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[bookmark: _Toc158228468]Introduction
A personal reflection on learning is an essential component for managing knowledge inclusion and operational focuses. In order to make a hike in the planned approach, this Gibbs reflective model has helped me to underline specific operational skills I have gained. This reflection is based on my internship at Premier Inn Ipswich Town Centre Hotel as a front desk executive. 
[bookmark: _Toc158228469]Gibbs Reflective Model
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Figure 1.1 Gibbs model of reflection
(Source: Created by author)
[bookmark: _Toc158228470]Description
I have completed my six-month internship program as a receptionist in the front office of Premier Inn Ipswich Town Centre Hotel. During this time, I gained knowledge regarding the administration of a hotel in terms of communication, customer service and profit management. As opined by Bardi (2011), teamwork, communication, task management and leadership are the four major components of the hotel industry. Through this internship program, I evaluate my current skills and competencies for successful growth in terms of business planning and professional approaches in the hospitality industry. In the case of skill measurement and development, I have focused on applying the Gibbs model to identify the loopholes. My teacher guided me that potential skills are essential for meeting the loopholes. During this internship period, I understood that communication is my key skill and I need to work on my operational skills like observation and decision-making. These mentioned operational skills are vital to make a plan for guest service and customer satisfaction. 
[bookmark: _Toc158228471]Feelings
During my internship as a receptionist in the front office of the Premier Inn Ipswich Town Centre Hotel, I understood my communication skills were up to the mark for addressing employees and guests. As commented by Corgel et al., (2011), sharing of information is an important part of a communication plan, which is helpful for successful customer satisfaction. With this skill, managers opt for team performance conduction and management. This team conduction planning is based on team management, a vital skill of the hospitality industry. Therefore, throughout the entire internship, I successfully applied my communication skills to have a developed outcome in terms of business operation and performance at Premier Inn Ipswich Town Centre Hotel. On the other hand, I faced issues, while applying successful operational skills like observation and decision-making. After observing seniors, I concluded that these two skills are vital for me to have successful customer service. In the hospitality industry, customer service is an essential component for the employees to build a better brand name for the organisation. 
[bookmark: _Toc158228472]Evaluation
During my internship program, I got an appraisal because of my strong communication skills. I applied this skill to build effective communication among significant departments of the hotel like Kitchen, Housekeeping, Cleaning,and Lining. According to the customer feedback, employees of this hotel are quick and responsive and communication plays a vital role here. I also applied communication skills for conducting multiple jobs in a single period. Thus, from this reflective report, communication is pointed out as one of my strengths. Through this communication strategy, I opted to perform teamwork and team management components. However, these skills are not up to the mark like communication in my case. On the other hand, I lagged in operational skills like observation and decision-making. Therefore, I opted to establish an action plan, which helps to meet the skill gap and deliver better professional outcomes. 
[bookmark: _Toc158228473]Analysis
During my internship as a front office executive, I focused on better customer service. Hammer (2016) commented that customer service is the premier component in the hospitality industry and through this skill; a reputed hotel organisation achieves successful competitive advantages. In this regard, I found to use of the communication chain between customers and hotel staff. I focused on increasing customer databases and hence, while performing the checking-in process, I collected the contact numbers and email IDs of those customers to make them aware of further service improvements and offers to trusted customers. I also worked on data and feedback collection processes and it is another essential component for managing a successful business plan under the components of hospitality management. 
[bookmark: _Toc158228474]Conclusion
After completing a six-month internship program as a receptionist at Premier Inn Ipswich Town Centre Hotel, I understand my communication skill is the key strength to perform operational elements and work culture in the professional market. On the other hand, observation and decision-making are the two essential significant skills for hospitality management. I need to establish an action plan for developing these two skills to achieve professional objectives in future. 
[bookmark: _Toc158228475]Action Plan
	Skills
	Specific
	Measurable
	Achievable
	Relevant
	Time-bound

	Observation
	Observation helps to keep track of overall management.
	To conduct observation on the entire workplace.
	Include specific departments on observation as per time. 
	Helpful for identifying organisational achievements.
	5 months 

	Decision-making
	Make decisions regarding organisational procedure.
	To make decisions regarding a number of workplace issues.
	Evaluate utility for decision-making
	Helpful for solving issues.
	8 months



[bookmark: _Toc158228476]Conclusion
In this reflective part, I outlined my personal skills and those specifications I lag behind. This study included understanding from my internship days at Premier Inn Ipswich Town Centre Hotel. I acquire good communication skills and through an action plan, I focus on developing Observation and Decision-making skills. 
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	Trip Advisor Review Response 150 words +/-10%

