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Description

I was responsible for front office operations and room hygiene during my work placement at Premier Inn Tamworth Central. This included tasks such as changing beds and inspecting rooms for any potential issues. This experience demonstrated the criticality of having elevated levels of sanitation and organisation, both of which are essential for boosting guest contentment and enhancing the whole hotel ambiance as implied by Tesone (2009). Additionally, the importance of collaboration and effective communication among hotel personnel was pointed out in order to guarantee the smooth and efficient management of each facet of the guests' sojourn. Upon reflection, I am cognizant of the fact that creative problem-solving along with attention to detail are indispensable in the hospitality industry for guaranteeing visitors an unforgettable and noteworthy stay.

Feelings

During my work placement at Premier Inn Tamworth Central, I experienced a variety of emotions while performing front desk and housekeeping duties, which included room cleaning, bed making, and ensuring that all items satisfied the hotel's exacting criteria. At the outset, the rapid tempo and the obligation to maintain the hotel's esteemed reputation caused me some apprehension. Nevertheless, as I adjusted, I discovered fulfilment in the concrete outcomes of my efforts. Certainly, preparing a previously occupied room as a sanitary, inviting environment for the subsequent visitor became a source of pride. This encounter highlighted the point of view of Corgel, Sturman and Verma (2011), high state the importance of my position within the broader context of hospitality services by demonstrating to me the direct influence that thorough problem-solving and careful consideration to detail have on guest satisfaction.


Evaluation

Throughout the course of my time at Premier Inn Tamworth Central, I gained an extensive knowledge of the hospitality industry's fundamentals through a combination of front desk operations and meticulous maintenance responsibilities. As the individual responsible for maintaining immaculate room conditions, making beds, and performing exhaustive post-cleaning inspections, I was confronted with an array of obstacles. Although initially intimidating, these obligations served as triggers for personal development and career advancement as asserted by Cottrell (2019). The mentioned experience highlighted the extreme significance of proficient communication and meticulousness, both of which are crucial for ensuring client contentment and the uninterrupted functioning of hotel services. This contemplative journey provides the critical significance of the front office and housekeeping departments in influencing the overall guest experience, mirroring the views expressed by Bardi (2011)  which point out the critical nature of these positions in the hospitality industry to guarantee guest contentment and operational superiority.

Analysis 

Throughout my work placement, I experienced a multitude of emotions as I balanced the arduous responsibilities of housekeeping and front office operations. These responsibilities included overseeing room hygiene, making the bed, and conducting supervisory checks. At the outset, the magnitude of anticipation and the rapidity of hotel activities posed a formidable obstacle to my capacity to uphold the esteemed benchmarks of guest contentment that the establishment upholds. As time passed, this initial apprehension evolved into an intense feeling of accomplishment, as I came to recognise the immediate influence that my efforts had on the overall experience of the guests. This position exemplified the constant shifts of the hospitality industry by requiring not only physical exertion but also mental fortitude and flexibility. The importance of perfecting abilities in multitasking and stress management was recognised, as stated in Tewan (2009). This resource promotes continuous personal and professional growth in order to successfully navigate the intricacies of positions in the hospitality industry.

Conclusion

Throughout my work placement, I gained extensive exposure to the intricacies of the hospitality industry through my complete immersion in front office and maintenance operations. Wood (2013,p. 20) acknowledges the key significance of frontline personnel in influencing guest perceptions and their essential role of promoting elevated levels of service. This is consistent with my responsibilities, which encompassed overseeing visitor interactions at the front desk and ensuring room cleanliness. The  responsibilities highlighted the criticality of precise attention to detail, competent communication, and a strong sense of accountability, attributes that are fundamental in cultivating a favourable visitor experience and achieving operational triumph. The placement experience demonstrated the constantly changing character of the hotel industry and the perpetual necessity for professional and personal growth in order to surpass guests expectations.

Action Plan

Through my work placement at Premier Inn Tamworth Central, I observed firsthand the critical importance of efficacy and meticulous service as they pertain to the integration of front office and housekeeping responsibilities. Upon reflection, I realised that exceeding visitor expectations required the adaptation and continuous learning that are fundamental to the process. The experience demonstrated the criticality of proficient communication abilities and extreme care to detail, both of which are critical in guaranteeing visitor contentment and operational superiority. Utilising university resources and libraries to acquire additional knowledge and to draw inspiration from practical experiences will be crucial to my professional development, as suggested by Cottrell (2019). In the future, my strategic course of action entails conducting extensive academic research and applying practical knowledge to hospitality management theories and practices. My final objective is to improve my conflict resolution and customer service abilities, consequently expanding my professional opportunities within the hospitality sector.
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	

Dear jpollitt72, 


We express our sincere appreciation for your favourable review and are pleased to learn that the hospitality extended by our staff at our Tamworth location greatly enhanced your sojourn. Your commendation of the outstanding service and delectable cuisine served provides an example of our team's constant commitment to building lasting memories. We are sincerely honoured to provide the picturesque castle view from our restaurant, which is definitely a distinctive feature. We are sincerely pleased that it made such an impact on you. The suggestion you have provided regarding brief family vacations is greatly appreciated and serves as a motivator for us to further surpass the expectations of our visitors. We ardently await your return during the summer season, during which we assure you that you and your loved ones will once again enjoy an enchanting stay. We appreciate you selecting us once more for your January retreat and for taking the time to share your thoughts.

