
	
[image: UWTSD new Logo]

Component One: Student Journal (learning log) 750 words +/- 10%
Contribution to Overall Module Assessment: 25%
	Student No:
	Aiga Bordasa
2238996
	

	
	
Module Title:
	Hotel Administration and Front Office
	

	
	Module Code:
	BMIH4004
	

	
	Lecturer:
	Scott James
 Natalie Brailsford
	

	
	
	
	

	
I was appointed in the front-desk department during my placement at Doncaster Hilton Garden Inn Racecourse. The following personal reflection provides a detailed experience and thorough analysis during my placement at the Doncaster Hilton Garden Inn Racecourse.
Description
I was appointed as a front-desk agent at Doncaster Hilton Garden Inn Racecourse where I was assigned multiple duties, most of which revolved around ensuring ease of operations and ease for the guests of the hotel. While I had been placed there, my day to day tasks revolved around greeting guests, ensuring guests are catered to, check ins are done swiftly and any query is attended to and forwarded to the relevant department.  
Feelings
Since this was my first placement, I dabbled between feeling anxious and excited mostly because I did not know what to expect. Additionally, having no prior experience, I certainly found this experience challenging. The need to organize tasks efficiently and work as a team along with the professionalism I had to maintain were certainly things that would help me in the long-run. There were times when guests would queue up with unique requests and catering to them required quick thinking. Nevertheless, the positive affirmations I would receive from the guests certainly helped make my placement a lot easier. As researched by Green Jr et al. (2017), positive affirmations have been linked to increasing motivation.

Evaluation
As my placement came to a close, I was able to reflect and evaluate on my overall performance. Through this I was able to pinpoint my areas of expertise as well as the skills which I lacked. My time management skills were certainly above par, as even with the sudden increase in traffic or a bottleneck in the system, I was able to work efficiently and have the operations running smoothly. In the view of Broadbent (2017), time management is an important skill within hospitality industry. My attention to detail however did need some improvement as there were times where I mismanaged room placements or misplaced the key cards. Despite these minor setbacks, I definitely found a knack in efficiently keeping things moving and meeting the hotel criteria.
Analysis
This placement helped me gain an insight to what makes a guest’s stay really worthwhile. Since the front desk is the first department any guest interacts with, a wide smile and prompt service really uplifted the mood of those visiting and contributed to an overall positive review and feedback from the customers (Bhatnagar et al 2019). These positive affirmations also led me to work to the best of my potential as I knew my hard work was actually paying off.
My placement also taught me to be aware of the different cultural standpoints and ethical variations that may exist between different people. (Arifin et al 2018). I was advised to remain professional in every interaction and treat guests respectfully in order to make them feel more welcome. As researched by Baradarani et. al (2018), professionalism goes a long way in the service industry. Lastly, I was asked to steer clear and take note of religious sentiments so as to not offend any of the guests staying in the hotel.
Conclusion 
This placement helped me realize the importance of positive reactions from the customers and how they had a positive impact on the overall environment of the hotel (Sukhu et al 2019). These positive affirmations also rubbed off on me as I was commended on my ability to provide a welcoming experience for the guests. The more positive a customer’s reaction is, the more motivated the workers will be (Armenta et. al 2017). This placement was a huge learning experience as I took home valuable skills such as attention to detail and effectively managing my time. Lastly, I was also able to learn a lot about different religions, develop sensitivity for them and build respect for the different cultures. 


