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	Reflective journal entry using Gibbs's reflective model 
Self-reflection is a process of evaluating own feelings, thoughts and actions to gain perspective on various decisions and practices carried out in a particular scenario (Hammer, 2016). Self-reflection is often conducted on a particular experience. It is critical to emphasize every aspect of the experience to obtain a detailed reflection. Gibbs's reflective model provides a systematic and stepwise framework which can be used as a reflective journal to gain insights into a particular experience (Corgel et.al 2011). Therefore, this model is used to assess my experience as a front office executive during placement. The six stages in this model are description, feelings, evaluation, analysis, conclusion and action plan (Bardi, 2011).
Description
Description is the initial stage of this model providing an opportunity to outline the situation in detail (Tesone, 2010). I had secured placement in a hotel on the designation of a front office executive. My day-to-day responsibilities at this designation included making reservations, guest service, ordering and stocking and communicating with other departments. These are the crucial tasks for enhancing overall guest service it improves their experience at different touch points. For example, I have addressed the specific requirements of a tourist group by accommodating their needs regarding hygiene which improved their experience.  Also, effectively communicating the needs of guests is a critical role of front office executive which I have fulfilled during my placement tenure. Moreover, characteristics of professionalism have to be exhibited by the individuals who directly interact with guests. Therefore, I have focused on demonstrating these characteristics to enhance the overall guest service experience.
Feelings
This stage requires reflecting on feelings which are experienced throughout the situation (Tewan, 2009). Before joining the hotel, I was feeling very nervous and under confident as I didn't have any previous experience relevant to this role of front office executive. However, with the support of my managers and colleagues, I eventually obtained the confidence to address my responsibilities and professionally serve guests. However, various challenges were significant in the initial phase such as ineffective communication with other departments, balancing so many tasks at a time etc. I have encountered these challenges with determination. While managing guest inquiries, check-ins and check-outs within the fast-paced environment of the hotel, made me overburdened as I could not manage so many tasks at once. Eventually, I developed multitasking skills to address my roles and responsibilities efficiently.
Evaluation
The evaluation stage of Gibbs's reflective cycle provides a chance to identify what workers and what didn't (Ghorbani et.al 2023). During my placement, I have performed well despite of various constraints like lack of experience, confidence and initial hesitance. I have fulfilled my role as an office executive by demonstrating various skills. Various queries and concerns of guests were addressed by me while demonstrating problem-solving skills. Further, there were numerous tasks and responsibilities assigned to me such as customer handling, stock maintenance, cross-department communication etc. I have managed all the tasks effectively after gaining some experience. My ability to multitask was improved by addressing so many tasks at once. Moreover, in various situations, conflicts were evident among customers and also between departments which were solved by me which exhibits my conflict resolution ability. However, there are certain areas of improvement such as time management, technical literacy and communication that are highlighted within this experience.
Analysis
This stage offers an opportunity to describe the impact of this experience on the overall abilities and understanding of an individual (Chi, 2023). This placement experience has improved my understanding of the roles and responsibilities of front office executives in hotels as they contribute to enhancing the overall guest experience by assisting them throughout their interaction with the hotel. Interacting with guests and colleagues at the hotel has helped me to determine the significance of effective customer service which can be achieved by creating a welcoming and efficient environment to meet their needs. 
Conclusion 
In conclusion, this experience has improved my overall skills and abilities regarding hotel management by offering an opportunity to apply my theoretical knowledge in a practical context for shaping my experience in this field. I have determined the real-life complexities which are often encountered within the professional aspects from this experience. 
Action plan
	Objectives
	Steps
	Time frame

	To develop time management skills
	· Self practicing
· Refer to the time management guidebook.
	3 months

	To improve technical literacy
	· Enroll in an online workshop.
· Practice on the computer.
	10 months

	To enhance communication skill
	· Enroll in a communication skill development course.
· Emphasize active listening and nonverbal communication.
	6 months


There are various areas of improvement which are necessary to be developed for gaining proficiency in this field (Cheong et.al 2023). I will focus on developing time management skills, technical literacy and communication skills within the next 12 months. Time management skills will be developed through self practicing approach which will include creating daily schedules and following them to obtain a habit of completing tasks within the given time. To develop communication skills and gain technical literacy, I will enrol in online courses.
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	Trip Advisor Review Response

