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The self-reflection in this assignment is undertaken with the help of Gibb's reflective Model. It is one of the most popular cyclical models of reflection. The model provides a framework for evaluating experience and analysing if any improvement is required based on the reflection (Adeani et al., 2020). The model covers 6 stages, each allowing an individual to deeply examine themselves by answering the designed questions. The self-reflection is done critically with the help of the 6 stages of Gibb’s Reflective Model. 
Description: During the first week of my placement in the front office department of a highly renowned hotel brand, Premier Inn, I went through a rollercoaster of emotions. The front office department is the place which comes first in guest contact and the agent has to have several qualities to do justice to the job and help the company to gain customer satisfaction (Bardi, 2011). The front office desk job includes several functions like reception, reservations, registration, providing information about the rooms and final bill settlement (Bharti and Sharma, 2023). The job role asks for excellence in various skills like communication, customer service, organisational, problem-solving, and many more. I was responsible for providing quality service and ensuring guests' stay pleasant.  Since the job role includes encountering guests daily, effective communication and professionalism play a key role in clear communication and gaining customer satisfaction (Fallon and Rutherford, 2011).
Feelings: I felt overwhelmed with the work and responsibilities that were placed on me. However, the feeling came with nervousness as this was my first job and I was going to represent such a renowned hotel brand with my work and services. The feelings began with nerves on the first day of my work and became at ease once I was introduced to my colleagues. I was feeling excited that finally, I am going to put my theoretical knowledge into practice. At first, it was becoming hectic for me to cope with such a fast-paced environment as it was the time of December when the hotel experienced the largest number of guest visits. I was finding it difficult to manage several functions at one time like guest queries and handling check-ins and check-outs. However, I got used to it and started enjoying interacting with guests.
Evaluation: I kept improving in my job role with practical experience and learning from the situations. I found that my areas of strength were customer service skills and problem-solving skills as it is very much required to deal with the complexity and uncertainty of the industry. The job role involves coming in contact with various guests from different backgrounds. I find my communication skills lagging to some extent in having smooth communication with different guests. I started managing several works with ease with my multi-tasking skills and my conflict resolution skills helped me to solve customer complaints with ease.
Analysis: Seeking feedback from the customers about the service and colleagues has helped me to get a better insight into my skills and the areas of improvement. This has helped me to recognise how first interaction and making the guests special through different gestures play an important role in creating a welcoming and efficient environment for the guests. One cultural consideration that I encountered during my placement period was that the staff forgot to remove alcohol from a Muslim guest room which led to customer dissatisfaction. Respecting the diversity and cultural sensitivity, I sought an apology from the guest, changed the guest’s room and got positive feedback from the guest during the check-out.
Conclusion: The role of a front desk agent can be full of highs and lows but the desire for progress and a feeling to create a welcoming environment for the guests has helped me to enhance my skills in the field. I have learnt how being empathic, caring, energetic, understanding the needs of guests and willing to go beyond the job description is essential to gaining customer satisfaction and thus creating better brand recognition. Attention to detail, problem-solving skills, hazard awareness and respect for diversity are the various personal and professional development I have gained during my placement period.
Action Plan: To ensure continuous growth and development in the hotel industry, I will be taking professional communication sessions to enhance my communication skills. This will allow me to communicate with the guests and resolve their queries and problems more effectively. Customer satisfaction is the key factor in the hospitality industry to enhance brand name and thus attract more guests to increase the profitability of the company (Wood, 2013). To improve my organisational skills, I will be taking a minute every few hours to ensure that the workflow is going right. 
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Thank you for taking your precious time to share your stay experience at our Hotel.  It's   always great having such positive words from our guests. We are delighted that you had a comfortable and pleasant stay at our hotel. We strive to provide an extraordinary experience with our services and we are delighted by your kind words and acknowledgement. We are pleased that you enjoyed the food and were satisfied with the ambience of the room. We are thrilled that we have succeeded in meeting your expectations. Thank you for acknowledging Deepti for her impeccable service, we are delighted that she went beyond and above to meet your expectations. Acknowledgement of staff members leads to enhanced productivity (Chanana and Sangeeta, 2021). We look forward to welcoming you back to our hotel and servicing you to provide you with a great experience on your visit.  
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Figure 1: Positive feedback on the stay at Premier Inn
(Source:Tripadvisor.co.uk, 2024)


