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Reflection is a thinking process which depends on the recollection of activities to think of a experience (Markkanen et al., 2020). I have utilised the reflection model of Gibbs to assess my business skills.
 
 The reflection model can help me find the process of whether the skills I have acquired in the working, process can be helpful for my future outcome or not.
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                                  Figure: Gibbs reflective cycle. Source: (Webber, 2020)





Description: I am currently working in a hotel as a front desk employee for some period. I welcome the guests and handle their registration process. I work quite efficiently so that the consumers would not have to wait too much in the lobby. I narrate to them about the products and services they can get from the hotel. I also handle the telephone to discuss with the consumers about the various packages and the discounts that the hotel is offering. I actively listen to the problems of the guests who are residing at the hotel and talk to different departments to solve their problems. The hospitality industry must improve the quality of services to make the consumers happy (Nikolskaya et al., 2020). I can interact with the clients to establish connections with them and build a positive impression of the hotel.


Feelings: I have mixed feelings about the experiences that I gained in the course of my work. I feel that I cannot lose control when the guests are arguing about the services. Sometimes I get irritated at the rude behaviour of the clients. Sometimes I raise my voice to control the behaviour of the consumers which is not acceptable. I often face problems while dealing with the hotel websites. It takes quite some time to understand the website and I doubt using some of the technology. For the competitiveness of the hotel industry, employees need to adopt new skills and technological advancements (Saad, and Alduais, 2020). My communication skills are good but I feel nervous when the other parties are asking me too many questions. I failed to give my services due to my nervousness. 

Evaluation: As a front desk employee I should perform well to make the consumers satisfied with the hotel. I don’t have proper knowledge about the latest technologies that are used in the hotel. I also struggled while handling the official websites of the hotel. If I don’t understand well about the website I can miss important information about the hotel’s newly launched package or deals to the consumers. The human resources department plays a major role in attaining success in the hospitality industry (Rivaldo, 2021). I also need to work on my anger issues and control my anger while talking with the consumers. I must keep my voice low but audible and discuss solutions to the problems. I needed to be confident while I was talking with the consumers about the details of the discounts or packages.

Conclusion: I need to build a positive impression about the hotel in the consumers’ minds. My efficiency is quite low when it comes to technology. I face serious problems while utilising the technologies and the official websites. I also lack knowledge about the hotel’s product and service offerings. That’s why I feel nervous while describing the offers to the clients. I cannot control the level of my anger and often behave rudely with the consumers. I need to be psychologically strong to deal with uncertain issues. The hotel employees must follow the regulations of the hotel and develop verbal and non-verbal communication processes to interact with the customers (Rababah et al., 2021). I need to be up to date with the technology and information of the hospitality industry to provide better customer service.

Action Plan:  I must work on understanding the latest technologies that the hotel applies in its operational
activities. I need to understand the functionality of the hotel website and how to handle it from my colleagues. I need to gather full knowledge about the products and services that the hotel is currently offering to the consumers. Only in this way, I can feel confident while discussing the packages and offerings with the consumers. Working on my anger issues can give me the benefits of maintaining my temper. Attending some programmes can help me to reduce my stress level and increase my mental well-being. In the rapidly evolving hospitality industry, the staff need to embrace new potentiality and skills to increase their performance (Ushakov et al., 2020). I need to attend some training programs, to develop the body language and interaction skills that are necessary for me to communicate with the consumers.
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	Trip Advisor Review Response 150 words +/-10%

	
I have been happy to hear that your recent stay at our hotel was enjoyable! I appreciate you taking the opportunity to talk about the trip within the travelling industry and with us. Emphasising the aspects that make a customer’s stay enjoyable, such as facilities, staff, tidy surroundings, or any other special qualities is mandatory (Alananzeh et al. 2023). I am happy to learn that you have valued our lavish surroundings and wide range of facilities. Our staff put forth 



