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Starting my placement at Rotherham's Premier Inn was an immersive experience that involved me in the busy world of the front office. The hotel, which has sixty-two rooms distributed over three stories, “is comfort you can count on.” (Premier Inn, n.d.). Fostering a culture that values attention to detail, a dynamic team of four receptionists, three night-porters, a manager, an executive manager, and nine housekeepers ensures the hotel operates smoothly.

The role's dynamic nature is highlighted by evaluating the hotel's occupancy rate in 2023 of 82.7% (Statista, 2023), and the weekend surge of tourists. The hotel's solid focus on maintaining lofty standards of cleanliness and its devotion to the "WAW factor" (Wow at every Welcome) demonstrated its commitment to delivering an outstanding guest experience. When it comes to the degree of intimacy and duration of the customer interaction, these services are overly complex. (Tesone, 2010, p. 5).

In-depth training via the internal Whitbread Academy portal accompanied my introduction to the complex operations of the front office. Taking courses on topics like Reception and Health and Safety helped me to develop awareness and a sense of responsibility.

The skills of time management, multitasking, diligence, and crisis management were acquired in the harsh environment of day-to-day operations rather than being just theoretical ideas. There was a sense of anticipation when it was revealed that Bart would soon be replaced by Opera, offering a blend of continuity and adaptation.

Beyond the virtual classroom and into the domain of learned skills, the immersive learning experience continued. All the skills I have learned, from how to resolve conflicts and develop teamwork skills, to how to manage feedback, have added to the complex image of my front desk experience.

With its distinct personality and committed staff, the hotel became more than just a place of practice; it became a blank canvas on which I could absorb fundamental skills, explore the nuances of hospitality, and establish the foundation for my future endeavours in the field.

It is clear from reflecting on the variety of experiences, the interactions with coworkers and guests, and the difficulties encountered during busy times that adaptability and efficient communication are essential components of successful front-office operations. Answering questions from visitors or staff is more than just a job; it is a chance to make a good first impression and represent the hotel's dedication to quality.

Emotions and sentiments shifted between the excitement of managing an influx of weekend visitors and the difficulty of skillfully managing guest grievances. The unexpected obstacles faced served as both operational challenges and opportunities for personal development.

I am aware of the progress I have made in problem-solving, multitasking, and conflict resolution as I assess my performance and front desk skills. Through the complexities of responding to various guest inquiries and changing to suit their requirements, I have enhanced my understanding of customer service. Positive professionalism and the capacity to remain composed under pressure are my strongest suits. I can make improvements in two areas: improving the level of understanding about the upcoming change to the Opera system and improving time management during peak times.

This placement has had a major influence on how I see the front desk's responsibility for delivering a satisfying visitor experience, "a pleasant, efficient, and safe visit" (Bardi, 2023, p. 184). The conversations with coworkers and visitors provided an example of the larger hospitality sector. It became clear that the front desk is more than just a place for transactions—it is the starting point for an amazing stay.

In summary, there are numerous important lessons to be learned from the front office placement. In the fast-paced world of hospitality, flexibility, clear communication, and a dedication to guest satisfaction are critical. The front desk is crucial in determining how visitors view and interact with the establishment. 

My interest in the hospitality sector has been cemented by this experience, which has also paved the way for future growth on both a personal and professional level. The obstacles I have faced and surmounted, the abilities I have developed, and the realisations I have had have all influenced my path towards ongoing progress. I intend to take additional training to improve my skills even more. Seeking guidance from experienced team members can provide useful information. To address errors and guarantee continued progress in this dynamic field, it will be essential to engage in constant reflection and feedback seeking.

In conclusion, this reflective journal captures the life-changing experience I had during my front office placement, permanently changing my perspective of hospitality, and directing my career path towards success in the field. The hotel, with its distinct personality and committed staff, is an educational environment where I could learn new skills, gain insight into the subtle aspects of hospitality, and establish the groundwork for my future aspirations.
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Peter,

We truly appreciate you sharing your wonderful Premier Inn Rotherham East experience. We are overjoyed to hear that your satisfaction was influenced by our roomy accommodations, comfy beds, and handy location. That the Beefeater dining options fulfilled your expectations and offered plenty of options for a satisfying dining experience is encouraging to hear.
Your praise of our employees' kind and competent manner at Beefeater and the hotel was the high point of our day. It's very satisfying to know that our team was instrumental in making your trip unforgettable.
We sincerely appreciate your flawless rating of “ten out of ten” and strong recommendation. We're committed to upholding these high expectations, and we excitedly await the chance to welcome you back for another wonderful stay. Your encouragement inspires us to continually deliver exceptional service.

