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In component one of this assessment, I have applied Gibb’s Reflection model to analyse my placement at the Mercure Hotel.
Description: I worked as a front desk receptionist at the Mercure Hotel in Newport throughout my placement. My main duties included handling client inquiries, controlling check-in and check-out, and ensuring smooth paperwork. These responsibilities significantly influenced tourists’ perceptions of guest service in general. Proper language and manners were essential to the satisfaction of the guests. It was hard to answer questions in a room full of people, but the experience taught me to multi-task and overcome obstacles (Ninemeier, 2019). Through interactions with colleagues and guests, I learned the critical importance of maintaining an inviting environment for effective customer service. 
Feelings: When I was a front desk attendant at the Mercure Hotel in Newport, I experienced a mix of emotions. Having to deal with guest inquiries, check-ins and check-outs in a busy office made me feel overburdened, but once I got used to it, I started to look forward to it. Through my experience, I realized the value of problem-solving skills as my job was through multitasking and dealing with unexpected situations (Hammer, 2016). The positive impact of interactions with guests and colleagues on the work environment increased satisfaction. Ethical and cultural concerns provoked a period of reflection, emphasizing the importance of sensitivity and respect. 
Evaluation: Reflecting back on my time as a receptionist at the Mercure Hotel in Newport, I recognized my admirable qualities and opportunities for growth When I encountered unexpected obstacles when communicating with guests, I made a special effort to solve problems. Over time, my tendency to multitask increased, making it easier to handle questions effectively, entering and exiting a fast-paced professional environment. When tested, my ability to resolve conflict reflected situations where I successfully resolved issues to ensure visitor interest. However, I have come to the conclusion that maximum time management is necessary to increase overall productivity. Also, improving my communication skills can enhance the visitor experience, especially during peak hours (Krost, 2018). The assessment process helped me identify areas for improvement and highlighted the importance of continuing education to improve the skills required to pursue a career in the hospitality industry. Moving forward, I intend to prioritise time management and communication, continuous improvement, and an excellent front office.
Analysis: As I reflected on my time as a receptionist at the Mercure Hotel in Newport, I realized that the social interactions gave me a deep appreciation for work. Critical awareness and ambiguous communication were necessary to foster a creative environment. Managing inquiries, check-ins and check-outs quickly instilled in me the value of my multi-tasking skills and problem-solving abilities. Working with colleagues created a sense of unity and solidarity, which ultimately increased workplace productivity (Ninemeier, 2019). This placement raised my awareness of ethical considerations and highlighted the importance of maintaining sensitivity and courtesy in all situations. This experience enhanced my understanding of the hospitality sector by the values ​​of integrity, cooperation and quality customer service it emphasizes.
Conclusion: As a front desk employee at my placement, the experience I gained was second to none. This job clearly demonstrated how being at the front desk is a huge responsibility for entertaining guests. My skills in problem-solving and multitasking were enhanced through the process of overcoming obstacles in a dynamic environment. My perspective on customer service changed as a result of interacting with fellow guests. The connection between ethical considerations and cultural factors became important emphasizing the importance of discretion and integrity in a variety of situations. 
Action Plan: Reflecting on my time at the Mercure Hotel, it is clear that further professional development is needed for my hospitality career. I intend to do a lot of things to improve my skills. For starters, my goal is to improve my communication skills by constantly seeking feedback from employers and colleagues (Baytok et al., 2023). Moving forward, I intend to participate in other workshops or training courses that specifically focus on problem-solving and interpersonal skills. Additionally, I prefer to gain knowledge from more experienced colleagues by carefully reviewing their projects and asking for guidance in managing concurrent projects in a busy work environment. If I am independent entering into this practical experience will greatly enhance my versatility. Additionally, I promise to remain current on ethical and cultural issues in the hotel industry. I can handle any situation effectively and courteously, and I will ensure all individuals feel at home, with a newfound understanding of this.
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	Trip Advisor Review Response 150 words +/-10%

	Response:

Dear Kelly,
We are really grateful for you taking the time to write this review and sharing your nice experiences with us! It is delightful on our part to hear that you were satisfied with the service of the bar staff, the waitresses and the manager as well. Our team members take great pride in providing excellent services as well as the nice infrastructure of our hotel. Hence, it was a big confidence boost to know that you felt the venue along with the terrace was perfect.
We are thrilled to know that you could smoothly spend your Christmas with us. Your review of our party and your night going well really expresses that our plans were successful. We are happy to hear that you enjoyed your stay at our hotel and look forward to your return next year!
Wish you a safe travel.
Best Regards,
Mercure Hotel in Newport



