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Gibb's Model:
The Gibbs model consists of the systematic occupancy of the tasks in multiple steps. It includes the following steps, a description of the event, feelings at the time, evaluation, analysis, conclusion, and an action plan for the future.
Description 
As a front desk employee at the hotel Hilton Garden Inn Doncaster. I was responsible for multiple tasks within the front office department. Responsible for maintaining the daily activities of the place. Dealing with multiple tasks like the front desk and ensuring that the customers have their requests fulfilled (Ghani et al., 2022). Dealing with the number of activities like check-ins and checkouts in a fast-paced environment was a challenging task. The overall experience was very amazing. I was able to learn lots of new things that will help in the future of my professional life. The skills that I have learned during the placement period will prove to be an important asset for me. This experience has made me realize my strengths and weaknesses and how to perform better in my future professional life. All the responsibilities that I took had a significant impact on the satisfaction level of the customers. The duties that I performed were an essential part of the hospitality industry. This increases the value of my experience in the hospitality industry. It made me realize the importance of the different skills required in the hospitality industry (Duarte and Silva, 2023). These skills include communication skills, problem-solving skills, time management skills, and other professional skills (Ramos-Maçães et al., 2022).
Feelings
During my service, I was faced with multiple tasks and there were many situations where I faced problems. In the beginning, the tasks were very hard to handle. As I was not used to doing multiple tasks in a very fast-serving environment. It was creating a very unsaturated experience for me when sometimes I was not able to comply with the demands of my customers due to my lack of professionalism. Leaving a very negative impact on me affecting my overall performance. These situations made me realize I had to learn and polish my skills (Carlisle et al, 2023.). Then only I will be able to comply with all the demands of my customers.
Evaluation
I realize that there are many tasks that I can perform but still I need to improve myself in certain areas. One of the important skills required in the hospitality industry is problem-solving skills. As it is required to deal with the daily queries of the customers. In the hospitality industry there are different types of customers you have to deal with and understanding all of them is a hectic task. Due to differences in their culture and backgrounds. As an employee in the hospitality industry, I should be able to perform effectively. To understand the needs of the customers an employee must have effective communication and problem-solving skills (Solnet and Golubovskaya 2023). 
Analysis 
This experience made me realize the importance of teamwork and collaboration. It would not have been possible for me to perform the task without the unending support of my colleagues and supervisors. This experience made me realize that one should always be ready to deal with any situation. The daily experience with the customers and colleagues made me learn new things and increase my knowledge.
Conclusion
The experience made me realize the importance of communication skills to understand the needs of customers from different backgrounds (Ntalakos et al., 2022). It was an amazing experience as it made me realize the importance of learning skills that I need in the future to perform effectively as an employee in the hospitality industry (Liu et al., 2022). So, I will be able to perform effectively without compromising the quality of the work. Complying with all the demands of my customers. Increasing the satisfaction level of the customers (Jawabreh et al., 2022.). When they observe that the employee is giving his/ her best to satisfy the customers. It was an amazing experience for me to realize the importance of the skills that are required in the hospitality industry. This experience made me realize the importance of a growth mindset. It was the best experience for me because it made me understand what the requirements are for working in the hospital industry. To evaluate my strengths and weaknesses. Providing me with the guidance to follow, to work on improving my professional life. It helped me in shaping my personal and professional life.
Action plan 
An action plan to follow for me so I will be performing better in the future, working in the hospitality industry includes learning new skills (Miqawati et al., 2024). This is important as it will prove to be beneficial for me in the future. This includes learning new skills as well as working on my present skills to ensure my continuous group in the hospitality industry. For this, I need to take on training workshops to improve my skills in communication (Lathifah, 2022), problem-solving, time management, and professional skills. 
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	Trip Advisor Review Response

	
Dear CJWoody, thank you so much for your valuable feedback. It is great to know that you had an amazing experience during your stay at  Hilton Garden Inn Doncaster. We are grateful to you for sharing your feedback. Take your time to respond to us with a five-star review. Always there for you to welcome again. Also would appreciate any kind of feedback on our services. We are working on improving our services to keep up with the requests of our customers. Looking forward to your visit again to the hotel. Your valuable feedback is the source of motivation for us to keep moving forward. To never stop no matter how many hardships we must have to face. Always there to welcome you and serve you with our best services. Once again thank you so much for the time and effort taken to provide the feedback.




