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My journey was filled with both growth and challenges during my job employment in the housekeeping sector. I will use the Gibbs Model to reflect on different elements and aspects related to my thoughts, emotions, experiences, and actions throughout the period. 

Description: 
In the housekeeping sector, it is a hectic schedule and the workers need to acquire skills in time management and detail orientation. I felt overwhelmed during the initial phase of my job employment as I was not aware of the environment and how well I developed my skills to adjust to any environment of fast-paced. I realized and gained insight into the job responsibilities of a housekeeper while performing different tasks of bed making and cleaning different areas. The physical strength of employees in this field is mandatory but team fellowship during task completion provide a supportive working culture to increase overall efficiency (Kearsey, 2020). 
I remember one particular incident during my employment when there was a workload situation seemed very challenging. Unexpected checkouts are required to pay extra attention to different room services at the same time. I was nervous but excited at the same time. I was panicking at the start but later, I made myself realise to be focused and it triggered my skills in problem-solving and I quickly scheduled tasks, prioritize them based on time, and efficiently divided tasks among the members based on their skill set. It was very helpful and increased my confidence too actively and attentively work under challenging and workload situations to perform efficiently (Yu et al., 2020). 
Feelings: 
I was exposed to a number of feelings during this module of Gibbs Reflective Cycle and repetition of tasks tempted a monotony sense which made me think over the importance of the job roles and as I delved more into the general routine work of my job employment, I started acknowledging the services and hard work of workers to maintain the environment of the hotel to increase the overall guest experience. My perspective was transformed by gaining insight into the job role's importance and I felt satisfied with my job investing to the satisfaction and comfort of guests. 
I also felt irritated and frustrated in difficult times like removing stains and stubborn mess in rooms. I was tested with my patience and detail orientation to be focused and resilient towards my job role. I felt the value of being composed and rather than thinking about these incidents I changed my perception and started finding solutions to these problems which helped me to overcome several weaknesses and challenges and accomplish several opportunities and skills while performing self-reflection analysis of personal and professional development with the reinforced idea of growth (Ren and McKercher, 2021). 
Evaluation:
I reflected on my job employment as a housekeeping section, I highlighted both my strengths and areas of weaknesses. In workload and high-pressure situations, I developed my skills of leadership and organization to better prove beneficial during workload situations in the workplace. I fostered a sense of unity and shared purpose while effectively coordinating in the workplace of housekeeping. I also highlighted my areas of improvement as technical skills to be able to deal with the special cleaning equipment operational learning. I also sought guidance from experts, and my seniors, and was admitted to the relevant training programs after acknowledging my areas of improvement. 
Additionally, I also recognized the significance of communication within the team as clear instructions and open dialogues to improve my skills and minimized misunderstandings and communication skills will undoubtedly shape my methodology and resources to group tasks in the upcoming future implementations in my professional career (Nadda et al., 2022). 
Analysis:
I was able to analyze my professional and personal development by utilising the Gibbs Reflective model and I also learned that adjustment and adaptability to any situation is the crux of any skillset required to adopt any working culture and environment. I also honed my skills in problem-solving and decision-making which are considered essential attributes in of my professional career. 
Throughout my job employment, self-awareness is considered a recurring theme and highlighting my strengths and areas of improvement helped me to navigate and track my approach to performing multiple tasks with determination and effectiveness (Shulga and Busser, 2020). 
Conclusion:
My job employment in the housekeeping sector has been a superb and well-structured experience to help me better identify my strengths, weaknesses, and areas of improvement in the context of skills to make amendments and improvements in my skillset and knowledge to improve myself on regular basis and seek better opportunities of success and growth in the future. I also left the job role as a newfound acknowledgement for the others working in housekeeping and developed other organizational skills to better extend my toolkit of skills that are indispensable for achievement in any practiced career (Chen, Law and Yan, 2022). 
 Action Plan Summary:
Technical Skills: Join workshops and hands-on exercises to learn how to operate different equipment such as vacuum and machines etc. 
Communication: Practice listening to others and open discussion with other members in open group discussion. 
Time Management: Arrange tasks, track and navigate realistic deadlines and estimate the strategies. 
Reflection: Timetable set for the self-assessment and pursue reviews and feedback. 
Networking: Seeking mentors and seniors' help, engaging with their experiences and engaging in industry events. 
Self-Care: Setting a routine for daily care and exercise, regulating a healthy work-life, and engaging mindfulness to regularly adapt to the sustained growth in the working environment (Ramagde, Kumar and Brar, 2022). 
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	Trip Advisor Review Response 150 words +/-10%