Warmest regards, 
Gabriela Matei
Manager
Premier Inn Tamworth Central Hotel






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

	
Mrs. Joanna Blake
558 Longford Road
Swansea SA1 2AR


Dear Mrs. Blake, 

We appreciate your contribution regarding your recent accommodation experience at Premier Inn in room 330. Your unsatisfactory experience falling short of your expectations has our deepest regret. Please accept my sincere apologies for any inconvenience or distress this may have caused.

I appreciate the frustration that can result from an untidy environment. At Premeir In Tamworth Central Hotel, we uphold stringent criteria to ensure that our visitors are accommodated in an impeccable environment. Evidently, these standards were not maintained throughout your visit. I can assure you that our housekeeping personnel and I are immediately reviewing our protocols to ensure that this never happens again. We are dedicated to ensuring that each guest is accommodated in an immaculate and welcoming room.

I regret the inconvenience you encountered in which we failed to provide a dependable Wi-Fi service. We will establish a close collaboration with our internet provider in order to address any connection difficulties and guarantee that you will continue to enjoy the necessary speed and consistency throughout your subsequent sojourn. Additionally, we understand the significance of providing our visitors with a tranquil and quiet atmosphere. We are currently investigating strategies to augment soundproofing and implement proactive measures to reduce noise levels in the hotel.

Your remarks regarding our customer service are especially surprising. Constantly approachable, receptive, and keen to surpass your expectations should characterise our staff. In order to rectify the situation, could you kindly furnish additional precise details concerning the interactions that you perceived as lacking in usefulness? By identifying our deficiencies, we will be able to precisely target the specific areas in which our personnel require further instruction and assistance. Ensuring exceptional guest service is of the highest priority to us at Premier Inn. 

Mrs. Blake, although we are unable to rectify your previous encounter, we aim to demonstrate our commitment to excellence in hospitality by sincerely attempting to make restitution. For your upcoming visit, we are pleased to extend a complimentary two-night stay as an expression of our appreciation. We eagerly await your return so that we may once more extend a warm welcome and exceed your expectations. Additionally, we would be extremely grateful for a concise follow-up discussion to inquire about additional aspects of your stay. Your input is vital in assisting us recognise areas that require enhancement and deliver the outstanding experience that each and every visitor is entitled to.

Once more, I appreciate your reaching out. Kindly reach out to me directly at gabrielamatei@premierinntamworth.co.uk. in order to coordinate a complimentary accommodation and engage in a more expanded dialogue regarding your experience.

With gratitude,

Gabriela Matei
Manager
Premier Inn Tamworth Central Hotel
Bonehill Road, Tamworth 
B78 3HE




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

	
Key Skill 1 – Customer Service Skills  


	
The front desk functions as the central interface between the hotel and its clientele, establishing initial perceptions and emphasising the criticality of customer service abilities. Significantly, customer service proficiencies comprise a variety of aptitudes such as empathy, problem-solving, communication, and personal presentation. These aptitudes are critical in establishing favourable experiences for guests (Vallen and Vallen, 2014). Customer service is predicated on the ability to communicate effectively, which requires both the capacity to articulate information precisely and to listen attentively (Wood, 2013). This ability guarantees that the requirements of customers are comprehended and effectively fulfilled, as front desk personnel are frequently required to convey intricate details pertaining to reservations, invoicing, and hotel provisions. Another crucial competency is empathy, which entails comprehending and experiencing the emotions of others. Within the hotel industry, this entails the ability to identify and address the emotional conditions of clients, irrespective of whether they are jubilant tourists or celebrants (Fallon and Rutherford, 2011). Problem-solving abilities empower front office personnel to promptly identify and rectify concerns, in so  transforming potentially adverse circumstances into favourable resolutions. Effectively managing unforeseen circumstances, which are an intrinsic aspect of the hospitality sector, requires this skill as indicated by Hammer (2016). The trust that management has in the problem-solving capabilities of front office staff is exemplified by the Ritz-Carlton's policy of authorising employees to spend up to $2,000 to resolve visitor issues without management approval (Michelli, 2008). Finally, it is crucial to maintain a professional demeanour and personal appearance, as these reflect the hotel's reputation and criteria. The adherence to exemplary standards is evident in the conduct, attire, and willingness to assist of staff members at renowned hotel chains such as the Four Seasons and the Hilton.