	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response

	
Hilton Garden Inn Doncaster,
Leger Way,
 Doncaster DN2 6BB,
 United Kingdom.

Subject: Complaint
Dear Joanna Blake,

We are sorry for the situation you have to face during your stay at our hotel.
It is very heartbreaking for us to know that you have to face such inconvenience during your stay. We sincerely apologize to you for the lack of service provided during your stay. The situation might have arrived due to a lack of professionalism in our employees. We appreciate the efforts you have put in to make us realize our lack of performance. Your feedback will help us to improve our performance in the future. To increase the satisfaction level of the customers visiting our hotel.
We apologize for all the inconvenience you have to face, including cleanliness, wifi connection, and noise control. We are working on providing our employees with the proper training to never repeat such mistakes. Giving them training on communication skills and cleaning skills. To improve their performance and increase the satisfaction level of the customers. This will help the employees to better understand the demands of the customers. Improving their skills in hospitality. We assure you that our employees are working hard to impress their professional skills. Performing their taka effectively and learning new skills through our workshops and training.
We are also working on our technical skills to improve the experience of the customers. So, they do not face any problems with the Wi-Fi services and can enjoy their stay without any disruption. Ensuring them to do their work without any hindrances. To let them work effectively and with efficiency. Also, we are improving our noise control technology. Utilizing noise cancelling devices for our customers to enjoy a peaceful stay. 
These factors will be included in our services to improve the quality of the stay of our valuable customers. Our job in the hospitality industry is to comply with the demands of our customers. That is only possible by getting valuable feedback from the customers. Working on the feedback will result in attracting potential customers.
The employees are trained to provide the best customer service. To understand and comply with the demands of the customers. Even from diverse backgrounds. This can only be achieved by the continuous effort put into increasing the positive performance of the employees. We are once again apologizing for the inconvenience and the failure of our services. 
We assure you that you will never face such problems with our services ever again. Our staff's hard work will prove to you that we are working on improving our services. We want you to visit our place again to find out how we have adapted according to your feedback. To prove to you that we are here to comply with the needs of our customers. Customer service is the most important purpose of our existence. 
Again thank you for your feedback. We are looking forward to your visit again so we can provide you with the best services you deserve. To show you the efforts we have put in to improve our services.

Sincerely,
Hilton Garden Inn Doncaster.





Component Three:

Writing in essay format 

	
Key Skill 1 – Customer Service Skills  
Customer service skills refer to providing exceptional service to customers. Since the first thing the guest encounters as soon as entering is the front desk it’s necessary to greet them with more than just a wide smile (Sharma and Srivastava 2018). It’s ensuring their satisfaction every step of the way and following the rule: ‘the customer is always right’ (Randall and Kroll 2018). It also requires the staff to have empathy (Umasuthan et al. 2017); put themselves in the place of the customers. It’s easy to become blindsided to an issue if you aren’t the one dealing with it. 
Ensuring guest satisfaction right off the bat sets off a domino effect across all other departments of the hotel. Starting off at the right track will raise the morale of the entire team as a satisfied guest leads to positive affirmations. 
A few examples of exceptional customer service skills at the front desk could include effectively managing any last-minute changes (overbooking, room changes) that might arise. Moreover, these skills also include handling complaints and handling irate customers. It’s essentially transforming a negative experience into a positive one (Wu et al. 2019). Another example of exceptional service could be tailoring to the needs of the guest. If a guest arrives early due to an early flight, customer service entails accommodating that guest by prioritizing their room arrangement. Some queries may be unique or different and tackling these are what separate great service from just ‘good’. 