	
Dear Tasha,
I am thankful to you to make some time to share your delightful practice at Euston Premier Inn. We are very delighted to receive about your wonderful experience of staying 2 nights and my staff especially Melvin also made a positive impact on your staying in this hotel. Melvin’s efforts were very acknowledging to provide you with a positive impact by providing travelling tips to make preparations to surprise your son on his birthday with best services to make it a memorable tour (Chittiprolu, Samala and Bellamkonda, 2021). 
We appreciate your thoughtfulness and cooperation during renovations and staff issues. We tried our best to maintain high standards of cleaning and services of housekeeping despite these issues. Our hardworking team also appreciate your kind words and acknowledgement. 
We will be looking forward to your stay and we raise 100% positive validation. If you’d like any kind of improvements, we are delighted to hear from you and make sure to provide best services on your next stay (Sayfuddin, and Chen, 2021).
Safe journey. 
Thank you once again for your stay at Euston Premier Inn!







	Screen shot of referenced Trip Advisor review used:
[image: ]

	

	

	

	(tripadvisor, n.d)

Letter of complaint response 500 words +/- 1-%

	
Mrs Joanna Blake, 
558 Longford Road, 
Swansea 
SA1 2AR 
January 15th, 2024 
Subject: Response to Your Complaint
Dear Mrs. Blake,
I hope you are doing great. I am extremely sorry for any dissatisfaction and disappointment you faced during your stay in the 330 room at our hotel. Your reviews are of great importance and we will strive to make our services better in the future. 
I am extremely apologize for not meeting the cleanliness and housekeeping standards during your room cleaning. It is our top priority to maintain a comfortable and clean environment for our potential guests and I also acknowledge our shortening in providing standard services of cleanliness. We are thoroughly investigating the case as per your complaint and any required action will be taken to prevent any repetition in the future. We will also provide a skilled training session to our staff to provide top-notch facilities and services to our potential and precious guests (Chen, Law and Yan, 2022). 
I am extremely sorry about the inconvenience caused by the unreliable WiFi services we also understand the significance of high ranging streamlined internet connections in this dynamic and digitalized world of travelling and our technical experts are looking into the issue and we will provide you with the best experts and skilled workers to resolve the issue of WiFi to provide optimal services to our guests.
In the context of noise levels, I am very concerned about your experience and we will re-evaluate the procedures and policies to make sure to address any kind of noise issues for the guests during their stay. Our staff will also be reminded to maintain an environment of quiet to better provide excellent guest services, especially during the night (Ramgade, Kumar and Brar, 2022). 
I also apologized to you for the lack of customer service during your stay. We are performing different strategies of continuous training for the staff to make sure of the significance of the accommodating customer service and responsiveness. 
We are implementing different action plans as a result of your complaints to provide the best services to guests in future. 
1. Enhanced Cleaning Protocols: To make sure of high standards, we will revise and strengthen our cleaning protocols in all guest rooms. 
2. Wi-Fi Infrastructure Upgrade: A thorough review of the WiFi infrastructure and to implementation of different upgrades by the technical experts to ensure of fast and reliable internet connection. 
3. Noise Mitigation Measures: We will assess different noise guidelines and measurements to reduce any kind of disturbance and issues and structure a more quite environment for the potential guests (Sangpikul, 2022). 
4. Customer Service Training: Additional training of services is provided to increase the service skillset and responsiveness. 
I am extremely sorry for all the inconvenience caused and make sure of the commitment to addressing all these issues you mentioned in your complaints. We are committed to making any kind of necessary changes and improvements in regaining your trust in future. 
To bring these matters and issues, thank you very much. Do not hesitate to contact me with any disquiets and issues we need to make amendments and rectify experience. 
I express regret for all the inadequacies in the services you faced and I am determined to work on these shortcomings in the services to make it a best place to stay in the future.  
Sincerely,
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Key Skill 1 – Customer Service Skills  