Action plan
In the next few years, I plan to:
1. Pay more attention to things out of place and keep an eye out for detail. In other words, focus more on the quality of my work.
2. Receive constructive feedback from my mentors and take that as a chance to grow.
3. Use guest feedbacks and reviews in order to understand the most effective way to deliver the most satisfaction. (Padma et. al 2020)
4. Interact with front desk agents and learn more about their operations and the unique set of skills required. 
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	Trip Advisor Review Response 150 words +/-10%

	We appreciate your wonderful review and for taking your valuable time out to share feedback on your stay with us. We are elated to hear that our rooms met your expectations. Our staff works tirelessly to ensure our guests get the experience of a lifetime and sets the bar high. We are also overjoyed that you enjoyed the racecourse view and relaxing location of the hotel. It certainly is a refreshing view! Moreover, we are delighted to hear that you enjoyed our breakfast service as we pride ourselves in providing fresh meals alongside a fantastic view. I am sure our staff would be delighted to hear these encouraging words. As always, we are working towards enhancing our customer’s experience and your review means the world to us.
Thank you for your visit and we hope to see you again!



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

	
Hilton Garden Inn Doncaster Racecourse,
Leger Way, Doncaster DN2 6BB, 
United Kingdom,
February 14th, 2024.
Subject: Complaint response
Dear   
Mrs. Joanna Blake,

As the representative of the Hilton Garden Inn Doncaster Racecourse hotel management, I would like to thank you for sharing your experience through this letter. On the other side, I, on behalf of my hotel management, apologize for the unsatisfactory and insufficient services which you received during your stay at our hotel. Our core aim is to satisfy our guests through providing valuable services and in regard to achieving our objectives we assure you that your feedback will be taken as the guide to improving our services. This letter is written to assure you that we will cater for the dissatisfactory services which you faced while staying in room 330.
Firstly, I want to apologize for the messy room which you had to tolerate, and I guarantee that we will take restrictive actions to provide our best services in terms of cleanliness. Our hotel manager will see the hygienic factors of the hotel rooms prior to handling the room keys to the guests so that next time none of the guests face the similar problem of messy rooms. We will make sure that the bed sheets are neat, and the floor is properly mopped along with the clean bathroom to make the guests’ stay memorable. In addition to this, we will train our housekeeping staff to properly clean the rooms with in-depth sanitization so that the guests do not feel uncomfortable. 
Moreover, your concerns related to the WIFI services which were weak and unstable will be resolved by our IT experts soon. We sincerely apologize regarding the disturbance you faced while doing your work. We will surely resolve this matter by adding the devices on the hotel floors or we will approach some other service provider to provide the best quality of WIFI connections for our customers. 
Secondly, we are extremely repentant of the difficulty you face in having a peaceful sleep while staying at our hotel. We will work on adding sound proofing techniques within our hotel infrastructure to mitigate such issues. We belief to provide a comfortable, refreshing, and satisfactory stay for our guests, therefore we will do every possible change which upgrade our services. 
We are glad that you approached us to give our hotel valuable suggestions and your feedback really counts for the valuable improvement in the hotel services and functionality. We apologize for all the inconvenience which you have been through during your stay at our hotel, and we assure you that productive initiatives will be taken to accommodate all these issues which you have faced. Once again, I apologies on behalf of my team and we will improve our customer service along with all the management and technical stance which you have stated in your feedback letter. We invite you to visit our hotel again to avail yourself of the enhanced and prolific services which we will upgrade to satisfy our guest’s experience. 
Apologies for the dissatisfactory experience and will be looking forward to your visit again.

Regards, 
Hilton Garden Inn Reception.  
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Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	
People who work in the hotel business need to be good at customer service to make sure their guests are happy and have a great stay. These skills include a wide range of social skills that go beyond simple politeness and help make everyone feel at ease and welcome in any setting. Every customer service program is built around good communication. Individuals in the field of services must be able to express themselves well, oral and nonverbally, with the goal to help consumers, respond to them , and comply with their wants and needs. Responding the client's queries and worries rapidly and thoroughly is one tackle to showing that you value their business and want to make interactions with customers (Ortman¸ 2017).
It is extremely essential to figure out what your constituents want so that you are able to provide it to them. Individuals that work in hotels need to be willing to deal with an assortment of people, proceed further than what they ask, and fix challenges earlier than they get too big. While staying patient is needed for maintaining the level of aid high during tough times, requesting inquiries is required to address concerns. In this line of place of employment, a capacity to adapt is very important because meeting the wants of each client means being able to deal with changing circumstances (Madden, 2018). Unexpected problems need to be solved quickly, and flawless situations need experienced problem-solving. Furthermore, individuals whose behavior is friendly and go beyond what is expected create noticed exchanges and nice calls. Showing these customer-focused traits over and over again improves how people see the organization and develops connections to individuals that are likely to come returned.