	










We would like to deliver a warm greeting for your valuable feedback regarding our service. For a long time, we have been focusing on cleanliness of the workplace and comfort for customers. In this regard, we come to know from your feedback that we are on the right path of development. Long back, our general manager guided us regarding the quality of service and customer management of kitchen staff. We followed the strategic paths accordingly. We are accountable for serving you as per our capability and customer’s demand. Along with that, we do not compromise with the quality of raw materials used in the kitchen to prepare food. From your valuable review, we come to know that our staff successfully met your demands and provided satisfactory services to you. Hope you will like our service in future as well and we expect to serve you in future very soon with more comfort. Thank you once again. Visit again. 






































	Screen shot of referenced Trip Advisor review used:
[bookmark: _Toc158228478]Tripadvisor Review
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Figure 2.1 Positive review of customer
(Source: Tripadvisor. in, 2024)


	

	

	

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

	







To,
Mrs Joanna Blake
 Premier Inn Ipswich Town Centre (Quayside) Hotel
                                                                                              7th February 2024
Subject: Apology for poor customer service
Dear Madam,
First, I am begging pardon you that instead of skilled employees and comfortable rooms; you had a bad stay in our hotel. We focus on providing cleanliness with a comfortable stay to our customers. However, due to the lack of proper staff, you had to suffer from a cleanliness issue. During your stay, we had a banquet party in our hotel and hence, most of the employees were engaged there. We are recently facing a shortage of employees and team management. Therefore, you got a vague reply on complaining. Guests of the banquet party were present in rooms, adjacent to 330 and some of them have continued their party and enjoyment. In case of internet issues, we are currently going through the extension projects and we are extending the backside construction of our hotel. Due to construction and remodelling, we uninstalled the router of this particular area and only a single portal was providing internet service that night. We are again very sorry for the trouble you faced while staying. 
In order to meet the issues, you helped to identify, we are planning to develop our communication strategy. It is unfortunate that one of our guests faced an issue in terms of attending. Loud and clear instructions will be delivered to the employees regarding customer management. You raised this concern after leaving the hotel and if you would make us aware of the issues, we could ensure you full comfort by switching your room. However, we are still grateful to you for bringing these concerns to us. I, personally, feel that the issues of the internet are essential to be solved. We are planning to build a direct communication application, which helps us to establish on-time communication with the customers. This online communication is helpful for us to have a timely update from the client's end. Our managers plan to meet the demand of customers and take necessary actions as per complaint. Before room allocation, our executive will visit the room and provide an opinion on whether this room is ready for allotment or not. 
We plan to include a large-scale internet system for providing effective speed in wireless internet connection. Many customers of our hotel belong to a professional background and they visit for professional purposes. Therefore, we are bound to provide them with an internet facility for a proper working environment. According to complaints, we will take adequate actions regarding sound management and request our other guests not to disturb their peers. We expect that next time, when you come to stay in our hotel; good feedback will be waiting for us. I assure you on behalf of the management to solve the issues with immediate effect and ensure proper comfort to our delegate customers like you. We will take adequate actions to address the issues with skill, investment, and employee training. We also promise to improve our operations department accordingly.
Thanking You
Yours Sincerely,
[bookmark: _Toc158228480]Bianca Negreanu













































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

	
Key Skill 1 – Customer Service Skills  


	In order to manage the hospitality service, it is essential for front-office department managers and leaders to utilise successful skills, which deliver profitable outcomes. This profitable business outcome is based on the service nature and skills. In the case of managing a front office executive role, Customer service skills, Communication skills, Organisational skills,and Problem-solving skills are important. 
[bookmark: _Toc158228482]Analysis
Customer Service Skills
According to Tesone (2010), front-office executives are responsible for carrying out their roles and responsibilities regarding customer service. This customer service skill is helpful for Premier Inn Ipswich Town Centre (Quayside) Hotel, to develop their brand image and revenue generation process. In terms of revenue generation, communication is a vital skill as well. It is one of the most popular hotels in the UK with both professional and tourist groups, at the customer level (Premierinn.com, 2024). This hotel hires a front office executive to manage their customers and keep a special focus on demand and necessity for them. In the job role of front office executive, kitchen and housekeeping are significant to look into. Operational policies and implications are essential for continuing the profit-making operation of the company. It shows a pathway of communication and strategic planning. Many of the hotels in the UK and international market follow this communication and strategic planning into their front office operations for having successful customer management planning. 
As viewed by Tewan (2009) front office executives reflect the mission, vision, and values of the hotel for managing their operational plan and revenue generation. Brand management is essential for a hospitality company to gain a proper competitive advantage. Customer management is the key role for the companies, which has a high influence on the hotel industry planning and operation. Many hotels like Premier Inn Ipswich Town Centre (Quayside) Hotel provide proper training and development to the employees regarding their operational development and skill inclusion. 