To, 
Mrs Joanna Blake
January 15th, 2024
(Subject: Response to recent feedback on hotel services)
Respected madam,
I am writing this letter in response to your recent feedback on the hotel service, room and washroom uncleanliness, stained bedding, unresponsiveness from the staff, disruption in internet connectivity and excessive noise from the neighbourhood rooms. First of all, my apologies for all the inconvenience you have faced during your recent visit to our hotel. Being a customer-centric brand, we always ensure to look at our guests’ feedback whether they had faced any inconvenience during their stay and ensure to work on all the feedback to improve the services and customer experiences.  
We are sorry to hear that your recent visit to our hotel was under your expected standard. We always strive to provide an excellent experience to our guests with our services and we find our sincerest apologies. The primary objective of hotel management is to ensure customer satisfaction (Sofi et al., 2020). I have shared your review with our staff and team members to ensure that this will not happen in your future visit.  
We are sorry, that you faced issues in your work and constant disruptions in your work call due to poor internet connectivity. I agree that our internet connectivity was not working fine during the dates of your stay and has installed better connectivity to resolve this issue so that it does not cause any inconvenience to any of our guests in future. We always prioritise taking care of hygiene and sanitary and We are also sorry for falling short in that and for the unsanitary issues you faced during the stay. Good hygiene practices are important to maintain in hotels to prevent spreading any disease (Rawal et al., 2020). We will ensure to investigate this in future and will maintain that the room and washroom, are properly cleaned and the bedding is stainless. 




	I have also spoken to our staff about the unresponsiveness and unhelpfulness regarding your inquiries and requests and will surely ensure that all our guests receive the assistance they need at any time. We also understand the importance of a cosy night's sleep and we apologize that you could not sleep properly due to excessive noise levels and loud conversation sounds from the neighbourhood rooms. We will ensure that you have a comfortable stay next time and would like to offer a complimentary room upgrade with complete soundproofing to keep away disturbing noises from the external environment. 
Thank you for providing us with the opportunity to improve our room services, internet connectivity and furniture services based on your feedback. Customer feedback helps hotels to further improve their facilities (Lee et al., 2021). Customer satisfaction is our primary concern and your feedback is important to us. We have taken positive steps to improve all the services where we have fallen short and ensure to provide exceptional services to our guests in future to gain customer satisfaction. We hope to welcome you again in future and provide you with an improved service to find your satisfaction and go beyond and ahead of your expectations. Please let us know if we could do more and improve our services in a better way and remedy the situation for you in future. 
 
Yours sincerely
Customer Service 
The Premier Inn, London
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Writing in essay format


	
Key Skill 1 – Customer Service Skills

	Communication skills, empathy, analysing customer feedback, anticipating their needs, having patience, flexibility and listening carefully to customers’ demands, all come under the umbrella of customer service skills (Al Atar and Hamid, 2023). Excellence in various soft skills is important in the hospitality industry as it influences how to interact with the guests, management and colleagues and thus helps to build a healthy relationship with all and gain customer satisfaction (Tesone, 2010). Customer service is mainly the process through which the staff members communicate with the customers and provide effective solutions to their problems. It allows us to ensure that the guests are having the best possible experience in their hotel stay. True attention to detail helps to provide high-quality customer service. Providing excellent customer service to ensure that the guests will visit back whenever they are in the town or recommend to their family and friends. This enhances the customer base of the company and thus increases their profitability. As a front desk professional, it is important to have excellent customer service skills. For instance, I always look for the reason for the visit of the guests to the hotel. If the guests are visiting for some special events like birthday celebrations or anniversary celebrations, I make sure that I greet them and do a personal follow-up on their special requests. All this leads to making guests feel valued and maintains customer satisfaction.

