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· Introduction
Throughout my placement in housekeeping, I was engrossed by tasks involving tidying overall for guests. With the help of Gibbs 'reflective model, I will be pondering the tasks, emotions, and hurdles in addition to my own as well as professional growth from this placement at Hilton Garden Inn Luton North.
Overall, the responsibilities of the housekeeper were to make sure that guest rooms, public areas and laundry were all well-appointed and well-organized (Wood, 2015). I learned immediately that housekeeping played a critical role in shaping customer service experiences. Communicating well with the front desk--essential for keeping the operation moving efficiently; and essential to keeping customers happy as well (Law, 2019).
· Description
Professionalism was revealed through interaction Those who work in housekeeping should demonstrate professional qualities at all times. Verbal as well as nonverbal communication all were important in meeting expectations (Grotte, 2018). Engaged clients helped discern needs more thoroughly, demonstrating how housekeeping constructs the environment for human life itself. Including such things as schedule changes and equipment issues, challenges abounded (Lukanova and Ilieva, 2019). Yet concentrating on delivering high-quality service through communication and teamwork helped surmount obstacles (Mintrom¸ 2016).
This Hilton Garden Inn Luton North helped me strengthen my tolerance for change, my ability to solve problems, and my care for others. Confirming appreciation also reinforced my choice of business. Juggling responsibilities was also a powerful time-management lesson (Hu et al., 2015). Reflecting upon things, endless growth and persistence again enthusiastically convey: "Service is my Passion."
· Feeling
This Hilton Garden Inn Luton North brought out a myriad of emotions in me. It was hard going to be faced with guest questions, check-in and check-out in such a wild scene especially as it was my first time. I find I can schedule almost from morning to night, at the same time to meet all needs of guests to maintain my composure under stress. The high contribution to pleasant guest experiences was worth all the problems (Hu and Yang, 2020).
One such test was sudden problems coming up, such as changing rooms at the last minute or guests' complaints. These were tough situations. They needed quick thinking and the ability to switch gears effectively in a pinch. Not only did this fast-paced environment drive my growth, but it also pushed me to upgrade my multi-tasking skills and become adept at conflict resolution.
· Evaluation
Reflecting on my performance, I could see that my strengths are attention to detail and being able to prioritize tasks well during peak workloads. At the same time though, I saw some areas where improvement is necessary, especially in poor time management during the busiest minutes. The experience taught me that one must always keep learning and adapting to different environments if they want to handle changing situations successfully.
I lost my job in the front office, but looking down from that particular level gave me a completely different view of hotel workings. My dealings with both guests and co-workers had a common thread about what each part of the division does and how they come together to provide guests with a happy holiday (Shi and Shang, 2020). The grand sweep of things reinforced my understanding that every job, great or small, goes toward making the place less alien to those who would not fit in. 




· Analysis
Crossing paths with many different kinds of guests taught me to have a heart and be patient when dealing with requirements and cultural idiosyncrasies. This points to a growing need to extend the most basic kinds of courtesy to all. 
· Conclusion
All in all, this placement was a valuable journey that broadened my mental outlook on hotel management. The insights gained are not only about changes to housekeeping routines–rather, they also emphasize human relations; adaptability in a person's powers has become paramount. Ambition to serve the latest experience of the super high standard fuels this enthusiasm as well as sets up the basic pattern for my future in marketing 
· Action Plan
I need to further my knowledge and experience at the front desk. I plan to improve my cultural fluency through language courses, build an international work background with temporary jobs overseas, and join professional organizations to stay up to date on new developments and best practices in the industry."
Learning to manage time more effectively at peak periods and increasing one's problem-solving and conflict-resolution skills through the mentorship of pros are absolute musts. To become well-rounded and possess a thorough understanding of the intricate process from start to finish, it is imperative to apply oneself to cross-training. Seeking feedback from supervisors and colleagues on a regular basis helps to pinpoint those areas where you may need improvement. Through considerations of constructive criticism, deficiencies are laid bare. In my opinion, this internship has provided very useful lessons that will not only enrich my life but also prepare me for a fruitful career indeed. With a steadfast commitment to quality and attention paid to every person, the given situation has shown us valuable experience those who follow after us merely can be occupied occupying space.
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	Trip Advisor Review Response 150 words +/-10%

	
Your review is much appreciated. You have my gratitude for writing up your thoughts on the matter. Here at Hilton Garden Inn, we strive to provide exceptional customer service, so it makes us happy to hear that we succeeded in making a positive impact. In order to show Maria the appreciation she deserves, we made sure to share this feedback with her. Hearing your remarks made her very happy. It makes us pleased to hear that you think of us first whenever you return to our area. Come back soon, we hope you'll see us again.



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

	Line Manager 
Hilton Garden Inn Luton North 
January 10th, 2024

Subject: Complaint

Dear Mrs. Blake,

This letter is a wish and a hope for you. I wanted to write you a letter to say I'm sorry for the terrible experience you had in our hotel room 330 not long ago. Thanks for taking the time to tell us what you think. We value your opinion a lot. I want you to know that we read all of our guests' comments and will fix all of the problems you've brought up.

