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[bookmark: _Toc148640717]Introduction 
In this report, I have reflected on my working and learning experience which I gathered while working in Premiere Inn Braintree (A120) Hotel as a front office staff using the Gibbs Reflective Model. Through the reflection, I have analyzed my skills and competencies. 
[bookmark: _Toc148640718]Gibbs Reflective Model 
The Gibbs Reflective Model is a methodical framework for reflection and experience-based learning (Adeani et al., 2020). There are six phases of this model which are, description, feelings, evaluation, analysis, conclusion, and action plan. With the use of this paradigm, people can methodically evaluate and draw learning from their experiences. This model has been used below for analyzing my working experience and skills. 
[image: ]
Figure 1: Gibbs reflective model
Source: (Adeani et al., 2020)
[bookmark: _Toc148640719]Description 
Working as a hotel manager at Premiere Inn Braintree (A120) Hotel has been a great opportunity for skills development for me as it enabled me to gain practical experience working in the hotel sector. It’s located at located in Cressing Road, Galleys Corner, Braintree CM77 8GG. I joined Premier Inn Braintree Hotel as a hotel manager in March 2022 and the period of working in this hotel has provided me with both skills and experiences. 
[bookmark: _Toc148640720]Feeling 
During the initial days of my career as a hotel manager at Premier Inn Braintree Hotel, I was excited and overwhelmed at the same time. Managing the fast-paced environment of the hotel was quite difficult for me at first since I didn’t have prior experience working in this sector. I also felt the requirement for skill development since I lacked some professional skills including communication and team management skills. 
[bookmark: _Toc148640721]Evaluation 
Working at the hotel front desk was rewarding and challenging at the same time. The positive aspect was that I got to talk to people from different backgrounds and felt proud of myself when I could go above and beyond for a guest. Conversely, the negative aspect was the periodic stress and anxiety, particularly during busy times and while handling challenging visitors.
[bookmark: _Toc148640722]Analysis
Looking back at my experience while working at the Braintree Hotel, I realize that one must have certain skills and competencies to effectively perform in such a position. Some of such skills have been discussed below. 
Communication skill 
A key factor in guaranteeing guest satisfaction is effective communication. It's essential to apply verbal and nonverbal clues and active listening for effective communication (Dogru et al., 2022). I discovered that if I listened intently and responded with empathy to guests who had problems, such as preferences for a certain room or complaints, I could frequently make a bad experience better.
Customer service skill
The cornerstone of customer service is knowing and fulfilling the expectations of the client (Jo Dolasinski and Reynolds, 2019). I used theoretical concepts as a guide to anticipate needs and offer individualized services. For example, I planned a personalized letter and surprise cake for a couple celebrating their anniversary, which not only brightened their day but also enhanced the hotel's image.
Time management skill
Effective time management is essential in a busy environment of hotel management. I could manage check-ins, check-outs, and bookings all at once by adhering to schedules and selecting priorities. My ability to manage time well allowed me to minimize wait times during busy times of the year by controlling the influx of guests.
Multitasking skill
Multitasking is a highly required skill for the position of a hotel front desk manager since he/she needs to perform multiple responsibilities at a time (Hemsworth, 2021). However, I have identified that I lack the skill of multitasking as I fail to maintain my focus while working on several tasks at once. 
Flexibility and adaptability 
Since the hotel business is so dynamic, flexibility is essential. I have analyzed that I have good adaptability skills. My ability to adjust helped me calm guests amid a power outage by reassuring them, giving them flashlights, and reducing their level of anxiety.
[bookmark: _Toc148640723]Conclusion 
While reflecting on my past experiences, I observed that I could have looked for further instruction and materials to improve these abilities even more. In the hospitality sector, it is imperative to engage in ongoing learning and development.
[bookmark: _Toc148640724]Action plan 
To stay current with industry best practices, I plan to actively look for possibilities for professional development and training in the future (Melo et al., 2023). To improve these skills even more, I would also look for mentorship from more seasoned colleagues. I also plan to participate in public speaking workshops to improve my communication skills and digital skill development workshops to stay current with the new technologies. 
[bookmark: _Toc148640725]Conclusion 
Based on the overall reflection, I can conclude that the findings of this reflective piece have largely benefitted me by improving my self-awareness and showing me the scope for self-development. 
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	Trip Advisor Review Response 150 words +/-10%