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

	Respected Guest, 
Prior to starting anything else, I want to sincerely apologize for your dissatisfaction and disappointment with the Mercure Hotel. Your feedback is highly valued and incorporated. Such reviews allow us to identify our weaknesses and improve. Of course, the fact that the accommodation at the Mercure Hotel fell short of your expectations is a concern. Your concerns about noise, inadequate spaces and sanitation will be taken seriously. Many repairs have already begun.
We are well aware of the issue with the cleanliness of our rooms. Our cleaning methods have been extensively researched to ensure that every room is spotless and beautifully decorated Many new modifications have been implemented to solve hygiene concerns. We even did a comprehensive little survey. This way such issues will not arise again in the future.
We are aware of the importance of a proper Wi-Fi system. We sincerely apologize for any inconvenience caused. Already we are experiencing constant issues with Wi-Fi. We can carry out a comprehensive review of our educational methods for employee preparation. This will ensure that all features of the room comply with the terms of the reservation. The result will be an unparalleled experience for our esteemed guests. Your feedback prompted us to rethink an already complex manipulation protocol. We intend to implement additional education courses for our housekeeping and security staff to ensure they are well-informed about the specifics of Premier Plus properties. Our intention is to create a more convenient system for regular maintenance of all furniture and prevent similar issues during your stay at Mercure Hotel. A communication system will be used to notify visitors in advance of any discoveries or maintenance activities that may affect their stay. We also sincerely apologize for the customer service. We will pass for proper customer service training. We are considering ways to reduce noise. Additionally, we are committed to positive sessions aimed at identifying capacity issues. We are sorry to hear of the frustration you feel about these issues. We want to assure you that your experience is not representative of our standard practice. We greatly respect your willingness to provide such detailed information.
To express our sincerest apologies, we would be pleased to offer a complimentary one-night stay experience in our Premier accommodation, which offers a more enhanced experience. This allows us to display enhancements used primarily in response to your valuable feedback. Please contact us soon so we can arrange your upcoming stay.
Again, we want you to know that we are deeply sorry for your concerns. Thank you for the opportunity to talk about these issues and understand what is going on. We are committed to providing the best possible guest experience and would appreciate it if you could provide us with additional opportunities in the future.
Best Regards,
Mercure Hotel




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

	Introduction

	Hotel management and front table operations are always difficult duties (Ninemeier, 2019). This essay examined the mixing of critical thinking skills with the aforementioned experiences and verified their effect on the comprehension and increase of critical thinking competencies within the field of hospitality management. Instruction focuses on three essential competencies: customer support, effective communication and organisational talents. Each of them is exceedingly important.  They help in enhancing the experience of visitors and bolster the hotel's standing. Moreover, they increase employee productivity.

	
Key Skill 1 – Customer Service Skills  


	It is impossible to run a hotel without guests. Thus, customer service is one of the desired qualifications listed on job resumes for front-office positions. This includes hospitality and hospitality, efficient and effective service, troubleshooting, and doing anything else necessary to ensure that hotel guests have an enjoyable experience. Customer provider is important in any industry that needs a relationship with its clients. It serves as a connection between clients and the employer. Customers can use customer support to achieve services and learn more about the organization. Guests come first to front desk employees for help, even if they have little contact with them in the long run (Holt et al., 2019).
Personnel running the inn reception desk must showcase fantastic customer service talents. Proficiency in conversation is essential for collaborating in optimistic and cordial dialogues with guests. In addition to creativity and attentiveness, an effective front desk employee must additionally have the potential to maintain composure in quite a few conditions (Krost, 2018). Having strong listening competencies is critical with a purpose to recognize the wishes and desires of others, thereby ensuring their satisfaction. Ensuring decorum is an essential component to not forget when participating in phone or face-to-face dialogues. Furthermore, the possession of problem-fixing skills is important for the well-timed and powerful resolution of issues or complaints, in addition to the supply of the best solutions. Cultivating a friendly and accessible environment contributes to an advanced guest experience. In essence, gifted customer support serves to not only assure the contentment of guests but additionally enhance the lodge's standing, targeting pleased guests and beneficial assessments (Krost, 2018).

