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	The job that I have done by my placement in the Premier Inn, Loughborough Hotel provides me with an experience of a lifetime. I have learned a lot and it has helped me to become professional. This experience has taught me what I need to learn to become an efficient and effective professional in the field of hotel management world. In this hospitality industry, the best way to reflect on my experience is through writing a journal with the help of a reflective model (Bassot, 2016). Gibbs’ reflective cycle was introduced to provide a structure to the learning outcomes from any experience that one person has. It was created by Graham Gibbs in 1988. 
It has Six steps through which the learning from an experience can be shown in a framework (Bassot, 2016). These steps are:
1. Description
2. Feeling
3. Evaluation
4. Analysis
5. Conclusion
6. Action plan
Description: in this step of my experience I have been placed at Premier Inn, Loughborough Hotel. I was nominated to sit at the front meaning I was a receptionist. My job was to greet people at the hotel and to book hotels according to their needs. I also used to help them navigate through our hotel and in case of emergency, I helped them navigate the cities. It was a versatile job where I had to take care of many things to go perfectly. Through this job, I could communicate with a lot of people. 
Feeling: It was a great feeling working at the front. Being a receptionist meant I had to greet people at the hotel. I had to welcome them to the hotel. It was a great experience for me. Every day I could meet new people, welcome them and I was able to fulfil their needs. Yes, it was hectic at times when a lot of people started coming together and asking for things. It was frustrating when the guest was rude to me. But it was also very joyful when I got to help them as per their needs and demands.
Evaluation: Overall to evaluate this experience, I would say that it was a great journey. Yes, it had ups and downs. But which journey does not have any ups and downs? Without feeling down or walking on a harsh road one cannot learn anything. The receptionist's job was great as per my evaluation. The harsh scolding from the guests was not great all the time but the job had its great moments.
Analysis: I think the reason that my experience was good overall was because I got the chance to work in a great hotel, where all the staff was very amicable and helpful. They helped me to learn all the necessary things very quickly. Also, the environment of the hotel was good. It was cozy and nice. The layout and design of the hotel were very homely. I find the environment of the hotel very much beautiful. Also, the guests on that were some of the nicest people I have ever seen. Yes, due to some unavoidable problem, some of the guests were facing problems but it was not a big matter to be concerned (Bassot, 2016). 
[bookmark: _GoBack]Conclusion: The most important thing that I learned from this experience is how to welcome people and tackle any unpleasant situation. It was the most important thing I learned from this job that will not only help in my professional life but also help me in my personal life. I believe that everyone should learn how to greet people. I believe that with some prior knowledge about how to tackle any grieved person, my experience here could be better.
Action Plan: In the future, if I am to be put in any situation that resembles these types of situations, I would very much like to have some prior knowledge of handling people. I do not say that my present way of greeting and talking to people is not good but I want to say that there is always room for improvement and I would very much like to avail that opportunity. Also, knowing everything about the hotel will be a priority. 
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	Mr. Emmzii, 
Thank you, sir, for your great feedback and positive review. From the Hotel Inn management, we are showing our gratitude for the positive reviews that you have written for us. These types of positive feedback motivate us to go ahead and keep up the good work. 
We are very glad that Hotel Inn has successfully satisfied one of our customers and provided him with better services. It is a pleasure for the Hotel Inn management.
Also, for future reference the Hotel Inn management wants you to know that now our staff members are trained through our new training program that will try to ensure the 100% satisfaction of all the customers of Hotel Inn. We also are making arrangement to bring variety to the menu so that it can an amazing experience for our guests. 
We again thank you sir and expect to provide you with services in the Premier Inn.



	Screenshot of referenced Trip Advisor review used:
[image: ]
Figure 2 Review of Hotel Inn. Source: (Tripadvisor, 2023)


	

	

	

	Letter of complaint response 

	Mrs Joanna Blake
558 Longford Road,
Swansea
SA1 2AR

February 20th , 2024
Subject: Complaint
Dear Mrs Blank
The hotel management is very sorry about your bad experience in our hotel. We are expressing our deep condolences for your bad experience in our hotel. We are very sorry that it happened under our supervision. It is a disgrace to our name and brand and we cannot apologize enough for these mistakes. We are very ashamed that you had this horrible experience and we could not notice that. We are apologizing from the core of our hearts. But, we would very much like to alter that horrible experience for you and provide you with better services.
But no one is above mistake and neither are we. We want to learn from our mistakes and rectify these mistakes. And for that we are glad and we want to inform you that we have redesigned the way of our services. We have emphasized cleanliness and arranged everything efficiently. We have arranged a training program for the staff members. We hired new employees for both cleanliness work and a manager to monitor those issues. Now, there will be a double inspection of the cleanliness of the room to ensure that every room is very neat and clean. The system to wash our bedsheets is also redesigned with newer machines being introduced. 
We also take action about our Wi-fi system. We have adopted better technology to provide better wi-fi connections to our guests. Now, we use better routers and hired technicians to solve any sudden problem in this area. I hope it will solve the future problems.
As per the noise problems, we have requested the construction manager to take precautions about the noise pollution and they heard our request. The problem is now solved as most of the construction work is done now and the rest is done through taking a noise-reducing program. 
We have arranged a training program for the staff to provide you with better services and we also have a new chef to offer new and variety items in every meal. The staff members are now trained and they are held accountable to the manager of the hotel if any further complaints are registered against them. 
But, still, all these measures cannot alter the bad experience that you had and we are again apologizing. We are asking for another chance to prove ourselves in the eye of you. So, we hope you will visit us and give us the chance to provide you with better services that may alter your image of us. 

