





BMIH4004
HOTEL PLACEMENT – HOTEL ADMINISTRATION & FRONT OFFICE OPERATIONS


Table of Contents
Component 1: Student Journal	3
Component 2: Assessment of Practical Tasks	6
Trip Advisor review	6
Letter of complaint	7
Component 3: Portfolio - 4 elements	8
Key Skill 1 – Customer service skills	8
Key Skill 2 – Communication skills	9
Key Skill 3 – Organisational skills	9
Key Skill 4 - Problem-solving skills	10
Reference List	11



[bookmark: _Toc158306403]Component 1: Student Journal 
This component of the study reflects upon the experience that I encountered during the placements and within the front-end operations and departments. Gibbs's model consists of six stages through which the exhaustive reflective journal has been proposed below.
Description: At the time I was working with the hotel, Ashford International, I was delegated with multiple types of operations which is correlated to hotel management front desk and consumer service assignments. During the working operations time, I realised that in front office procedures, people transferred to this position represent the hotel in the foremost place. This indicates that they are the ones who represent the exhaustive eternity of the hotel unit coherently. I was tasked with checking the bookings of the arrived visitors, cashier operator, room availability checking and so on.
Feeling: I can express my feelings in representations of mixed ones during the exhaustive process and duration. This is because I faced a lot of things during the things that happened to me. This can be said not only in terms of negativity but also in terms of positivity. I learnt a lot of positive things which helped me in realising my own strengths. On the other side, I also faced certain challenges in terms of skill gaps which affected me a lot. During the procedure of placement that was happening, I was so self-doubting about myself to be placed or not. I encountered my weaknesses and strengths which motivated me to work further and at the same time administered a lot so that I could work on my weak areas as well.
Evaluation: At the time I was working with the hotel unit, I was assigned the tasks and responsibilities such as taking care of guest service, allocating an accommodation, containing ins and outs of clients, embracing and welcoming guests and overseeing reservations. In order to perform the tasks, there are certain types of skills that are essentially required in an individual so that all the stated tasks can be fulfilled effectively. However, in contemplation of my personal evaluation, at the time I was performing and dealing with the tasks, I realised that I have effective teamwork skills, adaptability skills, problem-solving skills and conflict-resolution skills. This is because these skills assisted me a lot in maintaining ethnicity and integrity within my job area. On the other hand, I encountered that I lack skills of communication, empathy and attention to detail skills which I need to further develop. 
Analysis: As I evaluated that I lack skills of communication, attention to detail and empathy, I also reflected that I have good skills of problem-solving, conflict resolution, adaptability and teamwork. I have developed the skills of teamwork with the help of Tuckman’s teamwork theory. As per Belbin et al. (2022), the theory of teamwork has been divided into five stages namely ‘forming, storming, norming, performing and adjourning’. The theory explains that as the team ripens maturity and capacity, affinities are founded and leadership style switches to additional cooperative or shared administration. Relying on the same aspect, I have developed the skills of teamwork. Moving ahead, to develop the skills of conflict resolution, I utilised the theory of non-violent confrontation of conflict resolution. The theory makes us understand that the measurement of non-violence is most profitable in determining conflicts. The theory addresses engaging conflict resolution via needs-based mediation. Further, it authorises people to more smoothly converge to each other's humankind because the requirements are common to all individuals and therefore mutually relatable (Bassey and Edwin, 2020, p. 410). Hence, it assisted me in developing skills in conflict resolution without harming anyone.          
Conclusion: I can conclude that I have effective skills to function in the hospitality industry. On the other hand, some skills need further development as they act as weaknesses in me. For the same, an effective action plan has been devised in the next stage.  
Action Plan: To develop skills acting as a weakness, an action plan has been proposed below.
	Weaknesses 
	Tasks followed
	Resources required 
	Success Criterion
	Time-bound 

	Communication skills 
	Engaging myself in different discussions with my fellow mates 
	Enrollment in online courses, e-books and journal articles 
	Develop effective communication without fumbling in between 
	4 months 

	Empathy skills 
	Attending sessions of active listening 
	Online courses and meditation classes 
	Effectively understanding the emotions of others 
	5 months 

