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	Description
This is the phase of the Gibbs Reflective Cycle where a person would be able to identify the situation (Markkanen et al., 2020). The situation would be such that the person has been present. During my placement in the front office area of the Rossignton Hall in Doncaster, I have been able to experience a lot of things. The major thing that I have been able to experience is the variation in the perspective of the customers. On the other hand, as a housekeeper, I have also been able to understand the preferences of the customers. The vital element that I have been able to identify is the requirement for the cleanliness of the rooms. Cleanliness can be considered a major element which increases the experience of the guests during their stay in a hotel (Smirnova, 2022).  
Feelings
The second phase of the reflective cycle allows a person to describe the different types of feelings that a person has faced (Adeani et al., 2020). I had a feeling that the job in the front desk area had a huge role to play. The person in this designation primarily handles the image of the hotel (Bardi, 2011). Thus, I have been able to develop the feeling that I need to work on my attitude. In addition, I have also been able to understand the importance of communication skills. The politeness of a person at the front desk has a huge role to play. With this, there would further be a considerable increment in the efficiency of the person. In addition, the customers would further be served in a better way (Corgel et al., 2011). On the other hand, I have also been able to feel that finesse needs to be at its peak for a housekeeper. With this, there would further be a considerable increment in the satisfaction level of the customers (Tesone, 2010). In addition, there has also been the development of a feeling that I need to know about the different types of assistance. With these, I would be able to help the customers with ease. 

Evaluation
This phase helps a person in discussing the elements that have happened in the situation (Contreras et al., 2020). During my job in the front office, I have been able to identify that multitasking has a huge role to play. This is so because there is a large number of matters that need to be looked after (Tewan, 2009). In addition, I have also been able to identify that conflict resolution skills have a huge role to play. This includes the job at the front office and also as a housekeeper. This is so because there are various matters for which a customer might call for a housekeeper. On the other hand, a person in the front office needs to deal with different types of queries and issues of the customers. Therefore, the presence of this skill would further help the person in ensuring that the questions of the customers are met. 
Analysis
This is the fourth phase of Gibb’s Reflective cycle. Here a person would be able to identify the elements that have helped in increasing the positivity of the situation (Mulryan-Kyne, 2021). During my job in the front office, I have been able to understand that communication skills have been a major element for me. This has helped me in communicating with the customers efficiently. On the other hand, my conflict resolution skills have been beneficial during my job as a housekeeper. This has helped me in dealing with every type of problem that the customer has been facing. Furthermore, I have also been able to ensure that the customers have the best experience. On the other hand, I believe that I need to work on my multitasking skills. This is so because I have been able to understand that there have been situations where I have not been able to do certain works simultaneously. 
Conclusion
In conclusion, I have been able to ensure that every customer is paid proper respect. On the other hand, I have also been able to understand the importance of customer satisfaction in a hotel. Furthermore, I have also been able to identify the importance of communication. This is the primary procedure which helps in dealing with the customers. 
Action Plan
This is the last phase of the reflective cycle. Here a person would be able to make a proper plan to develop the elements that have been missing (Hashim et al., 2023). With this, the person would be able to ensure that similar situations are dealt with in a better way in the future. I need to ensure that I work on my attitude. On the other hand, I also need to ensure that I have a proper plan to improve my multitasking skills. With this, there would be an increase in my efficiency in such job roles in the future. 
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	Trip Advisor Review Response

	Thank you for your wonderful feedback. I believe that our employees have ensured that you have the best stay with us. We believe that serving the customers with the best services helps in increasing their experience. Also, our theme of decorating the rooms in such a way has been to give you a traditional feel. We also ensure that the customers are provided with the best cuisine. This is so because we believe that meeting the tastebuds has a huge role in providing the customers with a satisfactory stay. We also hope that you have loved the continental dishes. These are something special from our Chef. In addition, we would also like to express our gratitude for such a positive comment on TripAdvisor. This would surely help in increasing the image of the hotel. Our skilled employees would further love to serve you on your next visit. So, don't forget to visit again. 




	

Screenshot of referenced Trip Advisor review used:
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Figure 1: TripAdvisor Review of Rossington Hall in Doncaster
(Source: TripAdvisor, 2024)

	

	

	

	Letter of complaint response

	Mrs Joanna Blake
558 Longford Road,
Swansea
SA1 2AR
January 25th, 2024
Subject: Response to the Letter of Complaint
Dear Ma’am,
                 We hope that this letter finds you well. We apologise to you for the inconvenience that you have faced during your stay. Furthermore, we would ensure that proper actions are taken to ensure that such situations do not arise whenever you return to stay.
Regarding the uncleanliness of the room that has been allocated to you, we are ashamed that such a disaster has taken place. We would ensure that we speak to the HRM regarding such matters. In addition, we would also ensure that proper employees are hired for such work in the business. We do understand that cleanliness has a huge role to play in the satisfaction level of the customers. Thus, we would look after the matter that the best employees are hired. With this, we would be able to look after the fact that such inconvenience does not take place any further. We would further ensure that the new employees have the skill to do their work with finesse. This would further help in increasing the cleanliness level of the bedroom and the bathroom. In addition, we would also like to let you know that initiatives will be taken to train the existing employees. Such training sessions can be considered a beneficial step for increasing their performance level. 
We would also like to declare that there have been certain issues with the Wi-F provider. This can be considered an important reason that has affected your work. Also, our team will be looking into this matter as well. For this, we suppose that there needs to be the presence of proper problem-solving skills. With this, there might have been a way out to ensure that the customers are not getting any disrupted internet signal. In addition, we would also ensure that there is a proper plan for the development of this skill. We hope that this might further help in mitigating any problem in the businesses within moments. 
We would again like to apologise to you for the high noise level that you had to tolerate. There had been certain events going on in different rooms. However, there has been a defective ownership from our side. This has further impacted with a huge increment in the noise level of the neighbours. Therefore, we would ensure that we keep a proper derisible which needs to be maintained. With this, there would be a reduction in the chances for the guests to tolerate such noises on the premises of the hotel.  
We sincerely understand the inconvenience that you have faced. We would ensure to work on these matters to provide you with a better experience in the future. We hope that this reply helps in meeting the problems that you have encountered. 
We hope that you book your stay with us again.
Thank you for making us aware of this matter,
Sincerely,
Management Department.
Rossington Hall Hotel, Doncaster.



