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Executive summary
This report has highlighted the hotel administration as well as process of placement. This report has focused on the three components. The first component showcased the reflection on the process of placement in front office department of Premier Inn Hotel. A personal development plan has been shown. In second component the review of advisor on the basis of given scenario have been explained. A letter in the reply of letter of complaint has been showcased in this report. The component three of this report has demonstrated the skills. The skills includes customer service skills, communication skills, organizational skills and problem-solving skills. The impact as well as overview of these skill have been focused in this report. 
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[bookmark: _Toc157444436]Introduction
This report will highlight a discussion on hotel placement. The administration of the office and front office operations will be discussed in this report. There will be three components in the report. The first component will include a student journal. A reflective journal will be written based on the placement experience of the student. The experience of getting a placement in the front office department of the hotel will be analyzed in this portion of the report. Gibbs's reflection model will be used for the analysis. 
Task two will include an analysis of a given scenario. The initial portion of this component will discuss a few analyses of the positive reviews. The positive reviews of the company from trip advisory will be included in this part. The next portion of this component will include a letter of complaint. This will be an answer to a letter received from an unhappy guest. The third component will discuss a few skills. The skills that a front desk worker needs to have, will be discussed in this part of the report. Further, four different skills will be discussed. 
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It is the model that helps in the reflection and is cyclical. It helps to improve personal skills. The model is demonstrated through six different stages. The stages are description, evaluation, feelings, analysis, and conclusion and an action plan. This model assists in learning from past experiences (Rozikov, 2023).
I had gone through a placement process in the front office department of  Premier Inn Hotels. The experts from the Premier Inn Hotels come to take the interview. I have attended the interview. I had met the criteria for attending the interview. I had scored more than 70% overall. I had passed the first round of interviews. I had attended the second round of interviews. In that round, some practical questions are asked based on my training during my course. I then passed the interview of the second round and attended the 3 round interview. It is the face-to-face round and the hardest round. In the 3rd round questions about my background, interests and many more have been asked. I had to answer those questions and improve my critical thinking skills. Further, the interviewer presented me with the offer letter to join Premier Inn Hotels. I have a good experience of placement in the front office department of Premier Inn Hotels. I faced some challenges during this process of placement.  I had a fear of attending the interview based on the reviews of previous students. I faced the issue of communication during many parts of the process.
I had a lot of changing emotions during the duration of the process of placement. I was in tension before attending the process. The levels of tension became higher with the entry of different rounds. After that, I felt excited after clearing each round of interviews. There are some emotions of guilt at the time of the interview. The reason behind this emotion was I could not answer some questions of the interviewers. At the same time, the feeling of confidence was also going after passing each interview. I was in a state of suspense at the time the interviewees were telling me the results. I also felt challenged while committing to guests. I learned that I have to develop my problem-solving skills to handle guests efficiently. 
The front office department needs various skills for the satisfaction of guests (Raoufi, 2020). The front office department needs good skills of communication to communicate with guests. The skills to organise are essential for doing the provided job efficiently. Time management skills also play an important role front office department (Bittner et al., 2023). It helps in managing time properly and provides guests with good services. Flexibility skills are also important for the growth in the hotel industry. The front office department needs flexible workers to provide better services to guests (Rozikov, 2023).
I had the skill of managing time. It helped me to manage the time of my work. It leads to the satisfaction of the guests of hotels. I had good skills in organisation that helped me a lot. It assisted me in organising the rooms of the guests properly and providing them with well-decorated rooms. I knew the skills of front office procedures. It helped me in getting the placement of Premier Inn Hotels in the front office department. Flexibility is another skill that would help me to work at any time as required in the front office department (Rozikov, 2023). 
These skills also helped me in the various stages of the process of placement. The skill of time management helps to manage my time during interviews and answer the interviewers properly.  My flexibility skills assisted me in solving the problem of the working hours after the placement. The skills to organise in me assisted in organising my studies and other skills well during the process of placement. It also helps to organise my answers to the questions of the placement enterprise.
The placement enterprise during the placement process provides much information about the job role. They helped me to understand the needs of guests in Premier Inn Hotels. The information also helped me to know the process of managing guests. The interaction with guests helped me to communicate well with them. The demands of guests were also known to me at the time of interaction with them. The process of placement assists me in understanding my skills. It also helped me to understand the skills that I need to develop.






Personal Development Plan
	Skills
	Process to Develop
	Impact of skills
	Time-bound

	Active Listening
	I will listen to others minutely. 
	It will help me to understand the problems of guests.
	2.5 months.