	
I appreciate your thoughtful and kind comments. It brings us great pleasure to learn that your most recent visit to Premier Inn Braintree A120 was cosy and enjoyable. It's wonderful to hear that you enjoyed our services during your stay and we strive to continuously improve our services to maximize guest satisfaction. Regarding the first-floor rooms' lack of an elevator, we appreciate your feedback. We constantly strive to improve the guest experience, and your feedback is really useful to us. We will do our best to ensure your convenience for any future stays. 
We are inspired by your encouraging words to keep providing outstanding service, and we are eager to have you back. Please feel free to let us know if there is anything in particular you would like to have when you come back. Our main focus is making you feel comfortable and satisfied. We appreciate that you decided to stay with us!
Screen shot of referenced Trip Advisor review used:
[image: ]





	Letter of complaint response 500 words +/- 10-%

	
Dear Ronald Fedrick,
I hope you are doing well as I write this. I would like to start by sincerely apologizing for any issues you encountered while staying at our hotel recently. We greatly value your comments since it shows us where we can make improvements to our services. We are dedicated to rapidly and effectively addressing your complaints, and we take them seriously.
I want to start by talking about the problems you had with breakfast. That the cuisine did not live up to our typical standards is sincerely regretted. We recognize that a hot and delicious lunch is a fundamental component of a visitor's experience, and we did not meet your expectations in that regard. You may be confident that we are carefully collaborating with our service and culinary workers to make sure that such mistakes don't happen again. Our goal is to continuously deliver an excellent breakfast experience that both meets and beyond the expectations of our customers.
We sincerely regret any hardship the crying baby may have caused you in relation to the noise nuisance from a neighbouring room. We recognize how important it is for our visitors to have a calm and relaxing atmosphere. In order to reduce disturbances and foster a calm environment for everyone, we are presently evaluating our room assignment procedure and will look at ways to handle room assignments more effectively. Our initiatives in this area have been strengthened as a result of your input.
Finally, I want to talk about Room 205's cleanliness problems. We take cleaning extremely seriously, so hearing that your accommodation was not as clean as you had hoped is disappointing. We have discussed the issues with our housekeeping staff and will be adding further training and quality control procedures to make sure our rooms are always kept to the highest levels of hygienic and clean standards.
We appreciate you taking the time to express your experiences with us, and your feedback is a crucial tool for us to keep improving our services. We're determined to implement the required changes to stop these problems from happening again. We value your opinions and will act upon them to bring about improvements.
To show our dedication to giving you an amazing experience, we would like to give you a discount on your next visit in appreciation for the difficulties you encountered during your stay. To make the required arrangements, don't hesitate to get in touch with me directly. We sincerely value your feedback, since it is essential to our ongoing efforts to improve the standard of our offerings. We truly hope to have the chance to have you stay with us once more and to give you an exceptional experience that goes above and beyond your expectations.
We sincerely apologise once more for the problems you experienced and appreciate you alerting us to them. We hope to hear from you shortly and have the chance to make things right.
With best wishes,
Senior Manager
Premier Inn Braintree A120




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

	
Element 1 – Pre-Arrival 


	
The first stage of the hotel guest cycle is the pre-arrival stage and it plays a crucial role in shaping the overall guest experience. In this stage, the guests make bookings based on their prior research and set expectations about the hotel. Hotels can make use of this to demonstrate their expertise and commitment to providing comfortable stays for visitors. Industry data emphasizes how crucial the pre-arrival stage is. The research found that more than 60% of travellers make their hotel reservations online, and most of them look up reviews and ratings beforehand (Ervina et al., 2021). This emphasizes how important it is for hotels to have a robust web presence and provide accurate, comprehensive information about their offerings to live up to guest expectations. Another study discovered that visitors are prone to report higher levels of satisfaction throughout their stay if they get personalized pre-arrival messaging or incentives, including room upgrades (Domanski, 2020). This illustrates the concrete advantages of customizing the pre-arrival process to each visitor's preferences.
In conclusion, a crucial part of the hotel visitor cycle is the pre-arrival stage. Its importance is highlighted by industry-specific data and studies, and providing guests with tailored experiences during this stage can boost their pleasure and the success of the hotel as a whole.

