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Introduction 
The placement programme at Novotel Milton Keynes provided me with a rare opportunity to get fully involved in the hectic front desk operations. Throughout this time, my duties were very diverse and challenged my abilities to learn and to strive to understand the fact that the hospitality field requires constant change(Sann, Lai and Liaw, 2020). In order to critically appraise and portray this enriching experience, I will use the Gibbs Model of Reflection.
1. Description 
Although I had a short training, I was still expected to perform diverse crucial tasks that are important to the smooth running of the hotel and complete customer satisfaction. Among my duties was to oversee the check-in and check-out of guests, and doing it well involves paying utmost attention to details so that all the guest info is correctly recorded, and their special requests are taken care of when possible (Akbari et al., 2020). Moreover, I responded to the questions of the hotel guests on the issue of hotel services and local attractions as well as facilities. Another component of my workload was to make sure that guests services were running smoothly, which required frequent interaction with the front desk and maintenance departments to ensure that any issues were dealt with immediately(Nimri et al., 2021). 
2. Feelings 
To start with, I looked forward to do my practice  at Novotel Milton Keynes, with a combination of eager anticipation and slight worry considering the importance of this opportunity and the possibility of the upcoming challenges. Shortly, the essence of the activity was recognized as a funny mixture of strict requirements and pleasant happenings. Rush hours that demanded my resilience and adaptability to operate efficiently with a high possibility of making mistakes while processing a sudden influx of guest check-ins and inquiries was a challenge(Filimonau, Derqui and Matute, 2020). 
3. Evaluation 
My time with Novotel Milton Keynes saw many strengths that I possess be utilised for the optimal functioning of the front office. The way I communicated efficiently was the outstanding factor that made me to relate with the guests in a professional and emphat design. I paid close attention to detail which enabled me to capture and cater for guest requests and preferences, making their overall trip a pleasant one(Ali et al., 2020). Nevertheless, I realized the need for significantly improving certain skills, e.g. speed of addressing the guest inquiries and skills in dealing with stressful situations. It was though my goal was to be thorough, this need for speed was also recognized at a fast pace. I needed to develop strong resilience to overcome pressure (Pizam et al., 2022).
4. Analysis 
The placement experience at Novotel MK was a revelation to the critical importance the front office plays in the guest experience and in the success of the hotel. The front office is the one part of the hotel which functions as the heart, the place where first impressions are formed and the relationships with guests are developed (Khatter et al., 2021). Exchanges with guests and coworkers showed that service standards super-excellence and an inviting environment were the important areas. The process of learning these skills was an eye-opener in respect to understanding the nuances of trying to satisfy different customers with different needs and preferences, and the need to pay a great deal of attention to personalized service in order to take the guest experience to another level(Bonfanti, Vigolo and Yfantidou, 2021).

5. Conclusion 
The experience I gained at Novotel Milton Keynes formed the basis that the principles that I have now engrained myself with for both personal and professional growth are built upon. Key learnings from enhanced communication and problem-solving skills, as well as the hospitality industry's nuances, at a greater depth. The last three months yielded a significant change in my understanding of the hospitality industry and also the realization of how important good customer service is in shaping patient experiences. It has imbibed in me a deep regard for the determinations involved in doing well in this sector, and makes my intention to obtain employment in the hospitality industry all the more fervent. 

6. Action Plan 
I aim at applying continuous improvement measures and advancing my career in the hospitality industry by undertaking certain steps. Initially, I will conduct further the training in customer service, with a special emphasis on effective communication skills and cultural awareness to improve guest relations. Employing the strategies of stress management e.g. mindfulness and time management will be important to ameliorate my ability of coping with stressful situation better(Ndiuini, 2020). 
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	Trip Advisor Review Response 150 words +/-10%

	
On behalf of hotel management, I cordially thank you for choosing our hotel for your stay. We are glad to receive positive feedback from your side and hope to have you again as our guest.  Novotel Milton Keynes hotel management has a strong belief to serve with the best services to our guests and your feedback shows that we managed to satisfy you. We are thankful that you find your check-in process pleasant and the staff members friendly. We are pleased to know that we managed to serve you with excellent services which made your day. Novotel hotel management is obliged to receive this positive feedback from your end and we will work hard to upgrade our services with more welcoming and appreciating experiences for the guests. Thank you for sharing your experience with us and we welcome you to visit our hotel again.