	Hello Fedrika,
	Thank you for staying with Hotel Hilton London Tower Bridge during your visit to London.  It was our pleasure to serve your needs during your stay (Tripadvisor, 2024). We are delighted to know that we were able to fulfil your requirements as you mentioned in the review. The management is glad about your review by knowing that you liked the location as well as the service from the staff. We always make efforts to ensure the best experience and ambience for all our guests and we will continue to do so. Your review has been valuable for motivating the executive lounge staff to serve guest with their best potential (Tripadvisor, 2024). The hotel is looking forward to catering to you again in future. We please you to visit again to London.
From
Management, Hotel Hilton London Tower Bridge 



	Screenshot of referenced Trip Advisor review used:
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	Letter of complaint response

	Dear Joanna,
	The management is thankful for providing valuable feedback to highlight the issues that affected your experience during the stay.  We are saddened to know that our team was unable to meet the standards and you have to face issues while staying with Hotel Hilton London Tower Bridge. The management understands your concerns and issues while acknowledging the errors and mistakes by the team as you highlighted in the letter. We will take immediate action to address the issues that you have mentioned. It will be ensured that no such mistakes and errors occur from now on to meet our vision of providing the best in-segment stay experience to the guests. The management understands the importance of customer feedback and will take action accordingly.
Customer experience and satisfaction is a main priority of business as it is the major factor for booking accommodation facilities (Bardi, 2011). The purchasing decisions of customers depend on the reviews and experiences. The first concern mentioned in the feedback is regarding cleanliness issues in the room with stained bedding and dirty floors. The bathroom was also not very clean. The management has issued directives to the housekeeping manager to strictly follow the cleaning routine in all the rooms including room no. 330. The housekeeping staff failed to meet the cleanliness standards which are considered as a major factor by the customers while choosing accommodation facilities.
The management has also acknowledged the issues faced by you because of poor Wi-Fi connection. It is a genuine concern resulting from technical issues that happened on the day you visited the hotel. This issue is already resolved by the end of that day.  There was some technical issue with the router which resulted in poor internet connectivity throughout the premises. It affected the functioning of the hotel as well as raised customer concerns. We know that these reasons do not justify the inconvenience caused to you; therefore, management will ensure regular maintenance of technical appliances including the router so that such issues do not occur in the near future.
Also, the management is working continuously on the issue of loud noises coming from neighbouring rooms (Mohsin et.al 2023). We would like to inform you that, decibel monitors will be used in every room to know if any room is making noise louder than a particular extent that can disturb other customers on the premises. Further, staff training and development initiatives will be taken by the management to resolve the issue of unresponsiveness that led to your inconvenience. We hope that this response and the actions of management satisfy your concerns. The management is expecting another chance to serve you and repair the inconvenience that happened during your last visit. 
From
Management, Hotel Hilton London Tower Bridge.
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Writing in essay format 
	Key Skill 1 – Customer Service Skills 

	Customers of a business are considered to be the most important stakeholders buying the products and services of the company which helps them to generate profitability (Kemer et.al 2023). Therefore, business organizations must emphasise improving customer experience and derive their satisfaction to gain long-term profitability because this approach helps encourage customers to make repetitive purchases and to stay loyal to a particular brand. This reflects the significance of an effective customer service approach in the business. Effective customer service skills are more crucial for service-based industries than product-based ones because the overall satisfaction of customers ultimately depends upon the abilities of company representatives to meet their needs (Mohsin et.al 2023). Hence, individuals working within the front office operations of hotel businesses are required to exhibit customer service skills efficiently to meet the expectations of guests. Individuals working within the front office operations are majorly responsible for assisting customers throughout their stay while identifying their needs and concerns to ensure that they are fulfilled by respective departments. For instance, if a customer has complained regarding hygiene standards in the room then the front office staff is responsible for communicating this concern with the housekeeping department while providing a reliable and satisfying response to the customer. Various aspects of customer service skills which must be developed in individuals in the front office department are empathy, active listening, proactive engagement, positive attitude and persuasion which contribute to interacting professionally with the customers to derive their satisfaction (Ye et.al 2023).