	
Element 2 – Arrival


	
A key part of the hotel guest cycle is the duration of stay phase, during which visitors experience of the facilities and services provided by the hotel. During this stage, hotels have the chance to fulfil their commitments, surpass visitors' expectations, and guarantee a satisfying stay overall. Industry data emphasizes how important the length of stay phase is. According to a survey, almost 80% of respondents said that their level of satisfaction was greatly influenced by the level of service they received while visiting (Yu et al., 2022). The importance of maintaining a property while a guest is staying there is demonstrated by the fact that 67% of respondents to the same survey said they preferred clean, well-maintained rooms (Wong et al., 2020). The Ritz-Carlton is one organization that does a great job at managing the length of stay phase. They are well known for their unwavering dedication to providing outstanding service. A set of guiding principles known as the Ritz-Carlton Gold Standards helps staff members deliver exceptional experiences to guests while they are there (Padma and Ahn, 2020). These expectations include calling guests by name, granting their unspoken requests, and satisfactorily resolving their issues. The Ritz-Carlton's superior strategy is supported by its consistently high rating in the category of luxury hotels. For instance, they received the highest guest satisfaction rating among luxury hotel companies. The study stressed that the key to their success is fulfilling and surpassing visitors' expectations while they are there.
In conclusion, the length of stay phase is critical to visitor pleasure. A business that showcases a steadfast dedication to providing outstanding service during a visitor's stay can result in high levels of guest satisfaction and recognition in the cutthroat hotel sector.


	
Element 3 – Duration of stay 


	
In the hotel guest cycle, the arrival phase is an important point that establishes the tone for the visitor's stay and greatly impacts their first impression of the establishment. According to a survey, 74% of hotel visitors think that a seamless check-in procedure adds to a pleasurable stay (Rossanty et al., 2019). It is a crucial touchpoint for creating an initial impression because it is sometimes the first physical connection visitors have with the hotel. The total experience and possible loyalty of a guest can be greatly impacted by their first impression.
Four Seasons Hotels and Resorts is one business that does a great job of overseeing the arrival period. They are well known for having quick and personalized check-in procedures. When visitors arrive, they are welcomed by name and have their preferences easily accessible to the personnel, which builds anticipation and makes them feel important (Aakash and Gupta Aggarwal, 2022). In order to streamline the check-in process and improve convenience, Four Seasons also makes use of technology, including digital room keys and smartphone check-in. Four Seasons' continuously high ratings for guest satisfaction attest to their commitment to providing an exceptional arrival experience. 
In summary, industry data highlights the critical role that the arrival phase has in the visitor cycle. In the cutthroat hotel market, companies that focus on effectively managing this phase can result in high levels of visitor satisfaction and brand loyalty through their personalized and quick check-in operations.


	
Element 4 – Departure 


	In the hotel guest cycle, the departure phase is a turning point when visitors exit the property and presents a chance for accommodations to leave a good impression and win back future business (Liu et al., 2022). A hotel's reputation is greatly impacted by internet reviews and post-stay questionnaires. Approximately forty per cent of hotel reviews are written after the guest has left, suggesting that final opinions are frequently formed based on the guest's leaving experience (Moreno-Perdigon et al., 2021). This emphasizes how important it is for hotels to provide a seamless and enjoyable check-out experience. For example, Airbnb is one business that does a great job of handling the parting phase. Despite not being a conventional hotel chain, Airbnb has revolutionized the hospitality sector by emphasizing the complete visitor experience (MOUZAEK et al., 2021). After their visit, they invite guests to post ratings and comments, and hosts are also asked for their opinions about their visitors. Maintaining trust and quality control is facilitated by this two-way communication. Furthermore, Airbnb allows visitors to leave heartfelt messages and thank-you notes for their hosts at the time of check-out. This kind gesture at the parting phase promotes a feeling of camaraderie and benevolence.
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