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	Introduction 
By maintaining such a journal, I will be able to assess the amount of time I spent at the Premier Inn Stevenage North front desk. The hospitality industry is analysed in this article using Kolb's Experiential Learning Cycle as a framework. This self-reflective walk will consider individual sentiments, broader perceptions, theoretical discoveries, and practical implications (Chiu, 2019). Using this systematic approach in my job search within the ever-evolving hotel management industry will prove invaluable.
Concrete Experience 
During my tenure as a front desk receptionist at the Premier Inn Stevenage North, one of my most memorable experiences occurred during an exceptionally hectic weekend due to an unforeseen overbooking issue. Our reservation system error resulted in a situation where the number of visitors exceeded the available lodgings, and all promptly approached me for assistance (Watson et al., 2019). The visitors and I were under tremendous pressure to find a solution immediately. An anxious crowd of weary travellers zigzagged through the foyer in pursuit of check-in. I was tasked with devising a solution to a potentially contentious issue that would not jeopardise Premier Inn's impeccable reputation for accommodating guests. I am consequently better suited to manage crises and interact with hotel clients.
Reflective Observation 
Upon careful consideration of the overbooking issue, I developed a sense of concern and was inspired to initiate a course of action. I was initially stunned by the magnitude of the circumstance and the realisation that the happiness of so many individuals depended on my judgment. Originally, my objective was to devise a resolution that would not hurt the hotel's standing or the satisfaction of its clientele (Morris, 2019). By closely observing the visitors' varying degrees of distress, I gained valuable insights into the significance of open communication and empathy when confronted with difficult situations. 
The incident underscored the delicate nature of the hospitality sector and the criticality of timely, informed decision-making. The fact that the front desk altered the atmosphere of the foyer was palpable and further evidence of the significance of their position. Working at the front desk has not only assisted me in maintaining composure in high-pressure situations but also reinforced the hotel's core service values.
Abstract Conceptualization 
The issue of overbooking at Premier Inn Stevenage North could be addressed by implementing diverse hospitality management technologies. It makes perfect logic that consumers' perceptions might improve once a service issue has been resolved, as the Service Recovery Paradox suggested. As a result, I endeavoured to manifest aesthetic appeal and structure into the notion of what had hitherto appeared to be ruined.
Similar insights can be found in the book "Crisis Management in Hospitality," which stresses the importance of having the capacity to think clearly and act swiftly when under duress. It is imperative to uphold stability and empathy under pressure to deliver exceptional service and earn customers' approval (Secheresse, Pansu and Lima, 2020).
The Communication Accommodation Theory posits that individuals should adapt their communication style when they acquire knowledge regarding their discussion companion, as the narrative supports. As the host of a heterogeneous group of individuals, each with specific requirements, I was compelled to customise my remarks to suit their needs.
The results supported the expectation that consumers will be more dissatisfied when the service levels they receive fail to meet their expectations (Yusof et al., 2020). This lends credibility to the expectation distress model. An initial interruption in service occurred; however, I made every effort to rectify the situation by delivering outstanding assistance to patrons.
Active Experimentation 
The insights gained from the overbooking incident at the Premier Inn Stevenage North will certainly influence my future decision-making. Moving forward, I intend to implement strategies to mitigate the profound impact of such crises. In case of complications, it is imperative to assess online reservation systems and establish contingency plans, such as connections with neighbouring hotels (Idkhan and Idris, 2021).
If that situation had arisen again, I would have prioritised maintaining open communication channels and demonstrating empathy immediately. Strictly managing visitors' expectations and reducing dissatisfaction could be achieved through timely communication of the problem and potential resolutions. I have acquired enhanced readiness to confront such circumstances due to the crisis communication and customer service training I have undergone (Wallace, 2019).

Although I acknowledge the need for further development, I believe overbooking can be alleviated by implementing precise and synchronised reservation systems. As I strive to enhance the standard of service provided to hotel patrons, the data presented here will prove to be of immense value (Sudria et al., 2018).
Conclusion 
The incident at the Premier Inn in Stevenage North catalysed the improvement of my problem-solving, empathetic communication, and crisis management proficiencies. As a novice in the captivating hospitality domain, my readiness to confront an extensive array of circumstances is enhanced by the self-reflection rooted in Kolb's cycle.
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	Trip Advisor Review Response 150 words +/-10%

