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Executive Summary
This report has emphasised the evaluation and the concerns related to the housekeeping and the hotel management strategies of the individuals. The reflective part of the contexts includes the concept of Gibbs reflective. Moreover, this report includes the response of trip advisor and the apology letter in response from the customer. Furthermore, this report also includes the various kinds of the skills that are quite necessary in the hotel management working environment.
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[bookmark: _Toc157448007]Introduction
This report will describe the importance of commercial lodging and its establishment. The communal lodgings along with the significant services will be provided in this report. Additionally, watching the regular cleaning facilities hotel management should take effective measures for the protection of the company’s brand and goodwill. This assignment outlines the importance of the career related to housekeeping and the services provided to consumers. Becoming a housekeeper is quite a nice career-related option if any individual is interested in choosing. 
There is the presence of good values and a record of cleanliness with ease for free entry and exit in the Premier Inn. Moreover, the reply to the letter against the hotel by a customer will be highlighted in this report with accurate facilities and with proper justifications. Furthermore, this report will also include the various types of skills such as customer service skills, communication skills, organisational skills and problem-solving skills that will portray the significance and the efficiency of an employee in the housekeeping and management services.
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Description
This assignment describes the overview of a short description of the housekeeping facilities and services of Premier Inn. As an experienced to housekeeper services, an individual may require to start with a small establishment and placement. An individual can also gain relevant tasks and experiences in any role that involves janitorial duties and cleanliness. The placement of an individual describes the cleanliness of several hotels in the previous housekeeping position and standards. Hence the ideal candidate acquires a positive attitude and would be enthusiastic towards the position of the working environment (Markkane, 2020).
This assignment outlines the importance of the career related to housekeeping and the services provided to consumers. Becoming a housekeeper is quite a nice career-related option if I am interested in choosing. Motivating and rewarding an individual allows the individual to improve and sharpen the cleaning techniques as well as the organisational capacities to help other people (Contreras, 2020).

Feelings
At first, the housekeeping department includes responsibility for cleanliness, maintenance, and updating of the rooms and the public areas of the surroundings. Additionally, as an accurate hose keeper, I can provide the proper sense of satisfaction in the creation of a clean and orderly environment for the other people. For those people who enjoy physical activities and enjoy self-satisfaction resulting in the increment of the efforts of housekeeping and fulfilling the choice of my career. 
As an example, there is no minimum requirement of any level of educational qualifications to become a housekeeper. The School Diploma certificate is well enough to encourage an individual. Self-employed housekeepers would often start house cleaning as maids or cleaners of any individual company or business organisation to gain experience in the particular work field.
Basically, housekeeping is a management and a timetable that supports the activities of maintaining a well-organised institution that is occupied by many people such as ships, factories, hospitals, and many more (Adeani, 2020).

Evaluation
In simple words, housekeeping is the management and basic routine of an individual that supports the physical and mental activities of an individual required for the maintenance of specially occupied places by people such as houses, hospitals, factories, ships and many other places. The basic concept described is that I can divide the domestic housekeeping for private households and the organisational household techniques. Using these techniques I can develop quite effectively in the commercial field and other organisational institutions like hotels, resorts, inns, dormitories, prisons and many other places that are required for commercial development (Williams, 2020). 

Analysis
A housekeeping task analysis can help me in lodging and providing the best service facilities at an optimum cost and expenses to the resorts, hotels and other accommodations suggesters. Additionally, watching the regular cleaning facilities hotel management should take effective measures for the protection of the company’s brand and goodwill. The basic purpose of a housekeeper I must have to be specific about safety issues and the legal guidelines that cover the other required strategies and issues that create barriers for the business organisation.
In commercial lodging establishments such as hotels, boardings and the Inns. As a housekeeper of the Primer Inn, I am required to deal with cleanliness, comfort, and aesthetically appealing surroundings that are required for the satisfaction of the mental peace of the guests. For example, cleanliness and having a free work environment are more required in the field of housekeeping environment (Sweet, 2019).
Conclusion
This reflective part of this assignment is the maintenance of good housekeeping as a significant workplace for preventing accidents and minimising the consequences of accidents. For the achievement of a good housekeeper, it is quite significant to maximise their skills and efficiency toward their work improve their all abilities and increase the overall capacities of an individual working in the specific work environment respectively.
Basically, the aim of housekeeping depends on the maintenance and the cleanliness of a business organisation or property. In the case of hotels, the management involved in housekeeping is totally dependent on the working efficiency and effectiveness of an individual employee working in the specific surroundings (Naeem, 2021).