Warm regards,
Premier Inn Rotherham East Team













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

	

Letter of complaint
Mrs. Joanna Blake
558 Longford Road
Swansea
SA1 2AR
January 18th, 2024
Subject: Response to Complaint

Dear Mrs. Blake,

I hope you are doing well. Thank you greatly for taking the time to share with us about your recent stay at our hotel. We value your opinions greatly and would like to sincerely apologise for any inconveniences you experienced while staying in room 330.

I want to start by letting you know that we truly apologise for any inconvenience caused and that we take your feedback very seriously. We are actively addressing every concern you brought up, and I want to reassure you that your feedback is an essential instrument for our ongoing improvement.

I am truly disappointed to hear that our standards were not fulfilled concerning the cleanliness issues in your room. Allow me to reassure you that we are currently reviewing our housekeeping procedures right now. To guarantee a complete and reliable cleaning procedure in each of our rooms, we are putting corrective measures into place.

It is very troubling that you experienced problems with our Wi-Fi service. We are aware of how crucial dependable connectivity is, especially when it comes to business-related issues. You can be assured that our IT staff is actively looking into what caused the issues and slow speeds you encountered. We're determined to fix this so that visitors will always have a flawless online experience from us.

I sincerely apologise for any inconvenience this has caused you regarding the loudness of the hotel. We are addressing this issue with our staff to ensure a more tranquil setting for all our guests because we know how important it is for them to sleep peacefully at night.

It is quite worrying to hear what you had to say about the customer service you received. We must offer timely and beneficial support, and I truly regret any shortcomings in this regard. To improve our team members' problem-solving and responsiveness, we are providing them with additional training.

I want to reassure you following your experience that we are taking these problems seriously. Your worries don't align with the high standards we strive to maintain, and we're determined to earn back your confidence.

I realise that you left without bringing up these concerns during your visit, and I sincerely apologise for that. We value your input greatly and want to reassure you making the changes that are required. I would like to extend to you our commitment to resolving these issues by providing you with a complimentary two-night stay at our hotel, which includes complimentary meals and extra amenities.

I will oversee putting these corrective measures into action, and I would welcome the chance to talk with you in person to learn more about your experience. Tell us when it's most convenient for you, and I'll make the required arrangements. 

I thank you once more for bringing these issues to our notice. We are committed to making sure you have a great and enjoyable experience staying with us in the future.

Warm regards,
Robert-Daniel Mihalcea
Premier Inn Rotherham East
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Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	The role of the front office is one of the most pivotal and important roles in generating revenue for the hotel and in maintaining the reputation of the hotel’s brand management. The initial role of the front house desk agent primary point of their job contact is to greet and attend to the guests with beyond responsiveness. The tasks of the front office staff include upselling the rooms, promoting the amenities of the hotel, and resolving the issues of the guests (Peng et al., 2022).  Beyond these tasks, they facilitate the check-ins and check-outs of the guests promptly ensure positive reviews of the guests and extend the business of the hotel. So, the considered skill set required for front office operations includes salesmanship, crisis organisation, and brand ambassadorship. This essay will delve into these perspectives and aim to offer an inclusive perception of the comprehensive role of the front office in the general achievement of the hotel industry.

