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Hotel Administration refers to the broader aspects of business operations, marketing, and hospitality at a corporate level (Cornell Nolan, 2023). A hotel administrator's role is to oversee daily operations and increase profits. They manage the front office, which is the main department where guests check-in, settle bills, and make reservations (Maulinal and Khaerudin, 2019, March). I'm writing a personal reflection on my work placement at Mercure Newport Hotel, using the Gibbs reflective model. It helps individuals learn from their experiences, develop plans, and overcome similar circumstances efficiently (Nurlatifah et al., 2023, December). 

Description: As a part of my Hospitality Management Course, I was offered a work placement at Mercure Newport Hotel which is the tallest and newest hotel in Newport, South Wales (Mercure Hotels, 2024). During my placement, I was assigned to look after the tasks and responsibilities in the front office area. The front office area is the area of sales and reception of the business (Dollarhide, 2024). I used to manage reservations and ensure customer satisfaction. Initially, it was difficult to deal with rude customers, but I learned to use my communication skills effectively. One time, a customer named Harry did not want to pay for some services, but I was able to influence him to pay by offering discounts. (Berkeleywellbeing, 2024). 

Feelings: Working in the front office gave me new experiences and professional skills. For example, when I had to deal with a rude customer named Harry I sought help from the Hotel Manager, who guided me on how to handle the situation. Seeking feedback from seniors helps improve individual performance (Sharpe, 2022). The suggestions given to me helped me to convince Harry to pay for the services by offering him a discount. It was a great relief to provide Harry with satisfying customer service.

Evaluation: I experienced both positive and negative aspects. The most rewarding part of the job was working alongside helpful and supportive co-workers who helped me develop new professional skills and overcome challenges. However, I also encountered some difficult customers, such as Harry, who refused to pay for extra services. This was a new situation for me and I didn't know how to handle it. Fortunately, the Hotel Manager provided me with helpful advice and suggested offering Harry a discount to convince him to pay for the service. My plan was successful and Harry was satisfied with the customer service he received and even thanked us for the discount.

Analysis: I had a great and enjoyable experience working at Mercure Newport Hotel. However, it took me some time to understand the working culture of the hotel. While performing reservations, I developed effective communication skills which helped me offer effective customer service to the clients. However, I struggled with problem-solving skills when Harry refused to pay for the extra services he used, which created a challenge for me. I sought suggestions from my senior which helped me develop effective customer service skills and offer satisfactory customer service to Harry and other clients.

Conclusion: As I reflect on the situation, I realize that I could have done a better job handling reservations while working in the front office. My experience at Mercure Newport Hotel has helped me develop excellent communication and customer service skills. However, I faced some challenges when dealing with Harry's initial rudeness. Eventually, he agreed to pay for the additional services he used after receiving a discount. This incident highlighted the need for me to improve my problem-solving skills as I found myself confused while dealing with challenging situations. Overall I enjoyed working with the Mercure Newport Hotel team.

Action Plan: Shortly, I plan to enrol in an annual online course to enhance my problem-solving skills. Developing these skills will enable me to think more effectively and provide optimal solutions for challenging situations (ICAEW, 2024). I will ensure my progress by taking part in critical situations and trying to resolve them with an effective solution. I am aiming to develop this skill within 6-7 months as it can enable opportunities for me in the front office area by ensuring success for my hospitality career.  
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	Trip Advisor Review Response 150 words +/-10%

	

Dear Kelly,

Thank you for choosing our hotel for your Christmas party. We are thrilled to hear that you and your staff had a good time, and we appreciate your positive feedback. Your 5/5 rating for our customer service means a lot to us. Our hotel takes pride in providing memorable experiences to all our guests, and your satisfaction confirms that we are on the right track.

We are grateful that you rated our services and terrace as perfect. Your kind words have made our day. If there's any way we can enhance your experience, please feel free to inform us. We are always looking for ways to provide better service to our guests.

We would love to host another party for you in the future and exceed your expectations once again. The Mercure Newport Hotel eagerly awaits your next visit.