	Cleaning Methods
	I will read the books and journals on front office.
	It will help me to flourish in my determined job role.
	2 months.
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	Trip Advisor Review Response 150 words +/-10%

	Hi Curious,
Thank you for taking the time to leave us five star review. We are glad to hear that you were satisfied with our service. Our staff were willing to do anything for the satisfaction of our customers. The management and the team of our hotel are committed to delivering high-quality service, and your feedback is a great encouragement to us. We are proud of where our hotel is located and we can provide such an amazing view of one of the most beautiful and famous cathedral in England to our guests. The little gesture like birthday card and chocolate are our aim to bring you a little home comfort and make every guest feel as special as he is. Thank you for recommending Premier Inn to many people. We love making our guest’s days and we can not wait to have the opportunity to make you smile again. Thank you for choosing us.




	Screen shot of referenced Trip Advisor review used[image: ]:

(Trip Advisor, 2023)

	

	

	

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

	

Premier inn 
London, United Kingdom
January 29th, 2024

Mrs joanna blake 
558 Longford Road, 
Swansea
SA1 2AR 

Subject: Reply to the complaint 
Dear Sir/Madam, 
This is a reply to your complaint letter. Firstly, we are extremely sorry for the inconvenience that you faced during your stay at our hotel. We have read the problems you faced and tried to find out the reason behind the inconvenience. It is an assurance to you from our side that we will work on those matters. We are extremely ashamed to meet your expectations of our hotel. The cleanliness concern is being taken care of. The employment and training process of the hotel is being taken care of. Various skills are implemented in the process of employment at our hotel. 
The employment process of the company follows an effective process. We went to renowned hotel management institutions to get employees for our hotel. The top students from those institutions are being taken through the placement process. The shortlisted students are provided with a proper training process. Thus, all the employees of our company go through an effective process of training that makes them efficient. There must have been a problem with the process of providing service to you. The newly trained employees were working in that section, on that night. There must have been a communication problem. The problem has been taken care of. The misunderstanding of the employees has been cleared. Thus, we can assure you the next visit will be better for you.
The problem regarding the wi-fi has also been solved. The internet provider of the hotel was delaying the process of providing service. This problem is also solved on our part. The scope of a complaint will not be provided further. The owner of our hotel is Whitebread. They are the largest hotel brand in the whole nation. Thus, the ownership of the company is providing extreme care to the process of providing service. Thus, we can assure you that there will be no complaints in the process of providing service to the customers. 
Providing a proper solution to the problem solving is also being taken care of. The efficiency of solving the problems is dependent on many aspects. Critical thinking, creativity, decision-making and information process are the various aspects of problem-solving. All those aspects are taken care of. The employment process of the company emphasizes the skill of problem-solving, to ensure a proper process of providing service. Thus, your complaint is being instant care of. Taking effective care of the inconvenience faced by the customer is the main concern of our hotel.
I hope this letter will be able to assure you of the process of solving the inconvenience faced by you. We are once again extremely sorry for the discomfort you faced during your stay at our hotel. We can assure you that we will be able to provide you with a more efficient service on your next visit to our hotel. 
Thank you for considering us. 
Sincerely, 
Manager 
Premier Inn
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Key Skill 1 – Customer Service Skills  


	

Working at the front office of a hotel needs a variety of skills. All the skills have different efficiency that helps an individual. The adaptation of those skills provides help to the company. The front desk position needs extra attention, as maintaining a personable nature is essential here (Corgel et al., 2011). Thus, adopting the necessary skills is important in this aspect. The daily operations of a hotel are controlled by the person working at the front desk. Thus, choosing a candidate to work at the front desk of a hotel requires considering a variety of skills. The person working at the front desk needs to be responsible for the daily operation. Having powerful control over it is necessary (Bardi, 2011). 
Customer service skills are essential for a front desk worker to maintain. Various aspects are essential to maintaining an efficient customer service skill, speaking skills are essentially important to work at a front desk with efficiency. The main job of a front desk worker is to talk to the employees and customers to run a smooth process of work. Thus, the individual needs to be an effective speaker. Adaptability is another important aspect to have. Working directly with the public needs an efficient quality of adopting various things and circumstances. The pattern of working at a front desk is never the same as the first day. Thus, it is essential to adopt frequent change and provide solutions accordingly. Mental flexibility is essential to cope with a newly occurring situation (Hammer, 2016).
Showing empathy towards others is also essential in this aspect. The ability to understand the emotional state of the other person is essential for a person to work at a front desk. The ability to comprehend the point of view of the other person is essential to have. This ability provides a person with the ability to work more effectively. Not every situation asks for the most effective problem-solving. Sometimes the skill of empathy provides a sense of trust to the other person. The profession needs a clear communication skill to be more effective. Answering all the questions of the customers and providing an effective solution is important. Thus, the overall process will need the person to have an effective listening skill. The combination of all those effective skills will help an individual to possess proper customer service skills (Tesone, 2010). 