Action plan

	Skills
	Process of development
	Impact of skills
	Time-bound

	Communication skills
	I can develop proper communication skills by reading more novels and proper communication class videos online.
	Proper communication skills are required for the smooth flow of words and effectiveness in the business organisation.
	Within 3 months.

	Time management
	I can gain time management skills by analysing the work environment as well as the tasks that are provided to me. I would distribute the given task in such a manner that it consumes less time.
	Development in time management would be more beneficial for the maintenance of efficiency in the workplace.
	Within 6 months.

	Goal setting
	I can manage my development by setting up a particular target and focusing on the completion of the target.
	Appropriate target setting helps to increase the focus and stability of an individual (Contreras, 2020).
	Within 1 year
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	Trip Advisor Review Response 150 words +/-10%

	
Trip advisor reviews response
Premier Inn has the same decor, furniture and fixtures that a perfect accommodation faculty should include. Basically, there is the presence of good values and a record of cleanliness with ease for free entry and exit.
One of the reviews suggests that the Premier Inn are not easy to use in terms of callings and phone features as they include premium membership for their hotels on the provided website. The web pages and social media handles disclose the consumer support services and the feedback responses that are not stated recently on one (Alaimo, 2020).
The very next review states the faculty services and the staying report in the premier inn. The personal experience of the consumers has been shared on the website explaining that every premier Inn are not exactly the same in the features and faculties they are available with different features and barriers with different terms and conditions. The only difference stated in the premier Inn between the old and new properties is defined by the cookie cutter and the counts on the offering. The Waterloo or the County Hall is described as the central location of the described location (Hill, 2020).

















































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

	





Premier Inn
London, United Kingdoms
January 29th, 2024

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

Subject- Reply to the complaint from Premier Inn
Dear Madam,
We are extremely very sorry for the inconvenience that you faced from our faculty during your stay. We received your complaint letter and observed the issues that you faced and we tried to find out the reasons for your inconvenience. Additionally, it’s an assurance that rectification will be done effectively and strict measures will be taken against the actions that you have faced. It's a humble apology from our management and the other staff about the cleanliness and the other concerns will be taken care of.  The employment and the training of the employees will be taken care of. Many other skills that would be implemented in the employment strategies will be focused more effectively.  
The queries related to the wifi have also been solved. The ethernet and the internet facilities along with the connection provider delayed the procedure of the wifi and the internet lackings. The assurance has been provided related to all the queries and the problems that you have faced. We are extremely ashamed of the mistakes and the issues, and usually, our faculty and the services fail to meet your requirements properly. The employment procedure of the business organisation follows an effective procedure. Our organisation went to renowned hotel management institutes for the recruitment of effective and efficient employees that are recruited through placement. 
There must be some complications during the time of your serving. The freshers were also working in the same section that you were staying at.  The major issue has been communication. The problem has now been solved, moreover, the misunderstanding among the employees has been clarified. Hence, we ensure that your next visit will be a better experience for you. Providing an accurate solution regarding problem-solving ability has been recorded too. Our hotel is widespread across the whole nation, and we can assure you no further complaints or issues related to the services provided to our customers. All the aspects that you have faced have been taken care of. The employment services have been strictly changed  and it has been more focused of the service of the guests that are staying at our hotel.
Under the above circumstances, if you pay attention to our fault and misunderstanding we would be highly obliged to you. We again apologise for our depth for  the issues and the inconveniences that you have faced during your stay at our accommodation faculty. It is highly assured by the higher management of our faculty that your next visit will meet your requirements and needs.
Thank you for your precious feedback
Sincerely,
Manager
Premier Inn
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Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	

