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Introduction 

Gibbs’s reflective cycle is a reflective framework that has six stages for analysing self-experience critically (Pieper et al., 2020). These are description, feelings, evaluation, analysis, conclusion, and action plan. All these stages will bring the opportunity to evaluate the front office department of Marriott Hotel. 
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                                                 Figure 1 : Gibbs’s reflective cycle
                                              ( source: Pieper et al., 2020)



Description

While assisting the front office department staff at Marriott Hotel, I observed various tasks and responsabilities that contributed to the overall guest service experience. These tasks included managing guest inquiries, check-ins, and check-outs, processing reservations, handling guest complaints, and ensuring a smooth flow of operations at the front desk. Effective communication and professionalism were essential in ensuring guest satisfaction and maintaining a positive image of the establishment. In the front office department I learned that I have to be multiskilled, patient and adaptable while attending to guests' needs. 

Feelings

While assisting the front office in the Marriott Hotel, I needed to acquire effective task management and time management-related activities. I felt that sometimes it became difficult for me to manage the entire tasks assigned to me. However, my team members were extremely helpful and had a collaborative approach. They helped me a lot to manage difficulties and complete a large number of duties, as I have less confidence. However, I realised that I needed to improve my communication skills, as I explored whether one of my team members was capable of making effective communication. This approach helped my team to make a good connection with others. I felt that I was also required to develop this skill for leading a team adequately to complete a large number of assigned tasks effeciently. 

Evaluation

I had both good and bad experiences while working at the Marriott Hotel. I realised that I need to develop my confidence level while communicating with others. Lack of confidence did not allow me to communicate effectively with others, as I felt might not give proper importance to my thoughts. Mullins and Dossor (2013) explained that a lack of confidence did not allow them to make adequate decisions. On the contrary, I realised I have a continuous learning approach in my personality that helped me to work on my communication skills.

Analysis

In terms of my placement experience in the Marriott Hotel, I have realised from the whole scenario that I have average to poor communication skills while interacting with guests. I have realised that I have poor decision-making ability and poor time-management skills. I have also felt that I have poor self-confidence. As opined by Heinonen and Nissen-Lie (2019), it is a high requirement to develop professional skills.  

Conclusion


It has been found from the above analysis that I was responsible in the Marriott Hotel for  cleaning-related activities, conference and banqueting, and reception and I have realised that I have poor communication skills, poor decision- making and time management ability. 

Action plan


	Objectives
	Action to be undertaken
	Resources required




	To develop communication skills
	I need to focus on developing my communication skills by practising interacting with others and I need to practise more listening
	Books, videos, daily practice





	To develop proper decision-making skills
	To gain proper decision-making skills, I need to make an efficient plan and be more assertive
	Books, videos, regular practice



	To develop time management skills
	I have to improve my time management skills to gain the professional efficiency I need to clear my priorities; I need to practise setting up deadlines.
	Books, videos, regular practice





	To develop my confidence level
	I have to focus on improving my confidence level. I need practice self-care efficiency; I need challenges to focus on the growth mindset
	Books, motivational videos



It can be evaluated from the above analysis that I have poor communication, decision-making and lack of confidence. The betterment of those skills would be beneficial for me to gain better aspects in the future on personal and professional levels. 
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	Trip Advisor Review Response 150 words +/-10%

	Dear Kay,

Thank you for your valuable review and we appreciate your time to write the review following your stay at Leicester Marriott Hotel.  I was genuinely overwhelmed to find your comment. We would like to express our gratitude for choosing us. We should share your valuable feedback with our team and this positive comment would make them motivated. This positive comment helps us to stay active and concerned about fulfilling the concerns of our guests. Our managerial team should work on parking. Dear Kay, sometimes it becomes difficult for us to manage traffic in our parking area. Thus, we need to minimize the parking cost for managing the traffic there. However, we should try to make effective strategies for reducing this kind of concern and we will try to reduce our parking cost. We truly appreciate your positive comment on the noise-free environment and comfortable beds and we value your kind words.


Regards,
Staff 
Marriott Hotel



























                                    Figure 1 : Review of visitor (Source: Marriott, 2024)




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

	
Dear Sir/Madam,

I hope this letter finds you well. I would like to express my gratitude for choosing us. It is our utmost priority to ensure the comfort and experience of the visitors. However, I learned about your trouble and some experience and our team was not able to meet your expectations. I extend my sincere apology for this inconvenience, which we will emphasise, working on. I assure you that we will take your feedback letter sincerely and will bring you valuable insight to our management team. I believe our managerial team will look after it and take
positive steps to minimise these issues. Your comments in the letter have been thoroughly reviewed by our managerial team and I would like to address each of the concerns stated there. I assure you, in future you will not face this issue and we will take care of your service thus we will not give you a single chance of complaint. I want to assure you Ma’am that we have already fixed the Wi-Fi services after getting your valuable review and our managerial team has decided to get valuable insight from the visitors immediately after entering their room. I again would like to draw your kind attention. It is very unpleasant to hear this review from you as customer satisfaction is always our top priority and I am truly sorry that was not demonstrated to you. I would like to assure you from the bottom of my heart that we would love the opportunity to regain your trust, as we will take efficient measures as early as possible from our management and housekeeping department as we understand how frustrated you are. I agree with you that the poor service regarding the Wi-Fi facilities, room cleanliness, noise level and all of the above the customer services is quietly not acceptable. As we always strive to evaluate the best customer care and satisfaction and your opinion is always valuable to us. In this regard, the team of customer service and the managerial authority of Marriott, assure you that you take the oath to address your concern properly and I have already shared your feedback with the Director of Housekeeping to prevent a similar situation from happening in the future. After getting your valuable comment, we have already taken it as a note, we have instructed the housekeeping to clean the floor efficiently, and we have instructed you to change the bedding and look rigid in clearing the bathroom. We are planning to set the acoustic plan and windows and planning to develop the insulting hotel walls. Please accept my sincere apologies in this regard. We have reported to our customer service association not to repeat the same fault.
We appreciate your feedback, as this is extremely important for us. We will use your statement for further training and development purposes.
Please let us know further, regarding anything we can do further to develop a further remedy for the overall situation.


