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[bookmark: _Toc158382402]Description
Gibbs' reflective cycle is one of the most famous models of reflection and consists of six stages (Adeaniet. al 2020). Working at the front desk reception at Hotel Premier Inn Doncaster Central, I was given many tasks and responsibilities. The first one was to handle check-ins and checkouts of all the guests staying in the hotel. I had to register new guests, check bookings of the ones who booked in advance, and facilitate checkouts for the guests who completed their stay. I was also made in charge of managing the key cards for all the rooms. Other than this, I was also supposed to handle the housekeeping team for the central hall of the hotel, where the reception was situated. The final task was to handle guest queries and questions. 
[bookmark: _Toc158382403]Feelings
I had a great experience working at the front desk reception at Hotel Premier Inn Doncaster Central, where I was provided with great opportunities to learn new things and grow professionally. Professional growth and development are integral parts of any job for ensuring employee satisfaction and happiness (Zepeda, 2019). I faced one challenge at the start of my job at the reception, as I was inexperienced and new to the job. Handing a large number of guests was overwhelming in the beginning, as it required me to communicate efficiently with new people all the time, which I was not great at beforehand. A surprise was that the guests and other staff with me were all very pleasant and supportive, which made my job easier. 
[bookmark: _Toc158382404]Evaluation
I have two major strengths that helped me do the job effectively. Time management helped to ensure that everything was done on time and no delays occurred (Alvarez Sainzet. al 2019). Problem-solving skills helped me provide quick solutions to guests' queries and issues, which increased their satisfaction with their stay at the hotel. A weakness and area for development was communication skills, which caused some issues at the beginning of the job. I have improved on it a lot; however, there is room for improvement in my communication skills. Communication skills are essential for a great professional career, as they help in all interactions. The skills I had in multitasking, problem-solving, and conflict resolution helped me greatly in my job at the reception. 
[bookmark: _Toc158382405]Analysis
After doing the job at the front desk, my understanding of working at the front desk changed significantly. Previously, I thought it was just giving guests their rooms and taking the keys back when they left, but it was much more than that. Providing a positive experience to the guests is a very complex task and involves a lot of activities. I understood that everything I do in the job has to be based on providing a great experience to the guests and nothing else. When the guests are satisfied with their experience at the hotel, they will ignore any other minor things. Great customer experience is essential for any business to maintain its customer base and develop brand loyalty (Becker and Jaakkola, 2020). 
[bookmark: _Toc158382406]Conclusion
There are some important things I learnt from my experience. The first is that prioritizing customer experience is the most important thing. Excellent communication is a must for working at the front desk and interacting with the guests, and problem-solving and conflict-resolution capabilities are also critical when solving queries and issues of guests (Furlong, 2020). My perception of the hospitality industry became more positive after working at Hotel Premier Inn Doncaster Central, as I understood the intricacies of managing a hotel that is running smoothly. I grew professionally while working in the hotel, and I learned new skills and acquired knowledge about working in the hospitality industry. Even personally, the experience was very fruitful for me as I was able to interact with new people, make new connections, and be a part of an excellent team at Hotel Premier Inn Doncaster Central.
[bookmark: _Toc158382407]Action Plan
	Goal
	How to achieve it
	Time frame

	Enhance communication skills
	Focusing on nonverbal communication
Practising active listening
	Three months

	Be more adaptive
	Prepare in advance
Develop awareness for change

	Four months


To get better as a professional, the first thing I need to do is enhance my communication skills, which I can do by practising active listening and focusing on nonverbal communication. Nonverbal communication plays a major role in increasing the understanding of what a person is trying to say (Hall et.al 2019). Another area for development is being more adaptive, which I plan to do by preparing myself in advance for unforeseen situations and developing awareness of change. By doing these two things, I can become a much better and well-rounded professional. 
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Contribution to Overall Module Assessment: 25%

	

	

	