An enormous amount of effort to make sure each visitor experiences a relaxing and enjoyable stay. Assuring visitor that it’s okay to appreciate their input and respecting them to take the opportunity to share their story is important (Al-Nafjan, Aldayel and Kharrat, 2023). I value your opinions and I am grateful that you suggested us. I would be happy if you could share whatever particular recommendations you may have about how can we do better in the future. I admire your choice and look forward for you to stay with us a second time soon.
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Figure: Review of Trip Advisor. Source: ( TripAdvisor. In, 2024)



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

	
Eduardo 
Manager 
Premier Inn 
City west one office Park, Gelderd Re
Leeds, LS12 6LX

Mrs Joanna Blake, 
558 Longford Road, 
Swansea 
SA1 2AR

Dear Mrs. Blake, 
Subject: Resolution of Concerns and Steps Forward.
I hope you are doing well. I am writing to sincerely apologize for the poor experiences you had when you recently stayed at our hotel. I value your input very much as well and thank you for taking the time to raise these issues with us. 
I want to personally respond to every one of your worries and reassure you that all of us are determined to fix the problems you encountered. 
Cleanliness: 
I’m sorry to hear that your accommodation isn’t up to par. This is not up against the rigorous standards I work hard to uphold, one may be certain that I addressed any worries about sanitisation by doing a comprehensive inspection of room 330 right away and implementing the necessary remedial actions. To avoid it from happening again, I will be providing further instructions for the cleaning employee. 
[Wi-Fi Service:
I am aware of how crucial dependable Wi-Fi is, particularly during travelling for work. I’m sorry for any problems that the sluggish connections and interruptions have brought. To find and address any problems compromising the standards of our Wi-Fi services, our IT staff is looking into the situation right now. I guarantee that measures are going to be implemented to improve the connection and guarantee nothing but the best for all our visitors. 
Loudness Levels: 
I apologise for any inconvenience that the loudness throughout your visit may have created. I understand how crucial a calm atmosphere is to getting a good night’s relaxation. I am examining internal processes as well as I will take further steps to reduce disruptive sounds and improve the experience of visitors in general. 
Client Support: 
Hearing that you felt our assistance was inadequate is depressing. I sincerely apologise for any inaction and lack of assistance you may have experienced. To locate the locations that need enhancement, the company is thoroughly investigating the exchanges you conducted alongside our employees. To make sure that our staff is prepared to respond to any visitor demands promptly and politely, additional instruction is going to be given. 
I would like to extend an invitation to you with a drop but over free lodging going ahead so you can see the enhancement over yourself. I am aware that deeds are stronger than words, and our efforts are devoted to earning back your confidence.
Regarding clarification upon the specifics of your free visit and any additional inquiries you could have, kindly get in touch with me at [contacting details]. 
I truly appreciate a second time for any problem you experienced. Beneficial change is sparked by feedback, and I do not doubt that it will boost the hotel’s entire customer service through your help. 
I appreciate you bringing such problems to our organisation’s notice, as I hope to have the chance to personally welcome you returning for a much better stay. 

Sincerely, 
Eduardo Polanco Adoka 
Manager 
Premier Inn 




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

	
Key Skill 1 – Customer Service Skills  


	Customer service skill is an essential skill that helps the hotel to satisfy the demands of the consumers or improve their performance. The service skills contain some capability of communicating, building relationships, and showing efficiency and effectiveness in services (Salas-Vallina et al., 2020). The front desk employees need to develop skills that can be applied to meet the demands of the consumers. They must have the ability to interact well with the consumers. In this way, they can be able to identify the demands and expectations of the visitors. They also need to build a relationship with the consumers. The employees can give proper services when the consumers are connected with them. The employees need to focus on their ability and nurture some behavioural elements to establish collaboration with each other (Lyu, and Liu, 2021). They need to be polite and listen attentively to the problems of their consumers. The front desk employees need to keep calm in times of conflict with the guests. They need to establish a consumer-centric approach which focuses on solving every problem of the consumers to make them pleased. It can make a good impression about the hotel and make the 
Consumers revisit it.


