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Description: For our placement in the housekeeping department of Hampton by Hilton London Luton airport, I was responsible for cleaning the restrooms and checking for any spills to inform my partner. After monitoring the room effectively, I have notified any discrepancies to the appointed manager. My responsibilities ended with assisting guests to check in the room after finishing housekeeping duties. The guests were happy with the service and praised our work. According to Bardi (2011), the delivery of hospitality services relies on effective communication to ensure guest satisfaction. Similarly, in this case, effective communication helped us to meet the deadlines. Guest experience is directly linked with professionalism, integrity, accountability and responsibility play a major role (Tewan, 2009). Similarly, during our placement, I was accountable for my responsibilities and reflected integrity in my commitment to offering excellent guest service. 
Feelings: During the placement responsibilities, I was happy and nervous at the same time while performing the responsibilities as it was my first hands-on experience dealing with guests in real-time in the real world. As I was responsible for assisting the guest to check in, I quickly briefed the available services and amenities of the room to the guest before responding to their queries. I was surprised that they did not inquire much about the room after my briefings and I was happy about my performance. 
Evaluation: During my placement in the housekeeping department, I was able to multitask in real-time by cleaning the restroom and checking for any spills on the room floor. According to Tesone (2010), multitasking is a significant organisation skill in hospitality management to improve guest experience. As soon as I found out that my partner was lagging in cleaning up spills from the floor of the room, I started panicking and caused more delay in finishing the task, which reflected a lack of problem-solving skills. Problem-solving skills are significant for solving any unwanted situation in the hospitality context to improve the guest experience (Corgel et al., 2011). While assisting the guest with the check-in process, I did not let the guest have any scope of inducing conflicts over the design of service and their demands by applying a persuasive communication style. Persuasive communication is essential in the hospitality context to improve guest experience and convert more prospects to customers (Hardeman et al., 2017). 
Analysis: Overall, my placement experience was positive in the housekeeping department. Along with the effective application of the key skills and knowledge, clear instructions of responsibilities and tasks were effective to avoid any confusion and conflict. My interactions with my colleagues and guests were extremely positive and I have realised that customer service is teamwork where communication is the key to success. According to Fallon and Rutherford (2011), effective communication improves the flow of information for shaping the outcome of a goal. Apart from that, guests need to feel valued and welcomed to experience the service (Bardi, 2011). 
During my placement experience, I was partnered with one of my classmates from an Indian ethnic background. In India, guests are treated as Gods (Munjal and Bhushan, 2017). After learning this cultural consideration, my approach to responsibilities grew more and I was committed to leaving a positive impression on the guest through my work. While washing the restroom, I noticed that, along with tissue paper, there was a bidet, which I was not accustomed to using in my culture. Instead of raising a concern, I handled the situation with sensitivity and respected the diverse cultural phenomenon. 
Conclusion: Overall, from the placement experience in the housekeeping department, I have learnt that multi-tasking and applying effective communication skills, problem-solving skills and conflict resolution skills are essential to improve the guest experience. I have further learnt that, in the housekeeping department, along with professionalism, effective teamwork elevates the overall performance of the housekeeping team. The experience has further enriched my understanding and skills to enhance the guest experience in the hospitality industry. I have become experienced in handling real-life challenges of guests in a hospitality setting. Professionally, I am feeling confident to take up new job rules in future as a committed professional in the industry.
Action Plan: As identified above, my communication skills are effective for not only communicating the right message but also solving any conflicts. I would like to enhance my skills by undertaking a short course online to ensure continued growth and success in my career and uplift the guest experience effectively. However, for future improvement, I would like to improve my problem-solving skills by taking feedback from my mentor and performing in mock sessions to improve my problem-solving ability in real time. Additionally, I would like to read more books and watch online videos on the topic to improve my skills and knowledge in this area to improve the guest experience and my performance in the hospitality career simultaneously.
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	Trip Advisor Review Response 150 words +/-10%

	

Thank you for choosing to stay with us and sharing your precious time to offer such warm and positive feedback. We are delighted to hear the positive responses from you and for your kind recommendation to others. We are glad to know that you are extremely happy about the location and services offered by us. Many of our customers have also previously shared their positive experiences and appreciated our location and the convenience of being close to the airport terminal. It is always great for us to hear positive reviews and responses about our location, services and food. We are glad that you enjoyed the hot food and breakfast. We offer a daily breakfast buffet with a large selection of food variants. It is also fantastic to know that our team left a positive impression on you. I am sorry that you found the bar food menu limited for evening offerings. Will surely note the issue and like to take further feedback from you on creating the best experience for every guest. It would be an immense pleasure for us to welcome you again on your next trip to Luton.