	
Key Skill 2 – Communication Skills 


	In the hotel sector, effective interpersonal interaction is essential because coordination among supervisors, workers, and consumer base must occur to provide excellent service. For visitors to have a great experience, the facts must be concise and easy to understand. Individuals who work in the lodging sector must have exceptional interpersonal abilities in order communicate with tourists and transmit information in an understandable way. A welcoming atmosphere is established through easy interaction, such as welcome them at the entrance and giving them an in-depth explanation of their advantages and products and services. An affable tone also causes the person to feel valuable and respected, which ameliorates their experience in general. Complex sentences mixed with simpler constructions help convey pertinent facts while maintaining a natural flow (Konar, 2021).
In the hotel industry, nonverbal communication is very important. People who work for a company should be aware of how their words, body language, and face emotions affect how others see them. It may help to make people feel welcome and at ease by smiling, moving in an open and friendly way, and making eye contact. It need to be able to listen well to understand and meet the wants of the users (Mukhiddinova et al., 2021). People who work in the hotel business can understand what each person wants or needs and give them specific answers when they listen carefully. It also shows that you care about the visitor's experience, which builds faith and happiness.

Always pay close attention to the details when you write something, like letters, signs, or written directions. When writing is easy to understand, it keeps things clear and makes sure that readers get the right information and directions. In general, good communication skills in the hotel industry help make the stay of guests smooth and enjoyable, which makes customers happier and boosts the company's image.


	
Key Skill 3 – Organisational Skills 


	Organizational skills include the employee's ability to do the task effectively. By using strategies that will help in prioritizing the tasks according to their importance. Completing the task in the required period. The employee's ability to do the task systematically. Using the methods that will ensure the achievement of the goals. Organizational skills are one of the most important considered skills in the hospitality industry (Kleefstra et al., 2020). It helps in the achievement of the tasks most effectively and efficiently. This increases the value of the employees in the hospitality industry. The employees with great organizational skills can manage the version of the task effectively. They can also manage multiple tasks with minimum chances of getting distracted. They can complete all their tasks in the proper period. As they know how to complete the tasks according to the importance of the task.
This is very important in the hospitality industry because the employees have to deal with multiple customers at a time (Domínguez and Herrera, 2020). So, employees with good organizational skills can satisfy all the customers at a time. It is an important skill especially in the hospitality industry because it affects the performance of the employees (Sarangal et al., 2020). Employees who have amazing organizational skills are preferred in the hospitality industry. As they will be able to create the most amazing experience for the customers. Increasing the satisfaction level of the customers is one of the important factors in the hospitality industry.


	
Key Skill 4 – Problem Solving Skills 


	Problem-solving skills are the soft skills, that an employee should have working in any field. It involves steps related to the solution of the specific problem. It includes problem identification, understanding the cause of the problem, and using strategies to solve the problem. It involves critical thinking and quick decision-making by the employee. For problem solving the employee needs to come up with creative and innovative ideas.
There is great importance on problem-solving skills in the hospitality industry(Koc et al., 2023). As the employees have to deal with customers from diverse backgrounds. They are faced with various problems daily. The needs and demands of the customers are different according to their cultures. The employees should be able to deal with small problems like this continuously.  They must be able to use critical thinking and effective decision-making to deal with the problems. They must be able to have effective listening and analytical skills to find the cause of the problem. Should be able to make firm decisions at the time of conflict. It also includes encouraging the employees to work in a team. This will help the employees come up with the best possible solutions. These skills will help the employees in getting the most productive results. Creating a positive impact on the customers and increasing their satisfaction level. This will increase the value of the employee in the hospitality industry(Konovalova et al., 2020).