	
Key Skill 2 – Communication Skills

	Good communication skills play a very important role in the hospitality industry as the industry deals with the customers in the front position (Corgel et al., 2011). It helps to have a clear and quick conversation between the hotel staff members and the guests. It also helps to enhance the guest experience as it conveys that the staff member is listening to their preferences and valuing their feedback and complaints with attention. Communicating concisely will also help to impress guests. It will also enhance relationships with colleagues and department employees. Effective communication is more of an art and not just a natural skill hence one must ensure to make their communication skills good through training if required (Gibson and Ewing, 2020). As a front desk professional one has to interact with several people and thus excellence in communication plays a crucial role in maintaining a good relationship with everyone and getting positive feedback from the guests. Communication skills can be of various types and some of them with their importance in the hospital industry are explained in detail below.
Verbal communication: The hospital industry mainly deals with verbal communication as it involves face-to-face communication or communication over the phone (Battiston et al., 2021). It is extremely important for front desk professionals to analyse their words before they deal with guests and to analyse how their words can create an overarching impact on the guests. 
Non-verbal communication: How we respond to the guests while we are not responding to them speaks more than the actual words. Facial expressions, hand movements, eye contact and posture come under non-verbal communication (Odeh et al., 2021). For instance, it is important to pay attention to the guest's words and their non-verbal expression so one can understand in a better manner how satisfied the person is. It is also important that the professional maintains soft and welcoming non-verbal communication with the guests to show that they are available for any queries or help needed by the guests. 
Written communication: This communication skill is not as important as the other two stated above. However, it is essential in the hospitality industry for the employees who deal with writing an email, reverting to guests’ feedback, writing a social media post to advertise several offerings and many more (Cheng et al., 2021). 



	
Key Skill 3 – Organisational Skills

	The front desk professional working in a hotel may have organisational skills. This helps them to carry out multitasking in an effective manner. Managing bookings, guests’ check-ins, check-outs, final bill settlement, listening to guests' preferences, answering phone calls, directing staff members as per the guest's preferences and needs and providing guests with effective solutions for their queries or problems are some of the important roles of the front desk professional of a hotel (Huang, 2023). With effective organisational skills, one can maintain a balance between completing all the tasks and interacting with the guests effectively. For instance, during the rush season like Christmas or New Year time, I had to answer lined-up telephonic calls and constant guest visits which sometimes became hectic. However, with my organisational skills, I manage all the tasks effectively and with efficiency. A lack of organisational skills may lead to a pile-up of tasks and plenty of mistakes (Cross and Dillon, 2023). Monitoring the progress of tasks and completing complex processes without errors leads to enhanced job satisfaction.  

	
Key Skill 4 – Problem Solving Skills

	As an employee in the hospitality industry, it is very important to have problem-solving skills to adapt to evolving customers' needs and preferences effectively (Xie et al., 2020). Emergency, crises or conflicts may happen at times in the hotel and it is the job of the hotel employees to handle them effectively and enhance the brand name (Permatasari and Mahyuni, 2022). Once, during my placement, a couple booked a studio room but they wanted to switch their room which has a partition between the bedroom and the living room. But due to some event going on the nearby place, all the rooms were occupied. Soon the couple become furious with the fact that they are member of our property and we are not listening to their preferences. After thirty minutes of conversing about the unavailability of the rooms, the couple was not ready to listen to us. Then I talked to my teammates and found out that we could resolve the problem with a folding wicker wall. Soon we installed the folding wall in the room and the couple was instantly satisfied with the solution. The incident made me realise the importance of problem-solving skills, being attentive to all the concerns of the guests and providing them with the best available solution to acquire customer satisfaction.
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Apleasant evening

The restaurant was lovely, the food was great but the service was even better!
Deepti made a big effort to make sure everything was good for me, | would
definitely recommend visiting. The room was also nice, clean and quiet. Certainly

nothing to complain about whatsoever!
Read less a

Date of stay: February 2024
Trip type: Travelled solo