	Attention to detail skills 
	Sticking to a specific routine and meditating to develop concentration 
	Books 
	Completing the tasks without leaving anything major behind 
	6 months 


      Table 1: Action Plan 
(Source: Created by the learner)
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Figure 1: Positive review of Ashford International Hotel 
(Source: Tripadvisor.in, 2024) 
Firstly, thank you ctoop for such an optimistic review you gave us. We are so glad and feel so overwhelmed when our guests like the hospitality offered to them during the visit. I am so glad that you stayed for 4 days at the hotel and enjoyed the services provided by us. This is good to hear that your experience was good and that you find the property beautiful. We always make sure that all of our guests enjoy the hotel facilities without any kind of issue. As you found that the staffs are 10/10, I would like to justify that we provide immensely great training to our staff force so that their skills augments day by day. By reading such a positive review, it makes us more motivated to work and develop our confidence at the same time to treat guests like you with more comfort and tremendous hospitality.
Lastly, thank you so much again for providing such an irresistible experience you had with us and we are glad to have you as a guest again. Hope you have a nice day ahead!      
[bookmark: _Toc158306406]Letter of complaint 
Firstly, we are very sorry madam for all the discomfort you faced at the time of your visit to our hotel. We are extremely sorry for what all you encountered and for the same, a hearty apology to you. We ensure that we revisit all the issues that you encountered so that they can be modified for further disruption avoidance. We got to know that you faced the issue of cleanliness within the room. We are sorry for the mess that you faced. We will surely frame strategies and measures so that such future risks can be avoided.     From the above letter, it has been understood that there are certain skills that I need to develop such as Communication skills problem-solving skills, and Customer service skills. 
Communication skills are important for understanding the needs of the guest. It will help to give important information to the customers while they are taking our services. In the letter, it has been highlighted by Mr. Blake the customer service and unresponsiveness. From the Communication Accommodation Theory, it can be suggested that any person can adjust their communication from the social shifts. Application of this theory will help listen to customers at the time of their complaints. The theory also suggests the reason behind the behaviour is to control the social differences between the interactants. In a company the communication can be used to communicate effectively among the employees as well as they can adapt while communicating to the customers (Morgan et al., 2020). 
It has also been decided to make improve the problem solving skills as Mr. Blake has addressed the problem of cleanliness and wifi and noise and problem solving skills. The Adaptive Concept Thought will help to understand the problem of the guest and adapt to any type of situation for their betterment.  The theory always works on the process of assumption of human nature that has been derived from the numerous scientific experiences and experiments. The theory will help the learner to identify the root cause and generate solutions by making changes (Maares and Hanusch, 2022). 
Customer service skills are very important in the case of hotel management. There are certain models such as the SERVQUAL Model that will help the learner to focus on the five components of service quality. It also includes tangible reliability and responsiveness and assurance and empathy. The model provides a comprehensive framework for the evaluation of the service quality in the hotel. It aids in evaluating service quality from various angles and helps to identify the strengths. In this case, it has also been considered that reliability is considered as fundamental. In addition, assurance is also important for building trust and confidence among the learners. I also think that empathy is important for creating a personalised and customer centric experience through genuine care for the customers (Sibai et al., 2021). 
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There are different prerequisites to being employed in a front office capacity in a hotel, which includes skills that can be beneficial for an individual. The front officer workers need to engage with the hotel guests and are initially the frontline employees that are the first to converse with the guests and potential guests to the hotel (Goh and Kong, 2018, p. 2). Therefore, it can be commonly considered that the front office workers need to focus the most on customer engagement among the different departments within the hotel, and must be the first in line for customer impression. This develops a necessity for customer service skills. Great quality service is the foundation of a service-oriented business such as the hospitality industry. Customer service aspects in a hospitality organisation need to permit skills that can enhance customer service and develop aspects of customer satisfaction (Awadhi et al., 2021, p. 816). These can also aid in the development of long-term customer experience defining strategies. There are both ‘hard’ and ‘soft’ skills. The soft skills generally involve skills that are required to skills pertaining to personality and traits while different technical skills which can be beneficial to the fulfilment of the organisational goals can be the hard skills (Lyu and Liu, 2021, p. 2). Effectiveness in customer service can be developed in organisations with the understanding of different factors that the customers are involved in. Some of these factors of understanding can include the understanding of the tastes, preferences and needs of the hotel guests (Adam et al., 2021, p. 430). Thus, the inferences can be drawn that the customer service skills of the employees can be significant in raising the customer engagement capacities within the organisation and can aid in providing customer satisfaction and retaining long-term customer loyalty. Effectiveness in customer service skills has been observed in the case of Four Seasons Hotels and Resorts where customers have reported a sincerity being observed in the approach of the hotel staff towards the guest and their attempts at fulfilling all requests that they were approached with (Solomon, 2021). 