	Exceptional customer service facilities are vital in the developing and vibrant hospitality sector to make sure of the success of the customer experience within the hotel front office operational activities. It is the necessity of the hospitality sector to provide memorable experiences to the guests rather than premium services and luxury. The workers at the front office are the representatives of the company and they must acquire the skillset needed to provide the best services than just transactional services. Active listening, empathy, and a proactive approach are recognized as the attribute of indispensable elements in creating an environment in which guests’ needs are anticipated rather than just fulfilled (Yu et al., 2020). 

Personalized experience of guests is provided to leave a long-lasting impression and develop a relationship of guest loyalty. Understanding the unique requirements and needs of the potential guests and making them feel valuable by providing them with on-time services called personalized experience. Employees hired at the front office department are the main and crucial assets such as performing check-in and check-out services along with providing individual services to the potential guests. Many researchers also delved into the importance of regular training sessions. Staying aware of the guest’s continuous training, continuous commitment to the skill development skills, and ongoing training programs to make sure the front office sector not only developed and acquired skillset in customer service along with the evolution in the vibrant nature of the hospitality business sector to approach future opportunities in the organization (Ren and McKercher, 2021). 
Marriott International Hotel is an example to represent these working principles and it is famous for the services provided to the customers by heavily investing in the ongoing training of the workers, and training sessions Spirit to Serve Our Guests is the vision and mission statement of Marriott International. It goes beyond the boundaries of general services provided by front officers but also develops a better understanding of the significant guest interactions (Nadda et al., 2022). 






	
Key Skill 2 – Communication Skills 


	Effective communication skills act as the catalyst in providing excellent services to the potential guests by the forefront officers in the complex arras of the hospitality sector. To streamline the interactions with guests and among employees in the working culture to better make sure of effective services to the potential guests and increase overall customer experience. The role of communication skills in the hospitality sector can be emphasized by the importance of its impact and influence on the customer’s satisfaction and overall staying experience at hotel (Shulga and Busser, 2020). 
It is also noteworthy that in literature, it is recorded that constant learning and training programs act as indispensable and important elements to refine communication skills in the vibrant hospitality sector. The importance of other skills of adaptability, stressing the front office, and evolution of the communication methodology to resonate with the diverse and vast guest’s profile in the hotel industry. The importance of adaptability and language consideration also provide an understanding of the cultural nuances and different communication preferences in the context of the hospitality sector (Chen, Law and Yan, 2022). 
The best example to highlight the importance of communication skills adopted by the employees is the principle in Hilton Hotel & Resorts. The importance of communication skills can be identified as the training modules for the front office staff to make sure the staff to articulate the information in a clear and concise manner to develop a relationship of loyalty and informed decision-making to be made in the working culture. The stress on the training and principles to effectively improve communication skills also highlight the importance of communication in the hotel industry to interact with the guests and to provide the best services to them as it is a long-term continuous process which needs proper attention and determination towards the company in increasing the overall experience of the customers (Ramagde, Kumar and Brar, 2022). 


	
Key Skill 3 – Organisational Skills 


	Within the robust organizational skills, demand for robust organizational skills is internal to make sure of the operational fluidity and increase guest satisfaction. Different operational activities of check-in, room service, reservations, and check-out transactional process on time and in the best and most efficient manner are also considered as the prerequisite for the streamlined and efficient customer experience in the hotel industry. These core elements and essential activities also act as fundamental and important towards the success of the frontline officers in providing the best guest services to the customers (Solnet and Golubovskaya, 2023). 