	Dear RyanM,
The management of Premier Inn Stevenage North expresses gratitude for the consideration the user provided and appreciates the effort to post it on the TripAdvisor platform. We are delighted to see that our courteous personnel have shown commendable performance.
Your kind words have been passed along to our hardworking crew, who, day in and day out, put in a lot of effort to guarantee that every one of our clients is completely satisfied with our services. The diversity of the hotel's breakfast and how clean the rooms are consistently complimented, which is greatly treasured.
The ideas that you have given are held in very high regard, and we are grateful to you for doing so. We look forward to having you back and staying with us again in the not-too-distant future. Please do not hesitate to contact us at any time if you have any concerns or questions about the vacation you have planned.
Warm regards,
Front Office Manager, Premier Inn Stevenage North












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

	Dear Guest,
Subject: Response to Your Stay at Premier Inn Stevenage North
I am sorry to hear about the tragic event during your recent visit to this site. Please accept my apologies. Your letter of concern about the disorderliness and the high noise level has been brought to my attention, and I have noted it. Your feedback will be considered for incorporation into further iterations of our services.
We are sorry to hear that your recent stay at the Premier Inn Stevenage North was not up to your expectations, particularly regarding the quality of service and cleanliness offered. I am sorry that your previously tranquil life has been thrown into disarray, and I am even more unfortunate that I have ignored your worries. Please accept my apologies.
It is essential to recognise that this is the minimum effort necessary to maintain operating efficiency at its current level. To lessen the probability that this will happen again, I have discussed it with the people in charge of cleaning and have gone over all of the policies and practices they have in place. I have planned supplemental training sessions for our employees to improve our organisation's ability to assist customers experiencing difficult conditions.The possible repercussions of noise pollution at relative peace and quiet times are easy to picture in one's mind. 


The techniques that we use to assign rooms will undergo some changes so that we may better accommodate those who would feel more comfortable in an atmosphere with lower noise levels. To mitigate the negative effects of noise pollution, our study's primary emphasis is investigating alternative strategies for sound insulation.
As a token of our sincere regret and unwavering commitment to ensuring that your needs are met to the fullest degree, we would be honoured if you would accept our gracious offer of a complimentary one-night stay in a luxury suite. Our management staff will thoroughly examine this location to ensure that it continues to live up to the high standards we have set for it. We are so thankful for your support that we have decided to treat you to breakfast each day of the week as a token of our appreciation for everything you have done for us.
Regaining your trust in the quality of our products and services is a primary focus for our firm. Criticism is considered a helpful channel for strengthening and expanding one's talents and progress, and it often comes in the form of constructive criticism.
If you have any more questions or want further help during your complimentary stay, please do not hesitate to contact me at [Your Contact Information]. Premier Inn Stevenage North wishes to convey its excitement about the prospect of receiving future business from you and its commitment to preserving the excellent standard of service that has resulted in a high level of contentment among our previous clients.
After considering what you have to say, we would value the chance to work together with you once again very highly.
Yours sincerely,
Front Office Manager
Premier Inn Stevenage North
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Writing in essay format 

	
Element 1 – Pre-Arrival 


	The first phase of a hotel's customer experience, known as the "Pre-Arrival" stage, transpires before a guest's formal check-in process. Ensuring a favourable beginning in consumer interactions has significance. Conceptual Framework and Divergent Perspectives: sharing information or resources with others. It involves distributing or giving access to something. Effective management before an individual's presence is contingent upon the establishment of transparent channels of communication. In addition to verifying a reservation, a confirmation email must provide pertinent details about the hotel, including its geographical position, parking alternatives, check-in/check-out timings, and available facilities (Woods and Homer, 2021). It is plausible that this measure may enhance the guest's sense of comfort and familiarity throughout their stay in the locality (Matsuura et al., 2023). There has been a recent trend towards prioritising visitor pleasure in the hotel sector. Hotels might enhance their ability to cater to visitors by using the information acquired throughout the booking process to individualise and tailor their customers' experiences. A potential inference that might be drawn from a guest's request for a higher floor upgrade is that they place significance on their contribution to the hotel's decision-making procedures. The hotel can engage in upselling and cross-selling activities by offering spa treatments and dining reservations to potential guests before their arrival. The quality of their experience positively influences the likelihood of visitors engaging in monetary transactions during their stay. The increasing significance of incorporating several technological modalities is becoming more apparent (Tefera, 2021). The increased use of smartphone apps that expedite online check-in, hotel selection, and contact with concierge personnel can significantly enhance consumers' pre-arrival experiences. Prior knowledge of what to expect might assist visitors in feeling at ease and fully enjoying their stay. The act of informing visitors of forthcoming construction, service interruptions, or other activities significantly mitigates the likelihood of them encountering unfavourable circumstances.