Yours Sincerely,

The Customer Service Department

Leicester Marriott

Date: 18.02.2024
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Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	It is required to have a wide range of consumer services to ensure client pleasure as well as
operational efficiency. Effective communication is one of the key factors for improving
customer service skills. Raghubalan and Raghubalan (2016) explained that this approach
brings the scope for helping front office workers understand customers requirements as well as giving timely assistance. Considering this empathy is also crucial for allowing the employees working in the front office and operational activities of a hotel. This approach helps in analysing the visitor issues as well as modifying their service appropriately. It is crucial to build a sense of gratitude and trust and the adoption of strong problem-solving skills is required for resolving the visitors questions approach helps to create a smooth experience for the clients and adds another level of customer service skills (Salas-Vallina, Pozo-Hidalgo and Gil-Monte, 2020). Considering this patience is required for dealing with complex situations to handle the consumers with elegance and calmness. Consumer service skills require professionalism and it helps in reflecting positivity and diffusing confidence in guests through respectful interactions. Based on this factor, it can be stated that professionalism is the key to contributing to a service-oriented environment. The front office staff can excel in their roles by honing these customer service skills by maintaining the commitment to the guest service. Customer service skills determine the efficiency of the front office staff in increasing the consumers engagement rate adequately. Moreover, the front office staff are responsible for increasing the experience of the consumers, as they play a vital role in resolving the queries of the consumers. This approach gives the scope to enhance consumer loyalty, as consumers prefer to engage with an organisation that has good consumer service by fulfilling their requirements. Fulfilment of the requirement for the consumers requires empathetic approach
in customer service.








	
Key Skill 2 – Communication Skills 


	Communication skills play a vital role in collaborating with the team members as well as with
the clients. An effective communication approach helps in collaborating with the team
members and brings the scope to increase the efficiency of the front office task and operational
tasks in a hotel. In context to the front office operation in the hotel, there is the requirement of
the development of communication skills as it is the key skill for the development of the
operational potential and in managing the task following the best effective manner (Paris Jiwa
Karya et al., 2022). Effective communication skills have the highest requirement in fostering
mutual trust and, a sense of cooperation among the staff members as well as the interlinking
between the staff members as well as the management body. There are diverse ranges of tools
and channels that are required for communication in the front office such as the phone, email,
and fax along with the electronic health records and the massaging of the system following the
best effective context (Paris Jiwa Karya et al., 2022). This is one of the crucial key skills,
which is needed in work within the hotel’s front office, the ability of verbal communication has the potential to share information, and this can add the potential to avoid any kind of misunderstanding.






	
Key Skill 3 – Organisational Skills 


	In context to the required skills, needed for operating in front office operation in the hotel, the
organisation skill is the most efficient needed for evaluating the key skill in the best effective
manner (Adedoyin and Soykan, 2020). To develop efficient organisational skills there is the
need for the development of excellent organisation and time management skills, time,
coordination, planning and prioritisation. For example, in the Marriott, the organisational skill
has been reflected such as the reflection of empathy, multitasking and time management,
leadership and the organisational skill of the front office operator has been seen in the Marriott
(Adedoyin and Soykan, 2020). The requirement of the organisational skill in context to have
front office operation, there is the requirement of the organisational skill; it can create hazard
awareness. Problem management, marketing, organisational skills as well and multitasking
ability are the primary goals of hotel management by running the hotel successfully with the
help of managing another aspect of the establishment.









	
Key Skill 4 – Problem Solving Skills 


	
The problem-solving skill is one of the efficient skills that are needed for the work within the hotel’s front office operation. There is a need for this specific skill, as it helps in identifying the problem, helps in generating the possible solution, implementing and monitoring the solution along with the consideration of the whole context (Araiza-Alba et al., 2021). The ability the &quot;think quickly on your feet &quot; can efficiently deal with issues and in this manner, problem solving is essential in managing the time as the front office operator. In this regard, it can be stated that problem-solving skills are one of the efficient skills, which is a high requirement to operate as the hotel’;s front operation (Araiza-Alba et al., 2021). The use of critical thinking, logic, creativity, and communication along with teamwork is the best solution as the efficient tactics of the problem-solving skill that is in the high need by the hotel’s front office operator and that can create milestones in the hospitality industry. For example, it can be stated that in Marriott, the problem-solving skills in the hotel’s front office operation have improved the practice and the experience following the best effective context.
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Great Comfortable facility

Stayed for one night with two older kids. Beds were comfortable, clean, no noise.
Litle issue with sink drain but over all good.. Paid for breakfast and it was good.
Parking was plenty but | dont see a reason for it to be paid. Glose to freeway and
market area.





