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[bookmark: _Toc158638607]Gibbs's model of reflection
According to Adeani et al. (2020), Gibbs's model of reflection is a framework that is used for the purpose of reflecting on past experiences. The model consists of six phases which have been applied as follows: 
Description
I was placed at Premier Inn Evesham and was required to undertake and manage a range of responsibilities at the organisation. Front office areas at the hotels are vital as it the first counter of the visitors to the hotel (Barten, 2024). The range of duties that I was required to perform during the placement were, calling the customers and ask them regarding booking any table on restaurants and any other queries. Assist them in pay bills and prices of their hotel stay. Help customers deal with their lost products during their stay at the hotel. Help them register a table at the restaurant or a car. Answer phone calls in the front office section of the hotel. According to Tewari (2009), the front office is vital in managing the experiences of the customers. Performing these tasks contributes towards ensuring that customers are aware of the facilities which can be fully utilised by them resulting in the enhancement of customer experience and satisfaction. 
Feelings
Although I was very excited to be working in the front office areas of Premier Inn, Evesham, the tasks and responsibilities were challenging. Premier Inn is the most popular hotel brand in the UK as of the third quarter of 2023 (Statista, 2023). In this regard, it can be said that the front office area can be considered to be very busy which depicts a highly fast-paced working environment for me working in the front office area. According to Majigamkar (2023), the front office is responsible for checking in and checking out guests. There were times when it was challenging for me to explain to the customers about the requirements and hotel fee structure. These were some challenges that I faced during my tenure at the front office of Evesham, Premier Inn.  
Evaluation
I think I performed daily well during my tenure at Premier Inn while working in the front office department.  I was able to resolve the problems of the guests effectively. This is reflected in my problem-solving skill audit test in which I scored 48 [Refer to appendix 1]. According to Jordan and Troth (2021), problem-solving ability has been related to high efficiency in conflict resolution. However, at times of peak, I was required to multitask while ensuring that a range of different tasks and queries of customers were effectively addressed. The tasks included booking cabs for customers, ordering water and room service facility and greeting all guests while assisting them with check-out or check-in. It further corresponds with the Cognitive Load theory states that working memory at a specific time can hold a single piece of information (Mindtools, 2023). In this regard, there were times when I mixed up information regarding customers which were some of the negatives of my performance at Premier Inn. 
Analysis
At first I used to think that people working in the front office had limited accountability and duties. However, my experience has made me realise that front-office people coordinate the whole process towards customer satisfaction at hotels like the Premier Inn. According to Forbes, communication with customers is impactful towards businesses (Forbes, 2021). During the interaction with customers, I understood that there were times when the first impression at the front office had a major impact on the overall perception of the customer. My communication skill test was noted to be 42 [Refer to Appendix 2]. In this regard, the front office at hotels like Premier Inn can be considered to be vital. It is important to acknowledge that there is a wide range of customers from different cultural backgrounds that visit the Premier Inn at Evesham. 
Conclusion
From this experience, I have learned that the hotel front office is important for ensuring a high level of customer experience. I have also gained awareness regarding improving my communication skills. My perception towards the front offices in the hotels has changed considerably while acknowledging the various tasks they had to manage at one time. 
Action Plan
	Specific
	Measurable
	Achievable
	Relevant
	Time-Bound

	Enhance my communication skill
	I can measure my communication skill by reflecting on the effectiveness through which I have been able to communicate my ideas while interacting with my customers
	I will enrol in communication courses to enhance my communication skills
	Enhancing communication skill can help me develop prospects of having a successful professional career.
	6 Months

	Develop skills and knowledge regarding front office area in the hospitality sector
	This can be measured by the way I plan my working in the front office area
	I will induct myself in an internship of front office job role in a hotel
	This aligns with my study course and hence can be considered relevant.
	12 Months


Table 1: Action Plan
(Source: Self-Developed)
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	Trip Advisor Review Response 

	
[bookmark: _Toc158638613]Response to review
Dear Megan, 
Thank you for your positive feedback on our services. According to Peifer et al. (2020), positive feedback enhances performance and learning performances.  We are extremely pleased to hear that our services have met your expectations and served you well throughout your stay at our premises. We as a team thank you for selecting Premier Inn at Evesham for your stay and we are happy to have stood up to your expectations. We are also thankful to you for entrusting us as your stay partner and we ensure to serve the customers during their stay at every possible interval and in every manner to ensure that their stay is of high quality and without any obstacles. Our team at Premier Inn, Evesham is eager to welcome you again at our premises and provide more enhanced services at your disposal.
Thank you,
Team Premier Inn, Evesham