And also thank you for your letter and effort. Your letter will work as a guideline for us and hopefully, we will make our entire process better than before. We sincerely hope that we will learn our lesson from these mistakes and go further ahead providing the best services possible. 
Thanks again and hope to see you soon.

Kind Regards

Rowshan Ara Chowdhury
Manager Customer service
Premier Inn hotel, Loughborough.












Component Three: Portfolios
	Key Skill 1 – Customer Service Skills  

	In the business world, it is said that the customer is the king. They can never be wrong. And as business professionals, we must listen to the kings and provide them with the best services possible. We cannot forget to satisfy them as the success of our business depends on them and satisfied customer brings profit into the business (Bardi, 2011). 
Mainly, customer service skills refer to those abilities that help an organization to create a strong and long-term profitable bond with the customer by making them happy and satisfied. These skills help to provide customers with better services effectively and efficiently. It is not only a way to satisfy the customer but also a way to reduce the cost and effort of the organization (Sproull, 2021).
It is seen in the business world that those companies that have better skills in terms of customer services have more profitability. Also, companies that do not possess the art of dealing with customer services do not have a healthy profitable state in their businesses. In research, it is seen that in hospitality management the company that has better reviews in customer services and has a rating of more than 4 out of 5 has better profitability than other companies that have less than 4 rating in different websites. It is a clear indication of how important customer service skills are for every business in this modern competitive world (Williams et al., 2020). So, in a word, it is easily understood that businesses with better customer service skills are more likely to earn a profit than other companies with fewer skills in customer service. 

	Key Skill 2 – Communication Skills 

	Communication is the key to a smooth and frequent workplace. Companies that have frequent communication systems with effective and efficient channels work better than others. Now, this world with the help of technology works faster than ever. And in this running world, we have to be kept in touch and be updated every minute and every second of our lives. It is very much needed that we are in touch with the process of work as the work demand or culture can be changed anytime and any minute (Sturman et al., 2011).
Communication skills refer to the ability to communicate with others effectively. It does not only mean to send messages to others but it also implies that we listen to what other people have to say and work accordingly. 
Communication skills cover the area of understanding what other people are saying to you and your capability to provide them with your insights about everything (Tewari, 2016). Communication is the key to success in the business world now. Also, clear communication helps to bring good results to the organization.
In the United Kingdom, nowadays 37% of the customers in the hospitality industry feel that the companies are not skilled in terms of understanding the needs of an employee or customer which makes these companies less loved by the customers (Phillip, 2016). In the end, we can say that clear communication and communication skills are valued all over the world.

	Key Skill 3 – Organizational Skills 

	In this present world of business, organizational skills are as important as communication skills. Organizational skills make an employee more employable and help an individual adjust to the changing way of doing business in this present world (TESONE, 2017). 
Organizational skills refer to the capabilities of arranging tasks prioritizing tasks arranging resources effectively using the resources and creator system which is effective and efficient and through which employees can work better. Through these skills, the manager or the employee can easily understand the workflow and how they should finish tasks. It is a technique to establish an order of both human resources and other capital resources to better the workflow of the offices and workflows (Hammer, 2016). 
Organizational skills also cover the area of time management. Better organizational skills help an employee to organize his and overall, the time of all the employees effectively and efficiently. Skilled employees can simultaneously track so many tasks.
Also, an organizationally skilled employee can jump from one task to another without hampering work is very crucial in this modern business work because organizations and now looking for employees who have talent and can do many tasks (Phillip, 2016). 
Last but not least, it is better when an organizationally skilled person works in a workplace, the organization automatically increases its output. The employees must understand the necessity of these skills. So, it is safe to say, that people all around the world are more employable with organizational skills. 

	Key Skill 4 – Problem-Solving Skills 

	One of the most important skills to have in this present modern competitive world is to have a problem-solving skill. Problem-solving skills make an individual more desired in any industry because of his powerful capabilities. 
This present business world deals with so many problems every day. These problems are not always the same rather they are unique. To solve these unique problems, every organization nowadays is looking for employees who are best suited and capable of solving these problems (Sproull, 2021). 
Problem-solving skills refer to the system of uniquely looking at the problems, finding their source, thinking about them critically, and bringing a solution that is very unique and is not common with other problems (Sproull, 2021). 
Problem-solving skills are related to other skills too. It is often regarded as a skill that is a combination of other skills like critical thinking, active listening, looking at problems differently, thinking out of the box, etc. But the major part of this skill is creative thinking. To solve a unique problem, creative thinking is a must. Individuals with more problem-solving skills are more employable and desired in the industry human resources market than others. In the United Kingdom, organizations are now arranging training programs to increase the creativity of the employees. The employees are also encouraged to practice creativity in the workplace and their opinions are being heard with great importance these days (Hammer, 2016). 
All in all, it is safe to say that problem-solving skills are the most important skills not only in the hospitality industry but also in the fields of other businesses (Farag, 2014).
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Great choice for a budget hotel

Review of Premier Inn Loughborough Hotel

Reviewed Dec 28,2023

Emmaii
@ This Premier Inn was everything you'd expect it to be, the bed was comfy, the rooms were a decent size

and clean. There often was not any staff around but as we were visiting family we were often leaving
early and arriving back quite late at night. However, when you pressed the buzzer, an employee would
arrive within @ minute which was good. The breakfast was great, lots of choice and good quality. Very
good stay at a good price.

Date of stay: December 2023
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Review collected in partnership with this hotel ©
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