First, I want to say I'm truly sorry for the hygiene issues you encountered in your housing. I couldn't stand how dirty the floors were, how stained the mattress was, and how dirty the bathroom wasn't. The people who clean our rooms will get full training on exactly what they need to work on, and they will be fixed right away to make sure the same mistakes don't happen again.
I sincerely apologize for any inconvenience caused by the spotty Wi-Fi connection. For visitors to whom work is connected to the internet, reliability is essential. Furthermore, the IT unit will check for potential technical issues with this service immediately and ensure they are fixed so that you have a stable connection again. I am sorry to hear that loud noises have spoiled your rest. We will review the situation and take steps to mitigate noise transmission in adjacent rooms, making guests sleep more peacefully.
Your bad feedback about customer service must be studied, and I regret the service still can only be considered just passable. This matter will be looked into by myself in order to ascertain whether any of the staff are responsible and also to rectify shortcomings in their attitude or efforts. A plan of high standard Service training is coming up. Assistance will be given.
We care for your anxieties and constantly checking over operations to avert anything like this happening again. Thanks for pointing out places where we could do better. And to the glitches mentioned there, it is promised pretty soon to make amend. Understanding this marred your experience, I offer lodging reimbursement as thanks. Another night may redeem this imposition. Once more, I sincerely apologize for any difficulties during your visit.
Thank you for your understanding and patience while we work to fix these issues as soon as possible. Do not wait to get in touch with me if you have any more questions or if there is something specific you would like us to talk about. This is helpful information that you shared with us, and I hope we can earn your trust again.

Yours Sincerely,

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

	
Key Skill 1 – Customer Service Skills  


	

Front desk staff need to have great customer service abilities to make guests feel welcome and leave with a good impression, as customer service is the hotel industry's lynchpin (Vrchota et al., 2020). If you want to provide excellent customer service, you need to know the guests' requirements, go above and beyond their expectations, and fix problems quickly (Ariffin et al., 2018).

According to Lam and Law (2019), providing outstanding customer service is on effective communication. Guests' questions and problems may be better handled by front desk employees who are skilled listeners, empaths, and communicators. Skilled front desk agents, for example, should be able to effectively handle large lineups during busy check-in periods while yet making customers feel appreciated and attended to (Wood, 2015).

As an actual example from the sector, the Ritz-Carlton is well-known for its excellent service to guests. The front desk agents at this hotel company are given the freedom to go out of their way to satisfy customers. To illustrate the significance of customer service abilities in making encounters unforgettable, consider the following scenario: a visitor recalls a significant event during their stay, and the front desk staff arranges a tailored surprise.

	
Key Skill 2 – Communication Skills 


	
Front desk employees must be excellent communicators since they deal with visitors, coworkers, and other departments every day. In order to transmit information correctly and guarantee smooth operations, clear and efficient communication is vital. Body language, tone of voice, and textual expression are all components of successful communication (Hu et al., 2015).

Employees at the front desk must be fluent in many languages and able to alter their communication styles to accommodate customers from diverse cultural backgrounds. As an example, it is important for a front desk staff to be sensitive and clear while explaining hotel regulations to guests from diverse cultural backgrounds.

As an actual business example, consider how Marriott International's training programs emphasize communication skills. Employees at the front desk are prepared to deal with customers from all walks of life thanks to the company's cross-cultural communication modules (Lugosi and Jameson, 2017). This method guarantees that communication is still a strong suit, which helps to create pleasant stays for guests.


	
Key Skill 3 – Organisational Skills 


	
Managing the many duties and obligations of a hotel's front desk requires exceptional organizational abilities. Guests checking in and leaving, questions to field, and bookings to manage to make the front desk a busy place (Munasinghe et al., 2022). Time management, multitasking, and efficient work prioritization are all part of organizational abilities (Grotte, 2018).

Those who work the front desk in fast-paced environments need multitasking skills. Guests will have a smooth experience even at busy check-in times if the front desk staff is well-organized and handles guest information, room assignments, and any problems that come up swiftly (Pechlaner et al., 2016).

As an actual case in point, Hilton Hotels & Resorts uses state-of-the-art property management systems (PMS) to improve front desk organizational efficiency. Instead of spending time on administrative duties, front desk employees can concentrate on providing outstanding customer service thanks to these tools that expedite operations like check-ins, check-outs, and room allocations (Neuhofer et al., 2015).

	
Key Skill 4 – Problem-Solving Skills 


	In the hotel industry, unexpected challenges and guest issues are inevitable. Front office staff must possess strong problem-solving skills to address issues promptly and effectively. According to Cavagnaro et al. (2018), problem-solving involves critical thinking, creativity, and the ability to make decisions under pressure.

An example of problem-solving skills in action is when a guest reports an issue with their room (Strecker, 2017). A skilled front desk agent will assess the situation, identify a solution, and communicate effectively with the guest to resolve the problem promptly (Markopoulos et al., 2022). This not only resolves the immediate issue but also contributes to guest satisfaction.

Real industry example: InterContinental Hotels Group (IHG) empowers its front office staff with comprehensive training on problem-solving (Michailidou et al., 2016). The company utilizes case studies and simulations to train employees in handling various guest scenarios, ensuring that staff are well-prepared to tackle real-world challenges (Mintrom, 2016). This approach enhances the problem-solving skills of front office personnel, contributing to positive guest experiences.
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Fantastic service from great staff!

Always a friendly welcome at the Hilton Garden Inn, Luton. In particular from Maria, who
provides excellent service, with a friendly smile and makes your stay even more pleasant!

I always look forward to returning here as my hotel of choice in Luton.
Read less a

Date of stay: May 2023
Trip type: Traveled on business
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