	Screen shot of referenced Trip Advisor review used:
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Description automatically generated]
Figure 1: Positive Review for Evesham Premier Inn
(Source: Traveladvisor, 2024)

	

	

	

	Letter of complaint response 

	

									February 12th, 2024
Subject: Response to the Letter of Complaint			

Dear Johanna Blake,
We are sorry to have found that your stay at Premier Inn was filled with such obstacles and you had to go through these incidents. However, we at Premier Inn assure you that we are committed to providing service of utmost efficiency to our customers. According to the customer focus theory, understanding and satisfying customer needs are vital in achieving business success (AC, 2022). In this regard, we have considered your complaints and have undertaken a range of steps to ensure that these issues are resolved and not repeated during your next stay in our hotels. We have initiated a CleanProtect in which a rigorous cleaning method is used in our hotels in the UK and Ireland (PremierInn, 2024). This initiative will ensure that the rooms and bathrooms are cleaned properly while also maintaining standards of cleanliness in the hotels. 
On the other hand, 65% of the guests in a report in Statista, have reported loud noise from other guests (Russel, 2021). Hence, we acknowledge that noises from other rooms are a concern in this industry which affects the level of customer service. It is also important to acknowledge there are many other sources of external noises which include traffic, air conditioning and other appliances. In this regard, we are considering insulating our walls and ceilings which allows the reduction of sound from one floor to another. For this, we have consulted architects and it is estimated that the work would start as soon as possible.
Another major issue that has been found is the slow speed of the WIFI. It is understood that Wi-Fi plays a major role in the current lives of people and hence is important for people who stay at Premier Inn. According to Ovide (2023), hotels are stuffed with WIFI-blocking obstacles such as walls, and equipment While it is also understandable that there are hundreds of people at one time that share a single connection which can slow down the Wi-Fi connection. In this regard, we are considering the use of Surfsonix HSIA gateway solutions to ensure consistency in the speed of internet connection that is provided to the people across our hotels. Surfsonix HSIA is a next-generation solution that is specifically designed for hotels and resorts and provides reliable, fast and secure Wi-Fi to guests (LinkedIn, 2023). The solutions allow manageable options to the hotels in which they can manage the users and identify areas where improvement can be made to enhance Wi-Fi speed.
We are also very disappointed that you find our staff unresponsive. However, we ensure that all our staff are trained, and encouraged and are wholly committed to serving our guests to their utmost efficiency. A range of reasons can be attributed towards this unresponsiveness which can include a low number of staff available during peak seasons which can result in such cases. In this regard, we at  Premier Inn have recruited staff and enhanced our staff capacity. This will ensure that enough staff are available that ensure responsiveness in addressing customer grievances. 

Thank you for your attention. Hope to see you again.
Sincerely,
Premier Inn Team, Evesham





Component Three:
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[bookmark: _Toc158638617]Introduction 
The front office is the first and foremost department which comes into guest contact and performs various functions such as reservations, reception, registration and settlement (Mallia, 2022). In this component, the key skills needed to work within the hotel’s front office operation will be identified. Along with this real industry examples will be provided related to the identified skills. 
[bookmark: _680gkhl909am][bookmark: _Toc158638618]Engage with relevant and current literature to describe and evaluate the key skills that are required to work within the hotel’s front office operation. 
The main function of the front office in the hotel is to get in touch with the customers. The front office executives interact with the customers on arrival, departure and during their stay in the hotel. As opined by Hu et al. (2022), front desk executives can create first impressions, increase customer satisfaction and build a positive reputation for the hotel. 
Technical skills: 
The hotel front office executives need to have effective technical skills to be able to work on computers which can help in managing software and other systems to manage financial transactions (Indeed, 2023a). With the help of strong technical skills, the executives can keep the customer's record effectively. For example, Kensington Hotel has been effectively keeping the personal records of the customers which shows the effective technical skills of the staff (Kensingtongardenshotel, 2024).   
Teamwork:
Teamwork is an effective skill set which is required for front desk employees to collaborate with their colleagues and managers (Oteshova et al. 2021). Effective teamwork skills can help in discussing the problems of the customers exploring ideas and implementing them to solve the issues. Homan’s theory of group formation can be aligned in this case which states that the interaction between the team members shapes the behaviour of the group and the outcome (Olofu et al. 2020). In this regard, the interaction and coordination between the front desk executive and other hotel staff can lead to customer satisfaction. For example, Marriott International's management team are inclusive and supports team culture by working together as a team to improve their exclusive services to the customers (Indeed, 2024). 
Leadership: 
Effective leadership skills are required for front desk employees to manage busy shifts (Khan et al. 2020). The executives can ensure hotel operations and customer experiences by utilising leadership skills. The contingency theory of leadership can be applicable in this case which states that the ability to adapt and lead the situation can be most important in the workplace (Shala et al. 2021). Thus, the hotel front desk executives need to adapt every citation and lead the team effectively to manage the customers. For example, Travelodge has been facing issues regarding employee and customer management due to a lack of leadership skills at the higher level of management (Glassdoor, 2024). 
	
