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Introduction
As I reflect on my front desk placement at Premier Inn Tamworth, I employ the Gibbs Model of Reflection to analyse and comprehend my experiences, emotions, and insights. For the purpose of conducting a thorough analysis, this model directs my reflection through the following stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Strategy for Action.
Description
My work in the front office was critical to guest relations, requiring direct engagement with visitors during check-ins and check-outs, as well as responding to their inquiries and requests. This is the hotel’s face, and the significance of first impressions cannot be emphasised. According to Cottrell (2019, p. 360), preparing and organising thoughts before writing, similar to planning and organising work in the front office, has a substantial impact on effectiveness and efficiency. My responsibilities also included liaising with the housekeeping department to check room availability and readiness, which is a vital component of guaranteeing client happiness and seamless service delivery.
Feelings
Initially, the challenging environment of the front office was intimidating. The steady influx of people, as well as the necessity to multitask under pressure, filled me with both exhilaration and dread. However, as I adapted, I found joy in properly managing visitor demands and contributing to a great hotel experience. This progression of emotions, from apprehension to confidence, reflects the path that many students take in unfamiliar academic contexts, as described by Cottrell (2019).
Evaluation 
My ability to multitask and maintain cool under pressure was a strength, and it corresponded to the qualities regarded necessary for front office operations in hotel management literature (Fallon and Rutherford, 2011). However, I identified opportunities for development, particularly in managing difficult guest encounters and complaints with greater grace and efficiency. This self-assessment is critical for personal and professional development, emphasising the value of reflective practice in academic and career development (Cottrell, 2019). Another aspect that occurred was my involvement with the team, which created a supportive environment conducive to learning and progress. This component of team relations is critical, as Solomon (2018) emphasises the importance of using collective knowledge and abilities to improve service performance and visitor satisfaction. For example, working with the housekeeping department to have rooms ready for early check-ins shows the value of interdepartmental communication and teamwork in meeting and exceeding guests' expectations. Furthermore, responding to technology improvements and incorporating them into regular operations proved difficult at first. Given the importance of technology in modern hospitality management, my attempts to become acquainted with the hotel's  online booking platforms were steps towards enhancing efficiency and guest service. The literature emphasises the importance of technological ability in increasing operational efficiency and personalising visitor experiences (Wood, 2013).
Analysis
Engaging with guests and coworkers increased my knowledge of the front office's critical role in influencing the guest experience. The literature on hospitality management emphasises adaptation and the need of wearing several hats, implying that having a diverse skill set increases an individual's worth to their organisation (Corgel, Sturman  and Verma, 2011, p.92). My experiences demonstrated the importance of customer service and the necessity for a friendly and efficient workplace, both of which are fundamental to hospitality management (Fallon and Rutherford, 2011). It became clear that emotional intelligence plays an important part in front office operations, a talent required to manage a wide range of visitor demands and expectations. The capacity to empathise with guests, understand their points of view, and respond effectively in a variety of scenarios is extremely useful. Tesone (2010, pp. 6-7) emphasises this component of emotional intelligence, arguing that the ability to identify and respond to the emotional states of others is as important as technical expertise in hospitality situations. My experiences, which ranged from supporting a family dealing with a missing piece of baggage to meeting a last-minute room change request, demonstrated the complexities of visitor relationships. 
Conclusion 
The position has transformed my perception of the hospitality business and reinforced the need of outstanding customer service. It has emphasised the value of empathy, good communication, and professionalism in creating a positive guest experience. These lessons have greatly influenced my commitment to personal and professional development in this changing sector.
Action Plan
To address highlighted areas for improvement, I plan to pursue more training in conflict resolution and stress management, recognising that these abilities are just as important for academic achievement as they are for professional excellence (Cottrell, 2019). Further readings and practical experiences in hotel management will also be prioritised, with the goal of broadening my understanding and applying theoretical principles in real-world settings (Fallon and Rutherford, 2011).
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Component Two 
Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Greetings, Katie W.,


Your evaluation of the Premier Inn Tamworth Central Hotel was overwhelmingly positive, and I am extremely grateful for it. Hearing about the remarkable experience you had while visiting the snow dome is something that we are really ecstatic about. The fact that you have acknowledged the high quality of the rooms as well as the exceptional service provided by the staff at our hotel and restaurant truly warms our hearts. We at Premier Inn take great pride in providing a consistent and high-quality experience for each and every one of our guests, making sure that they feel cherished and well-cared during their stay. The devotion and effort that our staff has put in is a tremendous testimonial to the feedback that you have provided. It is the best compliment that we could receive to learn that you would choose to come back to visit us again. We are looking forward to seeing you again and will do everything in our power to exceed your expectations and produce even more unforgettable moments.