Customer service skill is the skill of satisfying customers. This skill includes a type of job along with a set of skills. The job is to satisfy customers. The set of skills includes active listening skills, empathy, communication as well as problem-solving skills. The characteristics of customer service skills are proactiveness, personalisation, convenience and competency. The skills that are included in the customer service skill are discussed below (Güner and Erbay, 2021).
Active Listening
Active listening is the skill of listening to somebody proactively. This skill helps to listen to customers and understand their problems. This also tells customers about the importance of them (Güner and Erbay, 2021).
Adaptability
It is the skill of adapting to any situation. It assists in adapting to the problems of customers and solving them. It helps in providing satisfaction to customers (Johnston and Friberg, 2024).
Attention to detail
A customer service provider needs to pay attention to the details of a customer. It would help the provider to understand the demands of customers and provide them accordingly (Johnston and Friberg, 2024). 
Critical Thinking
Critical thinking is the skill of thinking critically in any position. It assists in providing solutions to any situation very easily. A customer service provider needs to bring solutions in every critical situation. Thinking critically is essential for these types of situations and provides solutions (Güner and Erbay, 2021).
Customer service skill helps retain customers, enhance the culture of the corporation and development of loyal customers. It would help an organisation to establish itself in the future. The improvement of customer service skills helps a provider to fulfil the demands of customers (Güner and Erbay, 2021).






	
Key Skill 2 – Communication Skills 


	
The ability to use different kinds of information at the right time is called communication skills. This includes a set of new ideas and a feeling of update in a project. Observing, emphatising, listening and speaking skills are involved in communication skills. The important skills for communication are discussed below (Wood, 2013).
Active Listening
It is the skill of paying attention to the speaking person. This skill is very important for communicating with others. A person cannot communicate with others without listening to them properly. Thus active listening plays an important role in communication (Wood, 2013).
Confidence
The employees of an organisation give more attention to the confident employees. Confidence in telling own words is important for good communication. Thus be confident during communication is essential (Wood, 2013). 
Giving and receiving Feedback
Strong communication depends on sharing feedback. It helps in providing constructive input to others. The feedback must have answers, providing solutions and helping in providing solutions (Wood, 2013).
Empathy
Empathy is understanding and sharing pieces of information with others. This skill is very important for communicating with others. Anybody while communicating with others can show frustration. The other person at that time must show empathy and acknowledge others. This helps in building a strong bond as well as good communication (Johnston and Friberg, 2024). 
Understanding Nonverbal Clues
Non-verbal communication is very common. This includes body language, facial expression and eye contact to express the thinking. Understanding these nonverbal communications is essential for strong communication (Wood, 2013). 
Communication skills are very important to allow others to understand. These skills also help in minimising misunderstandings and building good relationships (Wood, 2013).








	
Key Skill 3 – Organisational Skills 


	
The skills of managing time effectively, prioritising tasks, setting goals and developing a system are called organisational skills. These skills help in stimulating multiple responsibilities, staying focused and handling complex projects. The skills included in organisational skills are discussed below (Heyes, 2017).
Time Management
Time management is very important for the development of organisational skills. Time management is essential for employees to work efficiently. It helps employees to take tasks first and sole them timely. It leads to the effectiveness in work culture and increases productivity (Johnston and Clark, 2005).
Setting Goals
Setting goals is very important for employees to become successful. The common thing between all successful people is that set their goals. It is important for organisations also to improve production and attract more customers. The daily challenges of employees can distract them. The setting of goals can help to achieve success. It also assists in achieving good organisational skills (Heyes, 2017).
Setting Priorities
The determination to do the most important task first is called setting priorities. This allows employees to focus on their attention as well as their energy. Setting priorities can help organisations to increase production and solve problems. The efficiency of the workplace also increases with setting priorities. Thus setting priorities plays an important role in organisational structures (Johnston and Clark, 2005).
Physical Organisation
The employees of different organisations look for documents as well as information about their work. This can spend 25% of the day on this. Physically organised work is very important to minimise this issue. Physical organisation includes physical and digital workplaces that are maintained well. This would help to build a rich organisation culture. This can lead to strong organisational skills (Heyes, 2017). 
Rich organisation skills help to improve productivity, optimise time, represent tasks and manage time as well as deadlines. Thus, good organisational skills are very important for the establishment of businesses (Heyes, 2017). 