Reference List 
Arifin, S.R.M., 2018. Ethical considerations in qualitative study. International journal of care scholars, 1(2), pp.30-33.
Armenta, C.N., Fritz, M.M. and Lyubomirsky, S., 2017. Functions of positive emotions: Gratitude as a motivator of self-improvement and positive change. Emotion Review, 9(3), pp.183-190.
Baradarani, S. and Kilic, H., 2018. Service innovation in the hotel industry: culture, behavior, performance. The Service Industries Journal, 38(13-14), pp.897-924.
Bhatnagar, E. and Nim, D., 2019. Impact of housekeeping services and practices on customer satisfaction and repeat business. Prabandhan: Indian Journal of Management, 12(8), pp.46-57.
Broadbent, J., 2017. Comparing online and blended learner's self-regulated learning strategies and academic performance. The Internet and Higher Education, 33, pp.24-32.
Domínguez, G. and Herrera, A.F., 2020. Learning framework for the development of key skills in the hospitality industry. International Journal of Hospitality and Tourism Studies (IJHTS), 1(2), pp.127-139.
Green Jr, P.I., Finkel, E.J., Fitzsimons, G.M. and Gino, F., 2017. The energizing nature of work engagement: Toward a new need-based theory of work motivation. Research in Organizational behavior, 37, pp.1-18
Kleefstra, A., Altan, M. and Stoffers, J., 2020. Workplace learning and organisational performance in the hospitality industry. International Hospitality Review, 34(2), pp.173-186.
Koc, E., Yurur, S. and Ozsahin, M., 2023. Problem-solving abilities of managers: Inflated self-efficacy beliefs. Journal of Hospitality and Tourism Insights, 6(5), pp.2273-2297.
Konar, N., 2021. Communication skills for professionals. PHI Learning Pvt. Ltd..
Konovalova, E.E. and Demenev, A.V., 2020. Innovative approach to improving business competencies and managerial skills in training personnel in the hospitality industry. Revista Turismo Estudos e Práticas-RTEP/UERN, 9(1), pp.1-9.
Madden, J., 2018. Instructor or Customer Service Representative?. The Radical Teacher, (110), pp.14-24.  
Mukhiddinova, D.M., Sodiqova, S.T. and Jurayeva, Z.S., 2021. Developing effective communication skills. Oriental renaissance: Innovative, educational, natural and social sciences, 1(5), pp.966-972. 
Ortman, J., 2017. Strategies to teach customer service skills (Doctoral dissertation, Walden University). 
Padma, P. and Ahn, J., 2020. Guest satisfaction & dissatisfaction in luxury hotels: An application of big data. International Journal of Hospitality Management, 84, p.102318.
Sarangal, R.K., Sharma, P. and Manhas, P.S., 2020. Organizational commitment, talent management and performance in hospitality industry. Journal of Tourism, Hospitality and Culinary Arts, 12(3), pp.65-83.
Sukhu, A., Choi, H., Bujisic, M. and Bilgihan, A., 2019. Satisfaction and positive emotions: A comparison of the influence of hotel guests’ beliefs and attitudes on their satisfaction and emotions. International Journal of Hospitality Management, 77, pp.51-63.






image1.png
Prifysgol Cymru
35 Y Drindod Dewi Sant

& University of Wales
Trinity Saint David

5




image2.png
CJWoody1957 wrote a review Today eee
Whitby, United Kingdom « 128 contributions « 46 helpful votes

Fab Hotel

Lovely modern hotel in great location. Rooms spacious and very clean.
Communal areas bright and fresh. Lovely staff in the restaurant and on
reception. Great choice for breakfast and had a very nice evening meal. Had a
high floor overlooking the racecourse.

Read less a

Date of stay: February 2024
Trip type: Traveled on business




