistance: Hotels should offer luggage handling services, such as moving bags and loading them into vehicles, to ensure a seamless departure. They could also aid with transportation, arranging for a shuttle, limo, or taxi to take guests to the airport or other locations. High-end accommodations such as The St. Regis frequently provide airport transportation services, and their committed personnel will help visitors with their bags, guaranteeing a smooth and easy departure (Avdimiotis et al, 2019).  To make a good impression on guests, efficient administration during the Duration of Stay and Departure phases is crucial. Superior performance in these domains typically results in elevated visitor satisfaction ratings and heightened patronage (Reis et al, 2020).  
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