	
Key Skill 2 – Communication Skills 


	


Communication skills
As stated by Fallon and Rutherford (2011), managers of the hospitality industry must possess the skill of communication. In front office management, it is important to have better customer satisfaction experiences. In the housekeeping department, it is essential to analyse the feedback from the end of customers. A manager from the front office uses this skill to get timely updates regarding the current situation of the operational workforce. In terms of planned action and purposes, front desk employees formulate communication channels with the executives from different departments like housekeeping and restaurants. As viewed by Fanthorne (2004), the communication chain in the workforce helps managers and leaders have a better experience in terms of work completion and customer feedback. 
Many hotels have language barriers to providing adequate services. In order to deal with the challenges, managers of these hotels like Premier Inn Ipswich Town Centre (Quayside) Hotel are focusing on establishing a communication chain with local and international tourists to develop their communication skills and business management planning. Besides that, senior management also arranges proper training for the employees for skill development. Current management studies have suggested that communication is also a vital skill for solving issues. 






	
Key Skill 3 – Organisational Skills 


	

Organisational skills
As asserted by Johnston et al., (2012), planning and operation management of the hospitality industry is linked with organisational skills. Two major organisational skills are observational skill and decision-making skill and it makes a high impact on the profitability management of the company. In response to the planned management, organisational elements play a vital role in making a decision for the hospitality industry and growth management. These growth-management applications include professional observational skills and decision-making. In the decision-making process, the skills and competencies of employees help managers to identify the gap. Managers and leaders conduct proper observation of their workplace and deal with the current situation as per employee management essentials. 
Observation skill helps managers to identify the differentiations between skilled and unskilled employees. Managers are liable to understand this differentiation for further planning and development. Planners of hospitality management establish effective communication with various other aspects of the employees from kitchen and housekeeping. This kitchen and housekeeping department are the two significant factors, which influence the profit-making situation of an organisation. This profit-making plan is helpful for hospitality industries for having inclusion of propositional approaches for business development. Managers in hotel industries like Premier Inn Ipswich Town Centre (Quayside) Hotel arrange proper training programs for their employees to have successful skill development in their hospitality organisations. 







	
Key Skill 4 – Problem Solving Skills 


	Problem-solving skills
In terms of problem-solving skills, managers are focusing on identifying the skill loops of employees and arranging training processes. As stated by Vallen & Vallen (2014), managers and leaders are liable to formulate problem-solving skills to develop their business and profit-making operations. Problem solving is an essential component of company management and the revenue generation process modified accordingly. The working style of managers is a vital aspect of gaining a hike into the process of operational excellence. Managers and leaders select their styles for addressing a vast employee base. This vast employee base helps to identify the strengths and weaknesses of organisational operations. Before applying problem-solving skills, managers play an important role in identifying specific operational strategy inclusion. 
As viewed by Wood (2013), managers are planning to deal with the skill development application and identification of issues. Customer relationship managers of Premier Inn Ipswich Town Centre (Quayside) Hotel collect feedback from their customers and insulate their plan of action accordingly. In terms of having potential growth, managers collaborate with boards to establish a further strategy including the entire employee base. They also focus on applying change management planning and operation as per current requirements. Leaders set the path of change management and implicate it as the essential component for service and product diversification. Hospitality organisations deal with their business with both the products and services and food is the prime product for this organisation. 
[bookmark: _Toc158228483]Conclusion
Based on the above study, it is clear that operational, communication and problem solving are the three essential skills for a hospitality organisation to manage its potential growth. Managers and leaders plan their working styles as well as change management for having a planned action and inclusion of development accordingly. 
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Friendly helpful staff great breakfast

Stayed here after a funeral, staff so friendly, room clean and comfortable. The
breakfast in the morning was great it was a buffa all hot and tasty
real,sausages, and mushrooms very nice. Again the staff in the restaurant were
so friendly and helpful, | just want to say it was a lovely stay. Thank you
Readless a

Date of stay: January 2024
Trip type: Travelled with family

00000 V-

Service

@ Location