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

	
Dear Guest's,
We thank you for sending us your feedback concerning the recent visit at our hotel. We value your feedback, as we always try to make our services better and to satisfy our guests completely. May we begin by extending our most sincere apologies for any deficiencies you may have encountered while staying with us. We appreciate that our guests would like a smooth and pleasant time and we are sorry to know that we haven’t met up to your expectations. Upon the receipt of your letter, the management team of our organization quickly carried out a comprehensive investigation into the matters you have raised. However, we are sorry that you did not have the chance to raise this during your visit, we value your feedback and assure to handle it in due time.One of the concerns that you brought up was that of the orderliness of your room. We have very high standards when it comes to cleanliness and also hygiene and we are sorry that we did not manage to deliver the standards to you during your visit. Be assured that we have promptly acted to rectify the situation by checking all our guest rooms and providing additional training to our housekeeping crew so that such discrepancies do not happen again. Timeliness of service is also one of our targets and also being hospitable to guests all the times. If you believe that we couldn’t provide you with the standard of service you anticipated, then we apologise. Our staff undergo frequent training on how to provide the excellent service, and we will use your comments as an opportunity to reiterate the need for attentiveness and professionalism in every guest interaction.
Also, we took into account your comments about the hotel facilities and also services. We highly appreciate your comments concerning the noise in the room and also functionality of the facilities in the room and these issues will be investigated for any future improvements. Considering the fact that you had to endure such a negative experience, we would like to apologies and invite you back to stay with us for free. We hope you will give us a second opportunity to exceed your expectations and deliver the standard of care we strive for all our esteemed guests. Once more, thank you for noticing this.Your comments are most priceless to us as we seek to improve and enrich the guest experience at our hotel. Please feel free to contact us directly if you have any other issues or need something else to be addressed. We would genuinely wish to get a chance to host you again in our hotel in the future and renew your confidence in our hotel.
Warm regards,
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Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Introduction 

Nowadays, the dynamic and guest-oriented hotel industry is characterized by the growing importance of technical skills. These skills, such as customer service, communication, organization, and problem-solving, are what make the difference between an average experience and a truly wonderful one for the guests. Hotels, as the homes away from home where travelers reside, need their employees to be strong in these above mentioned areas and even more to satisfy or even exceed guest expectations(Chung, 2019). One’s ability to communicate with the guests efficiently, control hotel operations seamlessly, and resolve any arising challenges is of extreme importance. This introduction provides a background for an elaborate analysis of how these abilities directly interconnects to ensure smooth hotel operations, all benefits to guest satisfaction (Pereira-Moliner et al., 2021).
	
Key Skill 1 – Customer Service Skills  


	In hospitality industry, specifically in the hospitality establishments like hotels, customer service skills are importance to guarantee customer satisfaction and retention. Effective communication plays a key-role, allowing employees to know what the guest needs and wants exactly(Pavlatos, Kostakis and Digkas, 2020). For instance, than an able clerk will effectively handle a check-in by patiently explaining amenities and addressing any concerns at the arrival, thus will create a positive mood for the customer. Another is “Active listenting” which is also critical in that hotel staff can discern subtleties in guest requests or complaints, so that they may offer tailored solutions. For instance, when the guest says that hi-floor rooms is high on priority, a good attention to the detail results in the receptionist being able to act unconsciously in the favor of the guest by allocating him hi-floor room. Empathy is essential for managing an unsatisfied guest. Through stating what they are truly feeling and devoting their efforts to resolve the problems, people can think of past negative experiences in a positive way. For example, If a guest is not satisfied with the room they are assigned, by being sincere with the apology and offering to upgrade when in the position will see a negative review turned to a commendation for great service(Ivanov, Seyitoğlu and Markova, 2020).