	
Key Skill 2 – Communication Skills 


	
Communication skills can be verbal or non-verbal and is an art of concisely relaying information (Kharouf et al. 2019). Verbal communication is explaining the details of the room and displaying the correct room rates. Non-verbal communication refers to a wide smile or a nod to acknowledge that the customer is being heard. This skill isn’t just required for customer dealing. It benefits everyone internally as well. Communication is more than just talking, its making sure that the information is being heard and processed as well (Mehrabian et al. 2017)
Since the guests initially interact with the front desk, communication is key within the department. Any problem can occur at any moment and guests can pile up at any given time. Its effective communication that can help mitigate any problem that arises and allow for continuity in operations. 
There are several examples where effective communication can prove to be useful. For starters, if there is a last minute room change, housekeeping can be notified as quickly as possible to prepare the room for the guests. If there is an overbooking, a solution must be reached between the hotel and the guest that not only de-escalates the solution but also does not leave the customer at a total loss. Communication must also occur inter-departmentally where every process is co-ordinated with breakfast service, room service and other departments. 


	
Key Skill 3 – Organizational Skills 
Organizational skills are more detail oriented. These only improve with time and include multi-tasking, maintaining room and guest records and ensuring seamless operations (Bharwani and Talib 2017).
Since front desk managers can deal with multiple tasks at any given time, multi-tasking is a core requirement. These multiple tasks can range anywhere from handling customer queries or complaints while also checking-in other guests. Such tasks require a firm presence of mind and patience. A manager with commendable organizational skills would effectively manage his/her time and ensure no time is wasted (Shin et al. 2019). 
Instances where organizational skills are required include maintaining a log of current guests checked-in and their check-out timings, number of rooms currently available, cancellations and refund processes. To add onto that these skills proper documentation, handling invoices and re-checking present information, all fall under organizational skills (Darvishmotevali et al. 2020).
It spans further from operational procedures and covers scheduling of employees as well. Which employee works which shift and ensuring no short-staffing is encountered. Moreover, organizational skills also encompass handling inventory, such as are there any amenities to re-order or if all key-cards are in working condition.  


	
Key Skill 4 – Problem Solving Skills 
Problem-solving skills are perhaps the most important set of skills required at the front desk. It involves breaking down complex situations and trying to fix the core of the problem (Li and Liu 2018). Problems can arise in any department, whether its related to guests or internally and it requires quick de-escalation. Since the hotel environment is extremely dynamic, problem solving is essential as anything can arise at any given moment. 

Problem solving can come in clutch during times where the number of guests exceed the number of rooms available. At times of overbooking its essential to reach a standpoint where both the guest and the hotel can walk away satisfied. Since overbooking is not the fault of the customer, managers should be wary of the sentiments and frustration of the customer at that given moment and provide a generous compensation. Another area where problem solving can prove to be vital is when guests come forward with different requests. It’s not necessary or viable to cater to all of them as it can create a bottleneck in the operational efficiency. Hence, these skills will help the managers derive a cost-benefit analysis and act accordingly.

A unique situation that requires prompt solving could be the arrival of a VIP guest. Should the hotel pause normal operations and fixate their attention at this guest or make them wait in line? The main threat where problem solving skills are actually tested is a fault in the hotel’s software or a sudden loss of real-time information. Front desk managers must have contingent plans available or a manual log system in order to deal with the current queue of customers. Meanwhile they must work on troubleshooting the main problem and try and regain normal functionality. 
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Whitby, United Kingdom 128 contributions 46 helpful votes

Fab Hotel

Lovely modern hotel in great location. Rooms spacious and very clean. Communal areas bright
and fresh. Lovely staff in the restaurant and on reception. Great choice for breakfast and had a
very nice evening meal. Had a high floor overlooking the racecourse
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Date of stay: February 2024

Trip type: Traveled on business
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