The importance of customer service cannot be overstated when it comes to front-office operations in the hospitality industry. It is considered the foremost skill that every front office operation agent should possess. This ability has a direct impact on the satisfaction and loyalty of guests. According to Shehawy (2022), national customer service involves several crucial aspects, including understanding the needs of guests that may go beyond their expectations and resolving any issues promptly and effectively. In the hotel industry, these important aspects translate into the way guests are greeted upon arrival. The front desk agent should be attentive to their problems and concerns and personalize their experiences to create memorable moments. For example, The Ritz-Carlton is renowned for its unparalleled service, and its employees are empowered to go beyond their abilities to produce contented guests (Shehawy, 2022). As an example, when I got on duty at my placement hotel, the guest was given a room in a blind spot, with very low WI FI coverage, so I had to search the entire hotel for a decent WI-FI connection before finding a suitable room. After finding a suitable room, in the room exchange process, I wrote a personalized note showcasing the promise to anticipate and fulfil the desires of our guests. The guest was very happy, as he could not miss an important meeting the next morning and he was willing to leave and ask for a refund. This level of attention to detail goes a long way in creating a positive and memorable experience for guests. Corgel et al. (2011) also emphasize the importance of the front desk agent's ability to address guests' needs and concerns promptly and efficiently. Therefore, front office operations in the hospitality industry must prioritize customer service and ensure that their guests' needs are met in the best possible way.


	
Key Skill 2 – Communication Skills 


	

The next important skill required in the hospitality industry is effective communication. This skill is essential for any interaction between the front office and guests. It involves delivering clear and concise messages to all the team members that foster collaboration among staff members. We must also ensure that guests receive all the necessary information (Al-Sabi et al., 2023). According to Khan and Hussain (2023), effective communication in hospitality involves both verbal and non-verbal cues. Staff needs to listen and respond with empathy actively. For instance, during peak periods such as holidays, front desk agents must communicate room and facility availability to guests in a friendly manner (Khan and Hussain, 2023). Similarly, concierge staff should ask guests questions to better understand their preferences and offer tailored recommendations for dining, activities, and nearby attractions.



	
Key Skill 3 – Organisational Skills 


	
The hospitality industry demands a wide range of skills from its employees, but one of the most important skills is undoubtedly organisational skills. These skills are critical for managing the multiple tasks that front office staff must handle daily and include managing reservations, check-ins, coordinating housekeeping activities, and responding to guest requests. Effective organisational skills are essential for ensuring the smooth and efficient running of the business and require careful planning and coordination. According to Rescalvo-Martin et al. (2022), organisational skills encompass a variety of abilities, including time management, prioritization, and attention to detail. During my placement at Premier Inn Hotel, I was tasked with overseeing guest satisfaction through efficient management of the property's operational systems. My role involved implementing and optimising the property management system to streamline guest check-in processes and maintain accurate room records. I was responsible for ensuring that guest needs were promptly met by coordinating with various departments and allocating resources effectively. So, the hospitality industry is fast-paced and requires employees to be highly organized. The ability to manage multiple tasks, prioritize effectively, and pay close attention to detail is essential for ensuring the smooth running of the business and providing guests with outstanding service.


	
Key Skill 4 – Problem-Solving Skills 


	
One of the most crucial skills for any hotel staff member or worker is problem-solving. In the fast-paced and dynamic environment of the hotel industry, hotels often face unforeseen challenges and guest complaints. The front office staff must possess strong problem-solving skills to deal with issues promptly and prevent them from escalating. Effective problem-solving skills, as stated by Peng et al. (2023), involve identifying the root cause of the problem and brainstorming solutions to implement a counteractive method. For example, in my placement period, a guest reported a malfunctioning radiator in the room, I acted quickly to address the issue and tried to arrange for the guest to be moved to another available room but the hotel was fully booked, and I had to find and provide a portable radiator. The front desk agent must communicate the issue transparently with the guests and ensure them that they are committed to resolving the problem (Peng et al., 2023).

I will conclude this essay with a statement that the front office operations of hotels demand a miscellaneous skill set that includes exceptional customer service, communication, organisational, and problem-solving skills. Therefore, the front office staff can generate exceptional guest experience and donate to the general success of the hotel by owning these skills and leveraging the industry with the best practices.
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Ten out of Ten

The hotels location is perfect for me while visiting the area. The
rooms are a good size with very comfortable beds, and
everything you would need within walking distance. The food in
the Beefeater is to a good standard with plenty to choose from.
The stand out point of my trip was how pleasant and
professional the staff are at both the hotel and Beefeater next
door. Highly recommended with a ten out of ten.

Read more v

Date of stay: September 2023

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor
LLC. Tripadvisor performs checks on reviews as part of our industry-leading trust &
safety standards. Read our transparency report to learn more.
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