	Screen shot of referenced Trip Advisor review used:
[image: ]
Figure 1: The screenshot of a positive review
(Source: Trip Advisor, 2024)

	

	

	

	Letter of complaint response500 words +/- 1-%

	
Dear Joanna,
Thank you for taking the time to share your valuable feedback on our services and bringing the issues that affected your stay with us to our attention. While I wish you had the best guest experience with standard services from our end, real feedback like this is important for us to improve our service standards and learn from our mistakes. We are a committed hotel brand that aims to create the best experience for our guests during their stay at our hotel. However, it is apparent in this case that we feel way shorter than our industry standard of service design and delivery.
I noted your first comment on the cleanliness of the room. Our housekeeping department has skilled professionals who are trained to prepare clean and neat rooms with advanced technologies, and they are committed to offering the best experience for our guests during their stay at our hotel. According to records, there has been an on-spot request for early check-in before our scheduled housekeeping duties. However, I apologise, if you did not find the service up to the basic standards. We plan to launch early check-in facilities for guests upon request with additional payment for fast cleaning. 
In terms of Wi-Fi operation, our property has an in-house Wi-Fi system to accommodate all the online needs of customers and management procedures with strong bandwidth. However, I apologise for your experience regarding poor Wi-Fi connection due to the heavy rain storm outside during your limited stay at our hotel. We have to evaluate the performance of Wi-Fi and implement a new one with stronger bandwidth to overcome any hindrance in any weather condition.
I have noted your comment on excessive noise from other rooms that interrupted your sleep. Although we cannot take strict actions against our guests as our brand commitment is to offer unique customer service for guests and make every room feel like a home, I apologise for your discomfort. We plan to implement soundproof walls for our rooms to offer a good night's sleep to our guests. 
As far as customer services are concerned, many of our guests are willing to revisit the hotel due to the best customer service. Our employees are trained to handle all sorts of problems during your stay at our hotel, starting from reservations to leaving the hotel and going home. However, I am extremely sorry that our employees failed to leave a positive impression during your stay at our hotel. We plan to arrange rigorous training and feedback sessions for our employees to excel in their customer service and avoid such unpleasant occurrences with our guests. 
As part of a leading hospitality chain, we are committed to offering the best services for our guests and making their stays memorable so that they are willing to revisit us. I request that you give us a chance to earn back your trust. I assure you that we will leave no stone unturned to uplift your hotel experience, which many of our guests are fond of.
Sincerely,
XXXXXX







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

	
Key Skill 1 – Customer Service Skills 


	
Customer service is the support offered by businesses to customers before and after purchasing including usage of offered products and services. Doing so is helpful for the customers to have an enjoyable and easy experience with the business. Hao, and Chon (2022) argued that, more than answering queries to customers, it is significant for businesses to fulfil the commitments made to customers and build trust. Hence, effective customer support is significant for driving a positive guest experience. Doing so is further beneficial for developing a loyal customer base and increasing repeat buyers in the industry. According to Kim (2017), 48% of customers prefer switching brands for better customer service while 94% of them agree good customer service persuades them to consider repurchasing decisions of the offered products and services. In order to ensure all of the above, persuasive communication skills, active listening skills and problem-solving skills play significant roles. For example, actively listening to queries and solving them patiently with a unique persuasive communication style is a practice of offering great customer service to guests. In this way, excellent customer service improves guest experience and secures customer retention. Since customer service begins with the reservation of front office operations in a hospitality business, higher customer service score boosts customer retention, which further reduces the customer churn rate (Sota et al., 2020). In this way, business costs can be strategically reduced while improving revenue by gaining satisfied and loyal guests. 