Thank you for choosing us, and we hope to see you soon.

Best regards,
Mercure Newport Hotel









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

	
Mrs Joanna Blake,                                                      Mercure Newport Hotel,
558 Longford Road,                                                    Newport, South Wales.
Swansea
SA1 2AR

12 February 2024

Subject: Response to the Feedback.

Dear Mrs Blake, 

I acknowledge that you have provided feedback regarding your stay in our hotel. Firstly, I want to thank you for sharing your experiences with us.

I am disappointed to learn that your experience with our hotel staff was not up to the expected standards. As a hotel service provider, we aim to provide our guests with the best possible service and comfort. However, your feedback suggests that our staff did not meet those expectations and failed to address your concerns properly.

I will personally look into the issues you've raised and monitor the performance of our staff. I will ensure that they perform their duties on time and maintain hygiene by cleaning the floors, bathroom, and bedsheets. Additionally, I will appoint a supervisor to evaluate their performance and ensure all duties are performed effectively to provide top-notch customer service.

After reading your feedback, I have hired an IT professional to perform all IT operations efficiently, without causing any disruptions or slow Wi-Fi speeds. This will ensure that our guests can work or surf the internet without any interruption.

I'm deeply sorry to hear that your night's sleep was disturbed by excessive noise coming from nearby rooms. I understand how important it is to have a peaceful and restful sleep when you're staying in a hotel. To address this issue, I will work with our team to implement a comprehensive solution. We will install state-of-the-art acoustic panels and soundproofing materials on the walls and windows of our hotel rooms to effectively block out any unwanted noise. Our goal is to ensure that all our guests have a comfortable and pleasant stay with us.

I am also sorry that our staff was unresponsive to your requests and inquiries. As a responsible hospitality establishment, we take such matters very seriously, and I assure you that we are taking steps to rectify the situation.

To prevent similar incidents from happening in the future, I will be conducting training and development workshops for our staff. The workshops will aim to improve their communication skills, customer service, and knowledge about their roles and responsibilities. The training sessions will be conducted by experienced professionals in the hospitality industry, and we will also implement regular follow-up sessions to ensure that the training has been effective and our staff is continuously improving.

Please accept our sincere apologies for any inconvenience caused. We are committed to providing a high level of service to our guests, and we are taking your feedback seriously. 

If you have any other suggestions or strategies that we can implement to prevent similar situations from arising in the future, please do not hesitate to let us know. We value your opinions and look forward to welcoming you back to our hotel in the future.
Once again, thank you for your feedback.

Sincerely, 
Front Office Manager,
Mercure Newport Hotel



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

	
Key Skill 1 – Customer Service Skills  


	
Customer service skills are essential abilities and expertise that contribute to the team's success and result in increased satisfaction among customers (Lyu and Liu, 2021). This is crucial across all industries, as it helps build trust and fosters a strong connection with customers. In the hotel industry, customer service is considered a valuable soft skill that, along with technical skills, helps maintain a positive relationship with customers(Hennigan, 2023). In the hotel industry, efficient and effective customer service is essential for the smooth functioning of the business and attracting more customers, ultimately leading to increased revenue. This requires the staff to provide services such as room cleaning, turndown services, and a range of flavoured water options in the lobby to enhance the guest experience. Exceptional customer service not only allows a company to operate more effectively but also opens doors to international markets. In situations where customers are not satisfied with a product or service in the hotel industry, the company should provide a hassle-free way for them to exchange or return it, which demonstrates excellent customer service.






	
Key Skill 2 – Communication Skills 


	
Communication skills are an essential aspect of any individual's personal and professional life. It refers to an individual's ability to effectively convey information, ideas, and emotions to others (Puscas et al., 2021). In the hospitality industry, effective communication skills are particularly important, as they play a critical role in building trust with customers, fostering customer satisfaction, and improving the overall productivity of the team.