	Trip Advisor Review Response 150 words +/-10%

	
Hello Nicholas,
	Thank you for choosing Hotel Premier Inn Doncaster Central as your preferred choice for staying in Doncaster. The hotel was delighted to serve you during your stay. The management is glad to hear that you enjoyed your stay at the hotel as described by you in the review. The hotel is elated that you liked the staff working here, were satisfied with the efforts the team made to provide a better experience, and liked the room provided (Tripadvisor, 2024). 
The management always tries to provide the best experience to all the guests that visit the hotel and makes it a top priority to ensure no issues are faced by the guests during the entire interaction with the hotel. The hotel would like to thank you again for recommending others to visit Hotel Premier Inn Doncaster Central, and it would be pleased to serve you again when visiting Doncaster (Tripadvisor, 2024).
From
Management, Hotel Premier Inn Doncaster Central






	Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response500 words +/- 1-%

	
Dear Joanna,
	The hotel would first like to thank you for bringing up the issues faced during the stay. The management is saddened that your experience in the hotel was not able to live up to the standards and that issues were faced during your stay at Hotel Premier Inn Doncaster Central. The management understands the dissatisfaction and disappointment and acknowledges the mistakes made, as highlighted in the letter. All the areas where issues were faced will be addressed immediately, and it will be described as how the management has done it. The reviews are of great value to the hotel management and are taken very seriously. 
Customer experience is a major factor considered by people when purchasing or booking any products and services, and it influences decision-making (Godovykhand Tasci, 2020). The first issue highlighted in the mail is about the rooms not being clean, with flooring being dirty, bedding stained, and the bathroom not cleaned as well. Understanding the issue and taking it seriously, the management has released the housekeeping staff responsible for cleaning room 330. The staff member was not able to match the standards needed by the hotel and caused a valuable customer to have such an experience while staying in the hotel. 
The hotel also acknowledges the issue faced with Wi-Fi during the stay, and this was a genuine issue the hotel faced on the very day of your visit and was resolved the next day. There was some issue with the router, which caused the signal to be extremely weak, and it affected the functioning of the hotel, as well as had a very negative impact on the customer experience for the ones who needed to use Wi-Fi services. This was a problem that should not have occurred, and the management will try its best to ensure that something like this never happens again in the future. 
To resolve the issue of loud noises at night from neighbouring rooms, the management has planned to use decibel monitors in every room. These monitors will let the management know immediately if any of the rooms are making noises loud enough to disturb the other guests in the hotel to ensure that their experience is not spoiled because of someone else (Montiet. al 2020). The last issue faced was that the staff was unresponsive and unhelpful. The hotel is very focused on ensuring that the staff is always responsive and eager to help the guests out with any issues they might face.
As highlighted in the letter, the management has acknowledged that there is an issue in the helpfulness and responsiveness of the team and has started a training program with immediate effect to describe the way to behave and respond to guests. The management is hopeful that you are satisfied with the actions taken based on your letter of complaint. It is essential to handle complaints properly and take quick action to resolve the issues customers face (Morgeson III et.al 2020). The hotel would like another chance and would be delighted to serve you again so it can be seen how effectively the issues were addressed. 
From
Management, Hotel Premier Inn Doncaster Central





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

	
Key Skill 1 – Customer Service Skills 


	
Customer skills refer to the expertise and abilities of individuals that ensure customer satisfaction and help in building long-term relationships with customers (Lucas, 2022). Customer service skills are a mix of hard skills and soft skills. Soft skills describe the ability of an individual to make connections with customers. The hard skills are gained through professional experience or formal education. Customer service skills are an umbrella term for various soft and hard skills that enable individuals in the hospitality industry to serve customers in the best possible way. 
It includes skills like empathy, collaboration, efficiency, adaptability, etc. Individuals who possess great customer service skills can work at the front office much better. These skills are essential for working at the front office because the front office has the most interaction with customers and guests. When people with great customer service are recruited by organizations to work at the front desk, the satisfaction of customers increases significantly because of the better experience they get while talking to people in the organization (Lyu and Liu, 2021). 
On the contrary, when the front office staff is not equipped with great customer service skills, the effects can be seen on the performance and efficiency of the whole organization. An example of a hotel having staff with excellent customer service skills is Egerton House Hotel in London (Hospitality and Catering News, 2023). The hotel focuses on customer service skills when hiring and training its front desk staff, which helps it maintain great standards of customer service, benefiting the organization as a whole. 