	
Key Skill 2 – Communication Skills 


	
Communication skill is the capability of sharing ideas and feelings effectively with other people. In the business context and in the hospitality industry, communication skills play a significant role in boosting the guest experience. As hospitality is a service-based and customer-centric industry, communication is the key to identifying the best requirements and demands of customers and improving their experience (Kharouf et al., 2019). Examples of communication skills include written, verbal, non-verbal, total and active listening. In the hospitality business, in every aspect of front office operation, verbal communication is essential. Whether it is communication with guests to solve queries regarding reservations assisting them in check-ins or communicating with internal staff to manage operations, communication is key to success and teamwork in this business context. Other non-verbal communication methods, commonly found in the hospitality business are signage and signposts within the room, in the menu and in other cases. However, Rasoolimanesh et al. (2019) argued that, along with verbal communication, digital communication is significant for offering a competitive edge to businesses in the market. This is comparatively a modern approach to handle the queries of customers online, respond to their feedback and guide them in necessary front office operations. Besides, communication is the key to the successful outcome of group work. Hence, with effective communication skills, teamwork can be enhanced and it would reflect on the overall productivity of the hospitality business. Personalised communication techniques are effective in making guests feel seen and valued. According to Park et al. (2020), 68.7% of guests are likely to revisit the hospitality service provider when they feel valued and satisfied. In this way, effective communication skills improve guest experience, solve conflicts and streamline information required to meet the demands of consumers in the hospitality business across various operations of the front office.


	
Key Skill 3 –Organisational Skills 


	Organisational skills are capabilities for utilising time effectively while privatising tasks, setting goals, and developing systems to achieve those (Tewan, 2009). Employees with higher organisation skills are successful in multitasking while staying focused on meeting deadlines and handling complex projects effortlessly. In the hospitality industry multitasking is a much-needed skill for an individual to excel in reacting to unexpected requests simultaneously. Hence, it is significant for hospitality service providers to have a robust organisation or structure to manage daily tasks in an organised way. Time management is the essential organisational skill that is required to excel in handling multiple tasks in the front office operation such as taking cause for reservation, attending to guests through the checking process, cleaning the room within a given time frame and others (Wang et al., 2017). As hospitality businesses operate in a customer-centric industry, it is essential to always respond quickly and handle multiple tasks while working under pressure. Since guest experience is the epitome of the organisational outcome of hospitality business providers, it is essential to pay attention to the detail of every element of the service for an uplifting test experience. As strategic planning is a significant part of organisational skills, implementing the Property Management System needs to be embedded as a part of strategic planning in handling the front office operations of a hotel (Hayes et al., 2017). As a result, the tasks and expected outcomes would be organised strategically and aligned with the overall organisational vision.


	
Key Skill 4 –Problem Solving Skills 


	
	
Problem-solving skills are capabilities and processes including identification, analysis and resolution of problems creatively and systematically (Tesone, 2010). These tasks involve the application of creativity, critical thinking, decision-making, teamwork and communication to find the best solutions for different challenges and issues. Problem-solving skills are significant for individuals working in the hospitality industry as they are susceptible to dealing with the uncertainty and complexity of the industry at any moment. Alexakis and Jiang (2019) argued that individuals need to adapt to the changing consumer needs, demands, industry trends and market conditions. As such the individuals need to be prepared for handling emergencies, conflicts and crises having the highest impact on the hotel. This is why having robust problem-solving skills can empower the leadership, decision making and customer service abilities of individuals working in the hospitality industry. The more customer service abilities are improved the more performance, reputation and efficiency of the hotel will be increased through the effective adoption and application of problem-solving skills in the hospitality business segment (Veh et al., 2019). Developing problem-solving skills requires the adoption of a positive and productive mindset for embracing opportunities and challenges simultaneously (Gültekin and Icigen, 2019). In this way, the queries and complaints of customers can be easily resolved alongside resolving any other uncertain challenges faced by the business in the environment.
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Great Hotel
Greatlocation - right next to Parkway Station (just be sure to exit at the sign for
Kimpton Rd and itis a 2 minute walk). There is also a bus stop right outside -
buses to Luton town center. airport and Stevenage. Nice room The free
breakfastis brilliant - better than some paid breakfasts at other hotels! Hotfood
every day.plus a large selection of meats, cheese, pastries etc Friendly staft
Bar menuis a bitlimited for food in the evenings. But overall,this is a great hotel
Highly recommend.
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