	
Key Skill 2 – Communication Skills 


	Many roles on the front desk need individuals who can speak to and write to guests properly. Some of these tasks are answering emails from visitors and advising the customers on places to visit in that area. A person who works on the front table has to reveal that they possess this ability from the moment they speak to their boss till the cease of their shift. People who work at the front desk in a hotel need to be able to communicate with guests thoroughly. The people who are posted there need to be clear and pleasant while speaking to visitors, co-workers, and people from other places. To make sure that everyone feels welcome and crucial, it is vital to maintain the environment in a cosy and pleasant manner. They should also be capable of concentrating well so that they can determine what the guests need and quickly restore any issues that could come up (Wagen and Goonetilleke, 2015). When writing emails, notes, and reports, it's very crucial to be clear and correct so that the message gets through to the one being written to. Being clear and to the point in writing prevents things from getting puzzling and ensures that the right information is given. It is vital to explain one’s thoughts when providing customer services or giving instructions to different staff members or other people. Being in a position to talk and write properly is typically helpful for ensuring that guests have a terrific time, which in flip allows the hotel a great popularity (Kumar and Reinartz, 2019).

	
Key Skill 3 – Organisational Skills 


	The front desk of a hotel relies upon its personnel's potential to hold matters organised to run easily. There are many obligations that members of the housekeeping team need to deal with to ensure customers are satisfied with the services they receive. It's important to keep check-ins and test-outs to make sure everything is going as planned when a guest is received (Prentice, 2023). When organised, it's miles easier to reply to guests' questions quickly and efficiently, which makes their experience better. The front table workforce has likewise the duty of communicating with different parts of the hotel, like cleaning and maintenance, to make sure that the rooms are packed up with goodies and that the hotels are in exquisite shape. It's also crucial to be organised to manage office work, make bills, and preserve services. If the person running at the front table is not organised and doesn't take note of the little matters, all of the things they do should immediately cause a whole lot of workload and errors (Holt et al., 2019). If a person desires to work at the front desk, they must keep tabs on their progress on several tasks, keep their workspace easy and organised, and be able to do several difficult tasks without making any errors. For the most component, staff who work at the front desk want to be very good at setting up matters with the intention to do their jobs properly. This makes sure that guests have a very good time and makes the lodge's operations run extra easily normally.

	
Key Skill 4 – Problem-Solving Skills 


	The front desk staff of the hotel must be skilled in problem-solving. Frontline staff face obstacles, including tourist complaints, inventory errors, and technical difficulties Critical thinking, problem-solving, and problem-analytical skills are essential for any front desk job holder at a hotel. Quick thinking is needed to solve problems and ensure visitor satisfaction. Even the most appreciative guests have unhappy and unsatisfactory moments at times. Employers are looking for frontline professionals who can think quickly and solve problems. A timely and courteous response to a complaint greatly reduces the likelihood of negative reviews being turned around and protects the hotel’s respectable reputation (Kumar and Reinartz, 2019). Effective problem-solving also requires other hotel departments to engage in a collaborative effort. An experienced person must staff the front office and respond promptly and professionally to questions regarding rooms, overdue bills and correspondence. Effective problem-solving not only addresses important concerns but also improves hotel reputation and guest satisfaction. Front desk employees must have strong problem-solving capabilities to solve a variety of challenges quickly while maintaining the highest service standards in the hotel industry.

	Conclusion

	Having basic skills can help front-line employees be more productive. It will help enhance the brand image of the hotel in the long run. Therefore, investing in employee skill development is an effective method and a good investment for the hotel.
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Enough to make me write a review!

I was here last night on my works Christmas party and have to say the staff were
amazing . The whole night was well organised and even though it was a big party
the food was lovely and hot, the bar staff, the waitresses and the manager
(supervisor) were all over it and could have not done any more for us. The venue
was also perfect with the terrace. Thank you for helping make it a great night.
We will see you again next year.

Read less a

Date of stay: December 2023

Trip type: Traveled on business
Room Tip: Consider this hotel for any event!

See more room tips
This review is the subjective opinion of a Tripadivisor member and not of Tripadvisor LLC. Tripadvisor

performs checks on reviews as part of our industry-leading trust & safety standards. Read our transparency
report to learn more.