	
Key Skill 2 – Communication Skills 


	
 This is the most essential skill to possess by a person working at the front desk of a hotel. Passing the necessary information to the other person is essential for this job role. There are various ways of communication. This is not only limited to the vocal skills. Maintaining an overall smooth process of work requires maintaining good communication between all the people involved. Better communication skill helps a person to understand and cultivate a situation in a better way. Thus, a sense of trust is generated through a better process of effective communication skills. Overcoming the primary diversity of the workplace is generated through this process (Tewan, 2009). 
Successful communication is necessary to be an effective worker at the front desk. The effectiveness of good communication is not essentially bound to the process of passing information. Understanding the situation behind this information and taking action according to that situation is important in this aspect (Williams, 2020). Various aspects help to improve effective communication skills. Providing a better response to the other person is influenced by the process of effective decision-making. The effective way of problem-solving and strong decision making, helps the person to deal more effectively. The overall process helps to generate productivity. A consistent workflow is generated by maintaining an effective communication skill of the front desk worker (ASET, 2013). 


	
Key Skill 3 – Organizational Skills 


	This is the most required skill of a front desk worker. This is important for this person to work in a more organized way to deal with any situation. There are various aspects of organizational skills, that help an individual to work with more efficiency. Thus, it is important to have a better understanding to cope with any occurred situation. An effective organisation will help to meet the deadlines. The proper way of organisation thus, helps to decrease the work pressure. Consequently, it helps to cope with the job role more efficiently. The proper knowledge of the effective process of an organisation affects the performance of an individual (Fallon and Rutherford, 2011). 
The efficient use of available resources is known as organizational skills. Thus,  the efficient and effective use of the resources makes the whole process of work easier and more productive. The effective reason behind being organized involves many other aspects (Wood, 2013). The effective management of time and energy at the workplace will help to generate more efficient work processes. There are different forms of dependency created by a particular organized way of working. The maintenance of workplace orders and job roles of all individuals are maintained through this process of organizational skills (Fanthorne, 2004). 
Various ways can help a person to improve their organizational skills. Making the whole process easier, is the aim of gaining an efficient organizational skill. The first step toward maintaining a proper organizational skill will help to generate an effective organisation within the workplace. The listing and scheduling process will help to generate an effective way of organisation. Executing the way according to the scheduling will help to provide a more organized way of working. Making an efficient way of communication between all the members of the team will help to the process of implementing a better way of organizational process. Thus, the process of maintaining an effective organisation will help to generate an efficient process of work (Johnston, 2012). 


	

Key Skill 4 – Problem Solving Skills 


	
Solving everyday problems is a necessary skill to have by a front desk worker. Thus, having possession of this skill is important to be an effective worker. This is the process of determining the source of a problem and finding an effective solution to that problem. There are various abilities to enhance the skill of problem-solving. The aspects of problem-solving will include the need for a proper research process. Solving a problem will essentially need the ability to gain core knowledge about the problem-solving skill. Getting more information on the problem will help to generate a more effective brainstorming process. Analysis and decision-making are the next steps to be followed in this step. The effective process of the problem and deciding according to the analysis is important in this aspect. Communication and dependability is another step to follow in this process. It helps an individual to solve the problem more effectively (Vallen et al., 2014). 	



[bookmark: _Toc157444442]Conclusion
 This report has emphasised a discussion on hotel placement. The administration of hotel and front office operations have been discussed in this report. The whole report has been divided into three components. Different aspects are discussed in all the other components of the report. The first component has discussed the learning logs. A reflective journal format is adopted to write this portion. An analysis has been done based on the placement experience of the student. Gibbs model has been used to complete the analysis in this section. 
The second component of this report analyzed the practical task of the assessment. This portion is concluded based on the provided scenario. The initial portion of this assessment has included a review analysis. The trip advisory was used to complete the assessment. The next portion of this component included a letter. The letter was written as an answer to a letter from an unhappy guest. The third component included a discussion on various skills. The skills that provide help to a front desk worker, were included in this component. Thus, an overall analysis of the process of hotel placement has been provided in this report. 
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London, Urited Kingdom
Family stay outstanding and staff are amazing so is the room over looking the cathedral and ool
down to the main high street

Review of Premier Inn Canterbury City Centre hotel

@OO®®® Revicwed3weeksago [ via mobile

Absolutely amazing clean and tidy can't ask for anything else staff are friendly and will do anything to make your
stay happy and thank you for the card for my son on his birthday when we were there very much appreciated and for
the chocolates he loved them

Date of stay: January 2024

Room tip: Park ring and ask no problems anything you need always sorted

Trip type: Traveled with family
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