Most sincere regards,

The Team at the Premier Inn Tamworth Central Hotel







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

	
Alexandru Matei
Premier Inn
 Tamworth Central hotel, Bonehill Rd, Bitterscote
B78 3HQ 




Dear Mrs. Joanna Blake, 


Thank you for taking the time to express your concern about your recent stay at Premier Inn Tamworth. We are so sorry to hear about your disappointment and the problems you encountered in room 330. Please accept our heartfelt apologies for failing to fulfil your expectations, especially in terms of room cleanliness, Wi-Fi connectivity, noise levels, and customer service.

At Premier Inn Tamworth, we endeavour to give our guests with a pleasant and enjoyable stay, however it is evident that we failed to achieve this in your case. Your opinion is crucial to us since it identifies opportunities for improvement.

Regarding the cleanliness of your room, we recognise how important a clean and pleasant environment is to our visitors. We have discussed this with our housekeeping team in order to ensure that rigorous cleaning and inspection processes are followed diligently. We strive to avoid such oversights and ensure that all rooms satisfy our high standards of cleanliness. Moreover, additional training will be provided to the employees in order to impede such situations in the future. 

We understand the aggravation created by the poor Wi-Fi service throughout your stay. Reliable internet is crucial, particularly for those who need to work or stay connected. We are assessing our present internet service and developing ideas to improve its dependability and speed, providing consistent service for all guests.

Noise disturbance is another issue that we take carefully. We are actively reviewing our noise management practices, including more soundproofing and stronger enforcement of quiet hours, in order to provide a relaxing experience for our visitors.

Customer service is important to everything we do, and we are sorry to hear about your experience with our team. We are dedicated to offering a polite, helpful, and efficient service. We will strengthen our training programmes by emphasising the value of responsiveness, helpfulness, and empathy. Our team is urged to take ownership of any client complaint, exhibiting real concern and effectively resolving concerns.

We appreciate the letter and are taking urgent action to address these issues. As a sign of our commitment to guest pleasure and to compensate for the inconvenience, we would like to provide you a free stay. This deal includes a weekend stay in one of our premier rooms, with special attention paid to providing a comfortable and enjoyable experience.

Mrs. Blake, we trust you will give us the opportunity to re gain your faith in Premier Inn Tamworth. Please contact our Guest Relations Manager at your convenience to schedule your complimentary stay. We look forward to welcome you back and providing you with the excellent service and experience you deserve.

Thank you again for bringing these concerns to our attention. We dedicate ourselves to using your comments as a learning opportunity to enhance our services and ensure that every guest has a pleasant stay at Premier Inn Tamworth.




Sincerely,

Alexandru Matei.
Manager 
Premier Inn Tamworth












































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

	
Key Skill 1 – Customer Service Skills  


	Customer service abilities are essential in hotel front office operations, as workers are the initial point of contact for visitors, influencing their overall experience. These talents include a variety of competencies such as effective communication, problem-solving, empathy, adaptability, and the capacity to operate under pressure. Corgel, Sturman and Verma (2011) emphasise the importance of front-line staff in providing promised service, emphasising that guest contact personnel are crucial to ensuring client satisfaction. This is especially true in circumstances where problems develop, such as at the check-in desk, emphasising the necessity of staff abilities to respond effectively while maintaining visitor happiness. According to Fallon and Rutherford (2011), front desk candidates must be able to multitask in a fast-paced setting and manage dispute situations calmly, both of which are vital for sustaining operational efficiency and client pleasure. These workers must be carefully chosen and trained because they represent the hotel and have a big impact on the guest experience. Furthermore, Bardi (2011) specifies certain telephone handling abilities required for front office operations, such as prompt replying, clear communication, and active listening, which are critical in providing high-quality customer support. Also, Nguyen (2019) highlights the capacity to empathise with visitors and personalise services to their needs, stating that front office professionals play a unique role in implementing revenue management methods due to their technical and interpersonal abilities. Real-world examples, such as Waldorf-Astoria staff being cross-trained to improve guest service at the front desk as highlighted by Fallon and Rutherford, (2011), demonstrate the practical use of these abilities in improving visitor experience and operational efficiency.