	
Key Skill 2 – Communication Skills 


	

Communication skills are the cornerstone of success in the hotel industry since they play a significant role in the provision of excellent guest services. Effective communication is such that guests have no doubt in their mind about the level of service, facilities and services that they will get at the hotel. For instance, during check-in a front desk employee who goes through the hotel’s amenities, dining options, and any happening events to the guest, contributes to the guest’s overall positive impression as they feel informed and welcome(Elhoushy, Elbayoumi Salem and Agag, 2019). Furthermore, “active listening” is the essence of guest needs recognition and satisfaction. When a guest has an issue or makes a request, for example a quiet room away from lifts, the hotel staff's ability to listen attentively and promptly take action to the guest's needs can determine a guest's satisfaction greatly. This skill shows consideration of a customer and a personalized way of provision of services. The non-verbal language is significant too for the hospitality industry. The positive body language, which is the eye contact and smiles, can show guests are more relaxed and important by it. In cases where language barriers exist, non-verbal cues even more become important in helping in communication and in making things comfortable(Filimonau and Magklaropoulou, 2020).


	
Key Skill 3 – Organisational Skills 


	
In hotels, organizational abilities are crucial to guarantee operational efficiency and enhance the guest experience. These include skills of the good time management, effective resource allocation and of the correct planning of the tasks. An example of this is that the housekeeping managers should schedule their staff with wisdom and prioritize the cleaning of rooms by guest checking in and out times in order to have the rooms perfectly prepared as the guest arrives. This level of organization in addition to this allows for the smoothest of workflow and also enhanced customer satisfaction by reducing the waiting times for room availability.nIn addition, organizational abilities are important to handle the logistics behind holding events and conferences that are taking place in the hotel(Giglio et al., 2019). Event coordinators have to carefully arrange space assignment, catering services, and setups of audio-visual equipment, and they even might handle many events at a time. The capacity of the hotel to organize resources and work with different units guarantees successful events which leads to reputable management of things that are difficult to handle. Besides, as for the front-desk job, one should have the mastery of the booking system, solving a guest's inquiries, and any difficulties that may appear, mostly multitasking during rush hours(Fraser, 2019).  



	
Key Skill 4 – Problem Solving Skills 


	
In the hotel industry, problem-solving skills are imperative in tackling the numerous challenges that arise from time to time in the preservation of guest satisfaction and the maintenance of a seamless operational flow. For instance, if a guest found some problem with their room, e.g. the air conditioner was dysfunctional, the staff of the hotel should make a fast decision and chalk out a proper plan to handle the situation(Hidalgo et al., 2022). This may imply providing an instant room change or promptly consulting the maintenance to sort out the matter, an active way of solving guest troubles. Another often faced scenario that involves problem-solving is handling cases of overbooking. Hotel staff should address these situations carefully, looking for other places to stay for the guests who are affected by the damages, if not at a partner hotel, and compensating the clients for the discomfort. Asides from helping with the current issue, it also keeps the hotel's reputation up by taking care of customer grievances with finesse and professionalism. Moreover, problem-solving in this case goes beyond responding to special requests from guests which might include organizing some surprises for special events. Staff must thus be creative and bring departments together to realize this and many times with no or short notice. Running such personalized experiences successfully would make ordinary stays something to remember, and portray the hotel's dedication to excellent services(Reidhead, 2020; Salem et al., 2020).
Conclusion 
In summary, hotel industry depends on customer service, communication, organizational, and problem-solving skills that ensure guests have unforgettable experience. Communication that is effective ensures that the guest needs can be understood and met, while organizational skills create flow in hotel systems, thus resulting in efficient and timely service to the guests. Employees can deal with and resolve problems quickly and efficiently and in this way, turn challenges into opportunities. These capabilities are the equine of a successful hotel management, constituting the principal essence that ensures guest satisfaction, loyalty, and the reputation of a hotel. Building such skills among employees is critical in preservation of the competitive edge and the pursuit of quality in the hospitality industry.
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Exceeding Expectations

Novotel Milton Keynes exceeded my expectations in every way. The spacious
and clean rooms provided a relaxing environment, while the enthusiastic staff
made me feel welcomed and valued throughout my stay. The delicious food
served at the hotel's restaurant was a highlight of my trip.

Read more v

Date of stay: June 2023

This review s the subjictive opinion of a Tripadisor member and not of Tripadisor LLC. Tripadisor
performs checks on reviews as part of our industiy-leading trust & safety standords. Read our transparency
report to learn more.
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