Component Three
	
Key Skill 1 – Customer Service Skills  


	Customer service skills have a major role for an employee in the front office. This is so because an employee in this designation needs to deal with a lot of customers. The satisfaction level of a customer has a huge role to play in a hotel. With this, there would be an increase in the brand image of the hotel. In addition, there would also be a considerable promotion of the services which the business would provide. Therefore, a person in the designation needs to ensure that the customers are attained efficiently (Hammer, 2016). In addition, the person in the front office also needs to look after the queries of the customer is solved. This would further help in increasing the experience of the customers during their stay. On the other hand, there is a variety of behaviours which a person in this designation needs to face from the customers. Therefore, this skill would also help the person in dealing with those behaviours accordingly. Furthermore, the person would also be able to ensure that the problems are solved properly (Solomon, 2018). Over and above that, this skill would help a person in this designation to have proper behaviour at any time. With this, the person in this job designation would also be able to meet the rude behaviour of the customers. 

	
Key Skill 2 – Communication Skills 


	Communication skills can be considered a vital one for the job role in the front office. There is many customers that a person in this designation needs to deal with. Furthermore, everyone’s problem varies according to their situation (Goh and Baum, 2021). Therefore, with this skill, the person would be able to address the customers properly. In addition, the person would also be able to understand the problem that the customers have been facing. This would further help the person in this job role to mitigate the situation within moments. Furthermore, there would also be an increase in the satisfaction level of the customers (Okumus et al., 2020). Over and above that, the presence of this skill would further help in increasing the reputation of the person as an efficient employee. In addition, there would also be positive feedback from the customers to the hotel. This would also reflect an increment in the image of the business in the market. Furthermore, communication skills would further help the person in contact with the concerned person whenever required. There are situations when the person would be required with the problems of many customers. Therefore, the presence of an efficient communication skill can be considered important here. With this, there would be a considerable increment in the chances of mitigating the problems of all the customers. In addition, communication skills would also help the person to manage the customers after they have arrived at the destination. 

	
Key Skill 3 – Organisational Skills 


	There is a variety of tasks which a person in the front office needs to do. Therefore, the presence of an efficient organisational skill can be considered important. With this, the person in this designation would further be able to ensure that every work is done. In addition, all the work would further be done on time (Ali et al., 2020). This skill further helps in increasing the efficiency of the person in this designation. On the other hand, there would also be a considerable increment in the efficiency that the person in this designation would showcase. The presence of organisational skills in a person further helps in providing proper assistance to the customers. Every hotel business needs to ensure that the customers are properly attended. This can be considered a primary task for the employees at the front desk. Therefore, the person at this desk needs to make a proper plan (Dashper, 2020). This plan would include steps which would further help in increasing the efficiency of the organisational skill. In addition, this skill also helps a person in ensuring that the queries of the customers are tackled. Such skills have a huge role to play in increasing the experience of the customers. With such skills in a person, there are high chances that there would be an increment in the business’s brand image. Over and above that, there would also be a proper promotion of the work done by the business. 

	
Key Skill 4 – Problem-Solving Skills 


	This can also be considered a vital role for a person in the front office. This is so because the person in this post needs to deal with many customers. The situation begins from the time a customer checks into the hotel. In addition, there is many queries and problems that a person with this designation needs to face (Zhang et al., 2021). Most of them come from the guests. Considering such situations, problem-solving skills have a huge role to play. With this, the person in this job role would be able to mitigate the problems of the guests at the primary level. In addition, the person would also be able to ensure that there is an increment in the satisfaction level of the customers. The employees in a hotel need to ensure that the customers are being able to stay without any problems. Therefore, the presence of this skill would further help the person in ensuring that there is a considerable increment in the comfort level of the customer (Chala and Bouranta, 2021). On the other hand, this skill would also help a person in the front office to ensure that the customers are provided with proper assistance. In addition, there would also be the presence of a proper mindset during any tense situation. This can further be considered an important element which would further help in meeting the problems of the customers. In addition, there would be an increase in the chances for the customers to have a comfortable stay in the hotel. With this, there would be an increment in the promotion of the business. In addition, the problem-solving skill of an employee in this job designation is vital. This helps in increasing the efficiency of the work of the employees and ensures that there is no chaos in the hotel premises.   
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Beautiful place

An absolutely lovely stay in every way. We stayed in the Churchill Suite and it was
gorgeous. The dinner was beautiful. The whole place is decorated in 1930's style
and is just stunning. We'll definitely be staying again.

Read less

Date of stay: January 2024

Trip type: Travelled as a couple
Room Tip: The dinner was superb.

See more room tips

® Location