	
Element 2 – Arrival 


	The Arrival phase is key in connecting with the visitor and creating a favourable first impression. The pre-interaction phase encompasses all activities before a guest engages with a front desk staff member at a hotel. The registration process must be free of any disruptions or complications. The positive emotional state of a consumer may rapidly deteriorate if they encounter unnecessary inconveniences or delays (Baverstock et al., 2018). Technological advancements, such as using self-service kiosks and the availability of smartphone check-in options, may be implemented to expedite this process. Guidance for Personnel The importance of front desk workers is increasing. The most effective customer service representatives are characterised by their prompt responsiveness, extensive expertise, and amiable demeanour. Hotel staff members must possess the necessary knowledge and readiness to address visitors' inquiries about the local area and the hotel's facilities—the effective management of order variations. The finalisation of your reservation is contingent upon fulfilling all the requirements stipulated at its creation (Monteiro, 2022). Including personalised demands, such as specific lodging preferences, dietary needs, or unexpected amenities, can augment the client's overall satisfaction. When guests check-in, they should get a briefing about the hotel's amenities, services, and rules. The hotel can provide guests with information about the Wi-Fi password, availability of breakfast, and operating hours of the fitness facility. Resolving a Stalemate: Promptly addressing any concerns or problems upon their recognition is important. The entire tenor of the visit may be contingent upon the replies elicited from these preliminary inquiries.


	







Element 3 – Duration of stay 


	The segment of the customer life cycle known as the "Duration of Stay" pertains to the whole of time that a client spends residing in a hotel. This particular phase is characterised by its extended duration compared to other stages. Ensuring the preservation of the hotel's customary level of service is paramount under the present circumstances. The proactive attitude of the hotel personnel contributes to the overall improvement of many hotel operations, including housekeeping, food service, and facility maintenance. Efficient responsiveness to customers' demands is crucial for housekeeping personnel to maintain high levels of customer satisfaction. Every area must be kept in pristine condition and well-furnished (Amrine et al., 2019). Certain aspects of cleaning need quick attention. It is essential that patrons of a hotel's dining establishment consistently get meals of exceptional quality and are provided with amicable and attentive service. This objective may be achieved by providing an extensive assortment of food items of superior quality, catering to the specific dietary requirements of visitors, and ensuring that the dining environment is enjoyable and conducive to relaxation. Guests must be provided with convenient access to prompt medical aid in the event of an unforeseen emergency occurring during their duration of stay. There may be instances where one must address maintenance requests or noise complaints. The ultimate perceptions of visitors about a particular location may be greatly impacted by how these types of concerns are effectively resolved. Customers like personalised service, such as when retailers address them by name and demonstrate genuine concern for their well-being. It is recommended that visitors be solicited for input during their duration of stay to identify and address any issues that may arise, hence improving the overall experience.

	
Element 4 – Departure 


	Upon the conclusion of a guest's reservation and subsequent check-out, the commencement of the "departure" portion of their journey is indicated. Efficient and Expedited Payment Process: Establishing a well-structured checkout system is paramount. The check-out process is convenient, with kind staff members willing to assist in carrying your luggage and providing directions to your vehicle. Various methods may be used to get customer feedback, such as comment cards, online surveys, or direct inquiries made during the transaction (Narote et al., 2018). 
The absence of this information makes it difficult to assess client satisfaction or detect potential issues. The last impression may often have a significant and enduring impact. Expressing gratitude to visitors and extending an open invitation for their return may significantly enhance guest retention and pleasure. The hotel guest's experience extends after their departure. The act of sending a newsletter, customer survey, or thank-you email to a visitor after their interaction with your website has the potential to foster their inclination to revisit the site. Incentivising consumers to enrol in a hotel's loyalty program during check-out is highly recommended since this may significantly enhance the likelihood of their future patronage (Mabel and Britton, 2018). These programs provide various types of remuneration for recurring transactions. Customers may continue to have unresolved inquiries or apprehensions long after they depart from the retail establishment. The hotel's commitment to the welfare of its guests is apparent even after they have passed from the establishment.
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RyanM wrote a review Nov 1
9Southport, United Kingdom - 2 contributions - 1 helpful vote:

This hotel is one of the best i the areal | regularly travel to Stevenage for
business and have to book well in advance to ensure | can get into this hotel.
Walking into a clean comfortable room and tended by friendly staff is the
absolute bare minimum you can expect from this hotel. The food is exactly what
is needed and the staff in the restaurant couldn’t look after myself and
colleagues enough. All the team at the hotel and restaurant couldn't be doing a
better job! Always a pleasure to stay here.

Read more v

Date of stay: November 2023

This review i the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripodvisor
performs checks on reviews as part of our indlustry leading trust & safety standards. Read our transparency.
port to learn more.