	
Key Skill 2 – Communication Skills 


	Effective communication within the hotel's front office operation is essential for providing a positive guest experience, responding to guest requirements quickly, and preserving operational efficiency. This skill set encompasses both verbal and nonverbal communication, active listening, clear articulation, and the capacity to successfully communicate information to both guests and teammates. ASET (2013) emphasises the necessity of telephone handling as a critical component of front-office operations, emphasising the requirement for preparedness, rapid responses, and clear, courteous communication. These abilities are critical for making a good first impression and effectively handling guest inquiries and concerns. Fallon and Rutherford (2011), address the need of hiring front-of-house employees that are comfortable working in public, capable of multitasking in fast-paced contexts, and good at handling stressful situations without losing composure. The capacity to communicate effectively under duress is critical to ensuring guest happiness and operational efficiency (Cottrell,2019). Furthermore, Bardi (2011) stresses the importance of interdepartmental communication for smooth hotel operations, highlighting how front office coordination with departments such as housekeeping, engineering, and maintenance is critical for providing flawless services to guests. Real-world examples, such as cross-training personnel at the Waldorf-Astoria to speed up check-in and checkout operations, demonstrate the relevance of communication skills in improving client service (Fallon and Rutherford, 2011). This technique not only increases operational efficiency but also guarantees that personnel are prepared to manage a wide range of guest interactions, in this manner improving the overall guest experience.

	
Key Skill 3 – Organisational Skills 


	Organisational abilities in hotel front office operations are critical for ensuring that hotel services run well, from guest check-ins to reservation management and departmental coordination. These abilities enable front-of-house personnel to effectively manage the complicated logistics that come with running a hotel's operations (Vallen and Vallen, 2014). The ASET (2013) also underlines the difficulty of managing a large hotel with many employees, customers, and rooms, emphasising the significance of adequate planning and job division based on the size of the organisation. Effective organisational skills are required for the front office department to run efficiently and smoothly, which necessitates clear duties and responsibilities for each staff member. Similarly, Bardi (2011) highlights the front office's function as the primary control centre for all room services, including as reservations, registration, and guest services. The front office manager must be an effective planner, directing resources such as people, money, time, work techniques, materials, energy, and equipment to fulfil the property's goals. To effectively handle the many parts of the front office, one must have a high level of organisational skills. Similarly, Fallon and Rutherford (2011) highlight the importance of the front office manager in facilitating communication, issue solving, and organisational interface. This work includes prioritising and addressing several difficulties, as well as making quick judgements based on solid judgement, all of which are supported by strong organisational abilities. In practice, hotels such as the Waldorf-Astoria have introduced cross-training programmes for personnel to improve front-desk service. This technique not only improves operational efficiency but also ensures that staff are prepared to handle a wide range of duties, demonstrating the application of organisational skills in a real-world situation (Fallon and Rutherford, 2011).










	
Key Skill 4 – Problem Solving Skills 


	Problem-solving is an essential ability for front-of-house employees in hotels, who must deal with a variety of difficulties ranging from guest complaints to operational hiccups. Tewan (2009) provide an example in which the front desk manager must address difficulties such as reservations not being transmitted to the front desk in a timely manner, resulting in visitors having to repeat information and delays in service. This issue highlights the importance of effective problem-solving tactics, such as establishing communication routes between departments to ensure information is exchanged efficiently and timely. Furthermore, the necessity of problem solving extends beyond dealing with logistical challenges to resolving guest concerns in a way that maintains satisfaction and loyalty. Corgel, Sturman and Verma (2011) give an example of a front-desk staff who, when confronted with an overbooking issue, imaginatively compensates guests with amenities to alleviate possible displeasure, displaying an inventive approach to problem-solving that improves the client experience. In addition, Nguyen (2019) highlights the front office's role in revenue management, focusing on problem handling in instances such as overbooking. Front office employees must interact effectively with visitors in order to manage expectations and find solutions, such as arranging for accommodations at another hotel, demonstrating problem-solving that balances operational needs with customer happiness. At the same time,  Cottrell offers an approach to issue solving that is well-suited to the dynamic and frequently unpredictable nature of hotel management. She emphasises the necessity of comparing present issues to earlier instances, arguing that knowing the similarities and contrasts can provide useful insights for designing effective solutions (Cottrell, 2019, pp. 102–103).
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