In the hospitality sector, multi-tasking skills are considered as the key competency to be expected from front office workers to deftly handle different responsibilities at the same time. In the literature, effective multi-tasking skills are focused on the fast-paced environment to prioritize the ability to prioritize the hotel tasks and manage all the tasks in efficient manner and within the time to impress customers. 
The hotel AccorHotel is an example to best represent the principle of providing and concentrating on the concrete alignment with these principles to better provide advanced reservations systems and extensive training systems on the organizational tools in reflecting and impacting the commitment and streamlining the overall front office processes. Technology of innovation and targeted training at AccorHotels also make sure of the front office to be skilled with the essential skills and tools to manage the reservations and regular daily based operational activities (MERINE, 2020). 






	
Key Skill 4 – Problem Solving Skills 


	
Seeking the difficulties and complexities in the operational activities of the hotel sector’s front office employees to possess and acquire the skill of problem-solving and is also acknowledged in the literature and other resources of information. Tracking the complexities of the hospitality sector needs a staff of the front office to acquire and be skilled in problem-solving and detail-oriented skills to better anticipate and evaluate any uncertain situations like challenging and overload situations and abruptly provide on-time solutions to increase the customer experience and develop the brand image of the hotel in the target market of competition. In the hospitality sector, all the issues and problems are identified by the forefront officers to provide on-time solutions to them (Giacomel and Raveleau, 2020).

It is noteworthy that literature data and research also advocate the preliminary measures and precautions to focus on the regular scenarios of continuous training and learning. Front office employees are well-appointed with the obligatory abilities and knowledge to deliver excellent services to the guests during hotel stay and these hands-on exercises and training make employee’s experts in different skills of problem-solving, analytics, detail-oriented, and organizational to better increase the overall customer experience (Ramagde, Kumar and Brar, 2022). 
An example of InterContinental Hotels Group also highlights the importance of these skills and knowledge to be acquired by the employees in the hospitality sector by implementing them in practical operational activities. The mission statement and vision of InterContinental Hotel Groups also empower office staff of the hotel to be skilled in problem-solving skills by providing continuous learning and training sessions which represent the preliminary approach and strategies to tackle difficult situations and provide an on-time abrupt innovative solutions to increase the overall experience and eventually the sales and profit margin of the organization (Nadda et al., 2022). 
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Excellent stay with staff who care

Weve just returned home from @ 2 night stay in Euston Premier Inn. We had a
family room with breakfast, 2 adults, 2 kids, kids breakfast free with paying adult.
5 minutes walk from Euston station.

This was our first ever visit to London.

It was spotless. Everywhere. Our room hadn't been refurbished as the bath was
stained and the toilet flush was temperamental, | didn't mention it as it wasn't @
problem, obviously refurbs take time!!

Breakfast wasn't anything special but there was plenty of everything. Fresh fruit,
fresh juice, coffee machines with real cups, any amount of pastries as well as full
cooked breakfast. Tables cleared quickly and the area was extremely clean.

All the staff were absolutely amazing, especially Melvin. He is an absolute credit.
He made us feel welcome, showed me how to use the maps on my phone, told us
how best to travel as there was tube strikes that day, he even surprised my son by
putting balloons and a little gift 'm our room as it was his birthday.

Iknow that by speaking to staff that they have staffing issues, it seems to be a
problem all over the country. But the staff all worked so hard and always had a
smile!

Reading some of these reviews I'd just like to remind people that covid and its
resulting issues are still here, give staff a break and be nice! They are trying their
bestin asituation none of us have ever faced before.

Would | stay again? 100% yes!

Read less

Date of stay: March 2022
Trip type: Traveled with family

This review i the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC. Tripodvisor
performs checks on reviews as part of our indlustry leading trust & safety standards. Read our transparency
report to learn more.
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