	
Key Skill 2 – Communication Skills 


	
Communication skills are crucial for working in the hospitality industry; they are even more important when working at the front desk (Rios et.al 2020). There are several reasons why communication skills are vital for front desk employees who engage with guests all the time. The first reason is that these skills help the employees build rapport with the guests and provide a positive experience to them. Great communication skills help the employees understand the guests' issues better so they can better resolve conflicts. 
These skills ensure that the employees have accuracy in their work, as they can listen and understand their work better and delegate the work to others better as well with the help of great communication skills. A person with excellent communication skills is also generally considered more trustworthy by people, so such a person can gain the trust of the guests more easily compared to someone with poor communication skills (Coffeltet. al 2019). 
Communication skills in front desk employees also make for a great first image of the hotel, which is great for business, and it improves the understanding of what the employees can say when they are saying it with great description and accuracy. Lauriston Court in Llandudno is a great example of a hotel where the front desk staff is equipped with excellent communication skills, which help the hotel enhance its overall guest experience, and the hotel can do this without keeping the costs too high (Hospitality and Catering News, 2023). 



	
Key Skill 3 –Organisational Skills 


	
Organizational skills are yet another major area in which the employees working at the front desk in hotels need to be great (Kačamakovic and Lokaj, 2021). This is because the front desk employees are responsible for a variety of tasks like answering phones, managing the availability of rooms, greeting customers, solving guest queries, taking and passing on messages from one member of the staff to another, etc. Having to do all of these activities and more, the front desk staff is required to have great organizational skills. 
These skills help them multitask in the fast-paced environment of a hotel. The employees are required to have great time management so they do not cause delays in operations, need to be excellent planners to ensure everything can work out as planned, and have the accuracy of doing the tasks as and when instructed (Kizi, 2021). When employees have great organizational skills, they can be much more efficient and productive, helping the organization improve overall efficiency and productivity. 
These employees are also needed to perform lots of clerical tasks, which is done in a much better way when they have great organizational skills. Organizational skills also include attention to detail, which is a soft skill that helps front-desk employees perform tasks that require precision (Kačamakovic and Lokaj, 2021). The various tasks that front desk employees need to perform can be done better when they have an eye for details and can spot even the smallest issues right when and where they occur. Attention to detail can be very beneficial for the employees as well as the organization as a whole. 



	
Key Skill 4 –Problem-Solving Skills 


	
	
The ability to identify and solve sudden problems is a key for front desk professionals. This helps them maintain the stability of the organization, as they solve the small problems before they have the chance to have any impact on the organization (Furlanet. al 2019). During the work at the front office, the employees encounter the most sudden and varying problems, as they form the first point of contact for most guests. Great problem-solving skills are required to understand the situation properly and provide the guests with the best possible solution right then. 
Any type of problem can be faced by front desk professionals, and when it cannot be solved by them, they need to find the right person who can solve the issue as quickly as possible to ensure that the customer experience does not get affected. The exposure to guests and customers is what makes problem-solving such a necessary skill for employees working at the front desk or reception (Billett, 2020). When equipped with these skills, they can enhance the overall functioning of the organization and mitigate many problems before they have any effect. 
When an organization's front desk employees are not great at problem-solving, the guests can become very dissatisfied very quickly, and it can lead to the reputation of the hotel being tarnished for bad customer service (Furlanet. al 2019). This is not something any organization would want, as it can have serious consequences on the sustainability of the business. The effects are directly visible on the overall customer service, whether they are positive or negative. 
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Stay here often Simply because of the team friendly and welcoming anything you need they
accommodate and help where possible lovely clean rooms well done team recommend anyone to stay
here for business or leisure can not wait to return thank you

Date of stay: January 2024

Trip type: Travelled solo
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This review s the subjective opinion of a Tripadvisor member and not of Tripadisor LLC. Tripadvisor performs checks on
reviews as part of our industry leading trust & safety standards. Read our transparency report to learn more.

See all 1,302 reviews