	Key Skill 2 – Communication Skills 

	Communication is defined as the process of sharing and receiving information from one person or group to another (Susanto et.al 2024). An effective approach to communication is highly essential in both personal and professional contexts. In the hotel business, well-aligned communication approaches and channels are required among departments and personnel so that they can work collaboratively to deliver a holistic experience to the guests. A higher extent of smooth coordination and collaboration is fostered within the hotel with well-defined communication channels. The front office operations in this business play a pivotal role in communication as they mediate the directives and concerns of customers to other departments. For example, if a customer staying at Hilton wants to place an order for food then they will communicate with the front office executive and not with the food and beverage department rather, the front office executive will pass on the message. To fulfil this crucial role in a hotel, individuals need to demonstrate various aspects of effective communication. It includes exhibiting active listening, taking feedback, verbal and non-verbal communication, written communication ability and presentation skills. These all skills and abilities must be developed by an individual while working in the front office operations of the hotel so that they can fulfil their responsibilities and meet their employer’s expectations. Effective communication skills can be useful for improving the experience of guests by interacting with them efficiently and coordinating their requirements with concerned departments (Berne Manero et.al 2023). Individuals can meet their job roles proficiently demonstrating the ability to communicate prominently.

	Key Skill 3 –Organisational Skills 

	Front office operations include a wide range of tasks and responsibilities that are to be accomplished by executives in this department (GUPTA, 2024). Some of the main duties of this department in the hotel include guest service, handling reservations, communication, concierge, stock maintenance, billing and duty management. To manage these multiple tasks and to meet the responsibilities, it is crucial to obtain organizational skills for front office executives. Organizational skills refer to the ability of an individual to manage different tasks efficiently. Organizational skills encompass a range of elements such as prioritizing tasks, time management, attention to detail and multitasking. Application of these abilities can be useful for front-office executives to handle numerous tasks efficiently. This skill can be applied to prioritizing the tasks which are more important to be addressed such as prioritizing customer calls over stock maintenance (Yaşar et.al 2023). Moreover, a combination of task prioritization and time management abilities can help front office executives accomplish each task within the time constraints.  Organizational skills can be useful for these individuals to multitask. For instance, they can handle customer queries while making duty schedules simultaneously and organize the overall schedules.  However, multitasking is often subjected to potential errors. Therefore, the front office executives need to exhibit attention to detail while multitasking so that potential errors can be eliminated and they can contribute to achieving higher guest satisfaction. Hence, it can be termed that organizational skills are very beneficial for individuals working in the front office operations of the hotel because they help maintain cohesiveness among their duties so that they can meet their job responsibilities (Guzmán-Pérez et.al 2023).

	Key Skill 4 –Problem-Solving Skills 

	Problem-solving is the ability to identify the root cause of a problem and determine potential solutions in real time so that the negative impact of the problem can be minimized. In a hotel business, there can be numerous problems arising within its internal environment (Yaşar et.al 2023). The front office staff is often responsible for handling certain problems occurring within the premises such as conflicts of interest between guests, lack of coordination among departments, hygiene-related problems etc. For example, individuals working within the front office operations are expected to demonstrate problem-solving abilities to deal with different types of guests in the industry demanding different products and services to maintain operational efficiency. Moreover, the front desk is the first point of contact for guests because these employees are responsible for assisting guests in each situation. Individuals in this department must exhibit problem-solving skills for dealing with sudden problems and issues faced by the guests.  Individuals must have different abilities such as active listening, creativity, critical thinking and decision-making to solve problems resiliently (Wang et.al 2023). There are different ways in which effective problem-solving abilities of front office staff can contribute to the operational efficiency of the business such as guest satisfaction, smooth operations and guest relations.
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Excellent service and location.

Pleasant stay with impeccable service. Pradeep and his coworkers took
excellent care of us in the executive lounge. Can highly recommend a stay at this
Hilton. Location is very convenient. Easy access to underground. Lots of
shopping and markets nearby. Walking distance to London Bridge Thank you for
a great staff and stay. We will return!

Read less

Date of stay: February 2024
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