Key Skill 1 – Customer Service Skills  


	
Customer service skill comes with some special and specific characteristics that help to provide quality service to clients and make them satisfied by providing service according to their demands (Indeed, 2023b). It is also known that 34% of clients prefer to pay more for excellent service which also increases the importance of customer service skills in the hospitality industry (Statista, 2022). As an example, Marriott International always prefer to handle their clients with the most special treatment and try to understand their needs which makes those clients more satisfied (Hyken, 2022). Oliver's theory of customer satisfaction indicates that consumers make clear senses about the fulfilment of goals, desires and needs that make a pleasurable experience for the customers (Mariani and Borghi, 2023). Through this, it comes to know that in managing the front office operations it is most important to balance effective customer service skills to make them satisfied and happy.

	
Key Skill 2 – Communication Skills 


	The front office executives need to have good communication skills to talk to customers in person and over the phone (Indeed, 2023a). Strong communication skills help the executives to solve the problems of the customers and identify the areas of improvement. In this regard, the transactional model of communication can be aligned which objectifies the delivery of a message and creates meaningful relationships with the communicators through the effective exchange of thoughts and emotions (Dias et al. 2024). Thus, the front office executives can create meaningful relations with the customers by communicating effectively. It has been identified that the management of Hilton Group has been providing on-site training, online training and classroom training programs for their employees to improve their abilities including communication skills for effective customer service (Hilton, 2024). 

	
Key Skill 3 – Organisational Skills 

	Organisation skills mean maintaining an effective ability to manage all the tasks effectively according to time to achieve all the goals that help to provide quality service to the customers and make them happy in the hospitality industry. It also comes to know that 70% of hospitality companies offer training facilities to their employees to develop the management and operations skills that help to provide excellent service to the target clients (GovUK, 2019). Hilton Hotels and Resorts always prioritise and support their employees because they believe that how they treat their employees, they treat their guests. This directly connects with the concept of providing quality service to make customers satisfied and happy (Bova, 2020). Hirschman's exit-voice theory indicates that employees or customers have two alternative ways to show their dissatisfaction, one is to exit and another is to raise their voices (Gutiérrez-Sastre et al. 2023). This theory makes a clear perception that employees and customers both have the right to raise their voices and take a step forward to get effective service from the company.  

	
Key Skill 4 – Problem Solving Skills 


	Problem-solving skills are most important for managing customer satisfaction because as front office operation managers, they face different questions from the customers and give proper answers that solve the issues and make them satisfied. It is also known that around 29% of employees in the hospitality industry can solve complex problems to provide excellent service according to customer needs and demands (GovUK, 2019). As an example, Travelodge faced some issues in problem-solving and it caused a crisis that this company unable to provide quality service (Indeed, 2020). It also makes it more difficult for the employees to solve any complex situation without proper support. 



[bookmark: _Toc158638620]Conclusion
From the above assignment, it can be concluded all the essential skills that required in the hospitality industry to provide quality service to the potential clients and make them satisfied. It makes a discussion on required skills for front office operations and then analyses all the different skills with proper real-life examples that increase the value. 
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(Source: https://www.mindtools.com/aoubxrt/how-good-is-your-problem-solving)
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Appendix 2: Communication skill test
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(Source: https://www.mindtools.com/a3y5cte/how-good-are-your-communication-skills)
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Your score 48

:37-58

Your approach to problem solving is a little "hit-and-miss.” Sometimes
your solutions work really well, and other times they don't. You
understand what you should do, and you recognize that having a
structured problem-solving process is important. However, you don't
always follow that process. By working on your consistency and
committing to the process, you'll see significant improvements. (Read

below to start)
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Your score 42

:36-55

You're a capable communicator, but you sometimes experience
communication problems. Take the time to think about your approach to
communication, and focus on receiving messages effectively, as much as
sending them. This will help to improve your ability to communicate.

(Read below to start)
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Excellent service

After along journey and arriving, in the early morning, Ellis and Matt, provided
really good service, quickly checked me in with no fuss, and even helped carry
my luggage upstairswhich was very much appreciated, will definitely stay here
again.

Read less a

Date of stay: January 2024
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