	
Key Skill 4 – Problem Solving Skills 


	The skill of solving problems critically in every situation is called problem-solving skills. It includes decision-making skills, critical-thinking skills, processing of information and creativity. The systematic way of approaching any problem is also included in the problem-solving skills. The important skills for the development of problem-solving skills are discussed below (Lucas, 2022).
Creativity
Creativity is the main solution to any problem. Creativity assists in examining problems from different perspectives. Thinking out of the box leads to innovative ideas. Creativity assists in opening new possibilities and leads to effective problem-solving efforts (Lucas, 2022).
Research
Resolving complex problems needs good research. Research is essential to gather knowledge about anything. This helps in providing solutions to any problems. It helps in identifying new customers or target markets. The solution to problems can be done by gathering knowledge and analysing them (Lucas, 2022). 
Communication
Communication is essential for solving problems accurately. Communication helps in explaining the potential solutions to the problems. The communication includes both verbal as well as written communication. Listening to others also falls under proper communication. Thus communication is essential for solving problems (Lucas, 2022).
Teamwork
Teamwork encourages a positive work culture in an organisation. It plays an important role in effectively solving problems. Teamwork is always in demand for tackling complex issues. The skills of different members lend hands in presenting unique ideas to solve problems. Thus it is very important for the development of problem-solving skills (Lucas, 2022).
Decision Making
Analysing problems after the identification of problems is important. Decommission-making skills are very important for analysing solutions. This impacts the development of problem solving skills (Lucas, 2022).
Problem-solving skills assist in the development of new ideas for doing things. It also helps in understanding things and helps in saving time and money for customers. It also helps to increase brand value and establish businesses in the future (Lucas, 2022).


	













[bookmark: _Toc157448013]Conclusion
This report has emphasised the importance of housekeeping and the service provided by the management in housekeeping services. The overall impact of the housekeeping services along with the reflective index has been included in this report. This assignment outlines the importance of the career related to housekeeping and the services provided to consumers. Becoming a housekeeper is quite a nice career-related option if any individual is interested in choosing. 
The trip advisor review analysis report has been included in this report. Moreover, the response to the customer complaint has been recorded and the reply has been highlighted in this report. Furthermore, the different types of skills that are stated such as customer service skills, communication skills, organisational skills and problem-solving skills with suitable examples have been outlined in this report. The significance of all the skills that are quite necessary for the preparation and the sharp completion of this report has been provided with all the requirements in each section of this report.
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QOO0 reviewed 21 December 2015

Very nice rooms and breakfast

The rooms live p to their reputation. Clean, lovely comfortable beds, spacious. Staff all
very friendly. Breakfast was very fresh and good range; much better than | expected (I've
had many bad experiences in London hotels). The bedroom was very hot first night and
con did not cool but they fixed it the next day. Short walk to bus stop and about 10 min
walk to underground. Being in an old building, | could hear footsteps of peaple walking in
rooms above mine; that may bother some peaple. Wifi worked fine and was included in
price. About 20 min walk along Cromwell Road to the Natural History and Science
Museums, and other venues and sites.

Date of stay: December 2015
Trip type: Travelled on business
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Ask costello_m about Premier Inn London Kensington (Olympia) hotel
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