[bookmark: _svvaxvet9kq7][bookmark: _Toc158306409]Key Skill 2 – Communication skills
There are critical communication skills which are definitively essential for the front office workers in any hotel or hospitality industry. As stated in the discussion of the previous key skill, it is the front office workers who are the first to interact with the guests or the potential guests to any hotel. Here, therefore, communication skills will be relevant (Tanković et al., 2021, p. 168). The ability to communicate effectively with the guests with practices of empathy and effective interpersonal capacity, it can aid the front office workers to attract the guests to the hotels. Thus, it is necessary that the front desk workers at any hotel have the best communication skills, as it is required to attract guests or customers to the hotel’s services. An important factor in this as stated earlier, is interpersonal skills. Forming and developing interpersonal relationships can be key to developing effective communication strategies and factors. These skills can involve the capacity of the front desk workers to develop the motivation among customers to be able to freely talk about their needs and issues faced by them (Le et al., 2018). Moreover, with the effective ability to maintain communication with the guests to the hotel, the front desk employee can productively respond to the customers and so on. In the case of Marriott International, the front desk experience involved training and development strategies that involved the necessity to familiarise oneself with the customers through communication (Marriott, 2024)
[bookmark: _oje2r1mydpiv][bookmark: _Toc158306410]Key Skill 3 – Organisational skills
Organisational skills can play an essential role for any front office worker in hotels and other hospitality establishments. This skill can not only improve the business operations of a hotel organisation, it can also be critical for the development of the overall productivity of the company. As stated by Ansah Ofei and Paarima (2023, p. 2), organisational skills have been observed as the most central skill in different planning objectives in an organisation, these objectives can include the planning of efficient scheduling for shifts, the management of logistics factors, or addressing staff needs. Now, focusing specifically on the front desk employees of the hospitality industry, it is not just relevant from them to be able to communicate with customers, but also be able to significantly address the factors such as scheduling, addressing the needs of the customers, being effective in responding to the requests, queries and complaints of the customers. In this case, organisational skills can be necessary. It is to be noted from the examples of real-life hotels that the organisational skills can be considered as the most significant skills frequently demanded by employers, including analytical skills and general cognitive skills to most productively address the needs and demands of the guests (Silva et al., 2022, p. 413). Organisational skills have been observed as the most critical skills in Hilton hotels where the hotel management has ensured appropriate training courses to be implemented to aid the development of the organisational knowledge and competencies of employees (HiltonUK, 2024).  
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Problem-solving skills are referred to as some of the most relevant skills in any modern business scenario. These types of skills can important in understanding an individual’s ability to solve problems in an effective manner by efficiently addressing the reasoning and critical-thinking competencies (Al-Mutawah et al., 2019, p. 260). This skill can also be an effective skill to be considered for different front desk workers in hotels. Defining skills of problem-solving by conveying the ability to address the problems in the organisation through effective reasoning applications and also critical-thinking to quickly be able to address risks and problems in the organisation. Here, it can be discussed productively that problem-solving skills and critical thinking skills can be aligned together as higher-order thinking skills, and the relationship between the two skills can be relevant to the development of workplace productivity, using an intellectual process to explore the explanation or reasoning in any problem and analyse the available solutions (Rehman, 2019, p. 73). Another example has been considered in this case from the case of Marriott. Addressing guest requests, solving issues for the customers with the help of upholding quality standards, and efficiently address the needs of all the guests (Marriott, 2024). 
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Long weekend

Stayed from fri-mon for @ show at the hotel on the sun, always a great experience
staying here, beautiful hotel, room was lovely as always, clean and bed was
comfy, staff are amazing to 10/10, hotel is gorgeous inside and a real pleasure to
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