Effective communication skills in the hotel industry enable employees to share and solve issues with customers more efficiently, which leads to better customer retention. This, in turn, can have a significant impact on the profitability of the business. Therefore, effective communication skills are crucial for the success of any hotel business.

In addition, employees with good communication skills can provide clear instructions and updates to guests, which is particularly important in the hotel industry. For example, they can provide information about the hotel's amenities and services, the local area, and any events or activities taking place nearby. By doing so, they can enhance the overall guest experience and contribute to customer satisfaction(Ran Singh Dhaliwal and Misra, 2020).

Effective communication skills also help to prevent or resolve conflicts among employees of the organization. Encouraging transparent and effective communication between employees can help them gain a better understanding of each other's viewpoints and collaborate more efficiently towards achieving their common goals. This can lead to greater collaboration, improved teamwork, and higher levels of productivity.

In summary, effective communication skills are essential for the success of any business, particularly in the hospitality industry. They help to build trust with customers, enhance customer satisfaction, and improve overall productivity. Therefore, hotel businesses need to invest in training and developing their employees' communication skills.



	
Key Skill 3 – Organisational Skills 


	
Organisational skills are an essential component of any successful operation, particularly in the hospitality industry. The ability to effectively manage tasks and facilitate ongoing learning is crucial when handling customer concerns, as it promotes clear communication and idea sharing between employees and guests (Mathew, 2024). This leads to well-defined structures and hierarchies, which contribute to operational efficiency and improved relationships between staff members and customers.

In the hotel industry, strong organisational skills are particularly important as they foster collaboration and teamwork among employees. Staff members who possess these skills are better equipped to work together to resolve customer issues in a timely and effective manner (Cantrell et al., 2022). This not only enhances business operations but also generates increased revenue for the organization.

Furthermore, effective organisational skills require continuous learning and adaptation to changing circumstances. Staff members who possess these skills can stay current with the latest industry trends and best practices and are better equipped to handle unexpected situations. By continually improving their skills, employees can provide the highest level of service to customers, further enhancing the organization's reputation and driving revenue growth (Root, 2023).

In summary, organisational skills are a critical component of success in the hotel industry. They enable clear communication, foster collaboration and teamwork, and promote ongoing learning and adaptation. As a result, organizations can enhance customer satisfaction by delivering high-quality products and services. Moreover, these skills can help organizations increase revenue growth by providing a competitive edge and driving innovation.






	
Key Skill 4 – Problem-Solving Skills 


	
	

Problem-solving skills are an essential aspect of personal and group abilities that enable individuals or teams to identify, analyze, and find effective solutions to problems (Kaplan, 2023). Effective problem-solving involves a systematic approach that helps individuals break down complex issues into smaller parts, enabling them to manage issues efficiently. In the hotel industry, where customer satisfaction is critical, employees or firms with effective problem-solving skills can solve problems for guests or customers effectively (Filbert, 2024). Effective problem-solving skills are vital for the smooth operation of businesses, attracting more customers to the organization, and ultimately increasing profitability.

Moreover, in the hotel industry, proactive approaches to issues and challenges, analyzing customer feedback, improving services, implementing cost-saving strategies without compromising quality, and resolving issues contribute significantly to the guests' experience. Therefore, effective problem-solving skills are essential in ensuring customer satisfaction, loyalty, and retention. Hotels with effective problem-solving skills can handle customer complaints and issues promptly and efficiently, thus preventing negative reviews and feedback. Ultimately, this helps to enhance the organization's reputation, leading to increased profitability and sustainability (Youth Employment UK, 2022)
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Review of Mercure Newport Hotel
QOOO@® revicved 16Dec 2023 [] via mobile

1 was here last night on my works Christmas party and have to say the staff were amazing . The whole
night was well organised and even though it was a big party the food was lovely and hot, the bar staff,
the waitresses and the manager (supervisor) were all over it and could have not done any more for us.
The venue was also perfect with the terrace. Thank you for helping make it a great night. We will see
you again next year.

More

Date of stay: December 2023
Room Tip: Consider this hotel for any event!

Trip type: Travelled on business
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