	
Key Skill 2 – Communication Skills 


	Excellent communication skills are essential for front desk workers plus management positions since they are the foundation of happy customers and proactive management. In the fast-paced service sector, exact knowledge transmission and the development of strong client connections rely upon concise and easily understood communications. Excellent interpersonal skills are necessary for front desk workers to comprehend clients’ requirements, present a pleasant greeting and give the necessary details (Williams, Woolliams and Spiro, 2020). The key to understanding and quickly fulfilling customer wishes involves paying attention Furthermore, proficient spoken interaction facilitates the resolution of problems, and the processing of enquiries, including the transmission of crucial information on the property’s offerings. Effective writing between personnel fosters internal teamwork by guaranteeing that all parties are aware of and in agreement with the objective of operations (Tesone, 2010). Additionally, subtle signals like bodily movement and visual expression influence how guests engage. 

A welcoming attitude and accessible posture enhance the visitor’s impression. Successful interactions within management at hotels include cooperation, goal-setting, as well as collaboration with various divisions. That open interaction becomes essential, perhaps engaging providers as well as colleagues about procedure updates or adjustments (Sturman, Corgel and Verma, 2011). Solid interpersonal capabilities are essential 
For customer service and management positions as they provide a smooth experience for clients, encourage organizational harmony, plus boost the property’s productivity.



	
Key Skill 3 – Organizational Skills 


	Effective organizational abilities are essential for front desk and hospitality management positions to guarantee the seamless overall productive running of the business. Being the primary point of entry for visitors, those working the front desk need to be multipurpose experts (Jahmani et al. 2023). Effective organisational abilities allow them to handle several tasks at once, whether checking guests into their rooms, making bookings or responding to queries. This involves managing inventories, scheduling cleaning, and making sure the data passes across agencies smoothly. Authentic details about visitors must be kept up to date, reservations must be handled quickly, and operations must be streamlined. To ensure guests’ requirements are met quickly as well as the procedures for checking in and out are effective, employees at the front desk need to organize their jobs (Barreto and Mayya, 2023). Within hotel administration, organizational skills are just as essential for fulfilling deadlines, scheduling functions, and maximizing personnel scheduling. Workers must respond professionally as well as tactfully to unforeseen circumstances that include emergency arrangements or abrupt modifications to patron demands (Mohsin, Brochado and Rodrigues, 2023). Producing outstanding guest services and preserving an establishment’s general functioning need a well-organized 
Strategy that includes balancing many jobs, good time management, and flexibility in response to unpredictable circumstances.


	
Key Skill 4 – Problem Solving Skills 


		The problem-solving skills are paramount in the hotel industry which demands adeptness in softly addressing diverse challenges. From the complaints of guests to inefficiencies in infrastructure, the managers have to exhibit agility and resourcefulness to resolve the issues of a hotel effectively. Skills that the hotels follow to resolve their issues are effective communication, conflict resolution techniques and critical thinking. The managers deftly navigate complex situations while maintaining guest satisfaction. Problem-solving skills are indispensable for ensuring smooth operation and fostering positive guest experience. In the hotel industry, these skills empower managers to innovate and deliver exceptional service for the reputation of the organization (Olimovich, et al. 2020). Effective solving problems is essential for front desk and management of hotel positions. Front desk employees deal with a variety of passenger inquiries and issues, which need prompt and efficient resolutions (MESA, 2023). The capacity to reflect objectively and come up with innovative approaches is essential when handling issues like reservation inconsistencies, handling feedback from guests, or organising unforeseen difficulties (Zhang et al. 2021). Automating activities, overcoming challenges with logistics and improving communication procedures are all examples of solving problems in the management of hotels. In these capacities, skilled solution-seekers boost visitor happiness, productivity, and the accommodation’s general efficiency.


Conclusion.
In conclusion, it can be stated that managing key skills in hotel management is essential for the hotel industrial business. Customer service skills encourage hotels to satisfy the demands of their customers and it helps in the improvement of the hotel performance. Effective communication skills help the employees to fulfil the demands of the customer and also to make a suitable interaction with the customers. Problem-solving and organisational skills are paramount in delivering exceptional guest experience 

maintaining operational efficiency. The key skills lead to long-term success and reputation of the hotel industry.
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