	
Key Skill 2 – Communication Skills 


	
Effective communication skills are critical in the hotel front office operations, which are a highly guest-centric environment. A multifaceted set of abilities, including listening, articulating, and utilising non-verbal signals, are all critical components for effective guest interactions and operational management (Bardi, 2011). The effectiveness of front office communication is critical not only for conveying information but also for influencing the opinions and experiences of guests (Solomon, 2018). Effective communication necessitates qualities such as patience, adaptability, and empathy, which are particularly valuable in a hotel environment where front desk personnel regularly interact with visitors of different cultural backgrounds and their distinct expectations (Tewan, 2009). An example of this can be seen in the ability of personnel at Ritz-Carlton hotels to interact with users in a proactive and personalised manner, frequently surpassing their expectations (Michelli, 2008). Attaining this degree of involvement necessitates a profound comprehension of non-verbal communication indicators and the capacity to dynamically modify messages to align with the preferences and requirements of the visitor. Moreover, the ability of the front desk personnel to effectively communicate affects the operations of the entire hotel. It guarantees smooth coordination with culinary services, management, housekeeping, concierge, and concierge, which is essential for operational effectiveness and guest contentment (Johnston, Clark and Shulver, 2012). Integrated communication systems, exemplified by hotel chains such as Marriott, facilitate the exchange of information and real-time updates among departments, in that way reducing the duration of visitor service interruptions and augmenting the overall quality of service (Marriott International, 2022).







	
Key Skill 3 – Organisational Skills 


	
Organisational skills are a crucial competency that has a significant influence on service delivery and the general performance of the hotel front office (Bardi, 2011). These competencies empower staff to effectively manage visitor check-ins and check-outs, make reservations, and collaborate with different departments, thus guaranteeing a smooth and satisfactory experience for clients. Technology integration into hotel operations has increased the requirement that front desk personnel possess sophisticated organisational abilities. For example, the introduction of property management systems necessitates that personnel efficiently handle electronic data, engage in multitasking, and expeditiously prioritise guest requests (Hammer, 2016). These systems are utilised in hotel chains such as Hilton and Hyatt, where personnel are required to efficiently navigate through intricate software in order to retrieve visitor data, handle reservations, and resolve concerns while maintaining an exceptional standard of guest service (WTTC, 2020). Furthermore, organisational abilities extend to tangible aspects of the job and are not limited to system administration. Effective workstation maintenance is of critical significance as it serves as a reflection of the hotel's reputation and mitigates the risk of errors that may lead to dissatisfied guests (Johnston, Clark and Shulver, 2012).


	
Key Skill 4 – Problem Solving Skills 


	Problem-solving abilities are critical for the efficient operation of the hotel front desk, as personnel frequently encounter difficulties such as overbookings and dissatisfied guests. In addition to identifying and resolving immediate issues, effective problem-solving also entails the implementation of preventative measures to lessen the likelihood of future incidents (Bardi, 2011). These competencies necessitate a combination of critical thinking, ingenuity, and judgement, frequently accomplished in a significant amount of time. Literature emphasises the significance of providing problem-solving techniques to front office personnel through training. Solomon (2018), for instance, emphasise that employees who are empowered are more proficient at addressing concerns of guests in a way that fosters contentment and allegiance. The policies of hotel chains such as Marriott, which grant employees the authority and resources to proactively resolve guest complaints, serve as a clear manifestation of this empowerment (Marriott International, 2022). Knowledge of the hotel's policies and services is crucial for effective problem-solving, in addition to fostering empowerment. Employees must be knowledgeable of the hotel's resources in order to provide customers with viable options. A study by Aset (2013) stresses that a knowledgeable employee can transform a potentially negative experience into a positive one by promptly offering alternatives to visitors. Staff members at Hilton hotels exemplify effective problem-solving within the industry. Such personnel undergo training to proactively identify potential issues and are motivated to exercise their discretion in providing compensatory services when deemed necessary (Hilton, 2019). In summary, problem-solving abilities are indispensable for the efficient functioning of front desks in hotels. Effective problem resolution requires personnel to possess the requisite expertise, autonomy, and ingenuity. Hotels can attain superior levels of visitor satisfaction and operational efficiency by cultivating an atmosphere that promotes proactive problem-solving.
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Lovely place to stay

Staff were so friendly and accommodating. Food was great and look forward to
staying here again in the summer. Lovely view of the castle from restaurant.
Would highly recommend for short breaks with family.

Read more v

Review collected in partnership with this hotel ©

Date of stay: January 2024
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