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[bookmark: _Toc157417063]Introduction   
Numerous departments in the business firms are being operated in the hospitality industry. One of the main departments is the in-house department which provides different types of services to their guests. The reflection writing is based on the Gibbs Model which has been commonly utilised by the learners to explore their experiences in some specific situations. It further helps in thinking critically for me to analyse my placement experience in the housekeeping department of hospitality. 
[bookmark: _Toc157417064]Reflection Writing
   I worked in the housekeeping department of the company where I learned a lot about the roles and the responsibilities which are being fulfilled by the employees who are being worked in it. I learned a lot by working in the housekeeping department regarding their duties etc. These duties are the cleaning and the maintenance of the infrastructure, timely providence of the different types of services to their customers etc. These all responsibilities are directly interlinked with customer satisfaction as when the guests enter the hospitality, their first interaction with the hotel staff in the front office area plays a vital role in it (Tewari, 2009). Adherence to all these roles and responsibilities requires effective communication and coordination with the main motive of maintaining the cleanliness of the corridors etc. The management of the hospitality aspects the full obedience towards these norms which will lead to the attainment of the individual and the collective objectives. 
Description
Firstly, I was pursuing my studies firm the university when I joined the company in the housekeeping department. Initially, I learned a lot about the distinct types of duties and the intertwining responsibilities which are being fulfilled by the housekeeping department of the company. I found that the execution of these signed responsibilities progressively requires the usage of communication skills in an effective and efficient manner. I further learned that the effective use of skills like communication provides a positive experience to the guests who visit the hotel and due to the interaction with the office area staff members. 
Feelings
Secondly, I learned that cleanliness also plays an important role in raising the satisfaction level of customers. I feel that the biggest challenges that have faced in my placement in the housekeeping department are the check-in and check-out issues which symbolise my presence during my working hours in the hotel (Williams et al., 2020). Sometimes, I felt pressured due to the continuous inquiries of the guests specifically. These all were intertwined with the wide variety of the roles to which the employees who are being engaged in the in-house department of the hotels specifically in the front line areas have to adhere. I felt very excited about learning these all kinds of responsibilities which led to the rise in customer satisfaction along with organisational goodwill. When I first interacted with the guests, I was a little bit hesitant but due to my effective communication skills, I had firmly handled all of them. 
Evaluation
Thirdly, when I worked in the front office area, I encountered numerous guests and during that time I reflected on my skills which must be improved in context to multi-tasking and problem solving.  I evaluated that the change in the guest's expectations is considered the foremost challenge which arises in front of the hotel staff. This challenge can be firmly dealt with the effective usage of communication and time management skills (Markkanen et al., 2020). My foremost strength is the effective communication which I used with the other staff members along with the guests. However, I still need to work on my time management skills which will firmly assist me in completing the assigned tasks on or before time (Williams et al., 2020). Then I analysed that my placement in the front office area has raised my knowledge towards the wide variety of the tasks which are being performed by these employees. These include the maintenance and cleanliness of the area along with the provision of the desired services to the guests without any delay. My interaction with my colleagues and with the guests has raised my knowledge in the context of the importance of customer service in hotels. 
Analysis
I analysed that the customer services which are being provided by the hotel management play a pivotal role in the attainment of individual and collective growth objectives.    At last, I may conclude by saying that the customer's services which are being provided by the hotel management are being significantly subscribed by the housekeeping department of hospitality. I had encountered some issues like food safety and sanitation for which I had noticed that the guests were complaining about them. I decided that I would co-ordinately eliminate these issues with the other staff members.
[bookmark: _Toc157417065]Conclusion  
 Lastly, it can be said that the in-house department of hospitality plays a pivotal role in raising the organisational goodwill by significantly contributing to the satisfaction level of their guests. The placement into the housekeeping department has firmly developed skills like time management, communication etc.







2

[bookmark: _Hlk157871927]Action Plan 
	[bookmark: _Hlk157871869]Objectives
	Tasks
	Period
	Resources
	Success Criteria

	To improve my time management skills.
	Time management plays a pivotal role in adherence to the wide variety of roles as well as the responsibilities which are being utilised by the employees working in the in-house department (Alvarez Sainz et al., 2019). I learned a lot about the significance of the management of the time of the employees to complete their pre-assigned tasks on time. If I get an opportunity to work again in the in-house department specifically in the front-line area, I will optimally use my time management skills to accomplish any task progressively. 
	3 months
	I will take the help of academic sources like books, and articles which are based on time management skills. They will firmly assist me in raising my time management skills.
	The desired results can be firmly attained by optimally using these resources.

	To improve teamwork skills.
	Teamwork skills are considered one of the most integral skills as they are being used in different types of workplaces (de Prada Creo et al., 2021). Teamwork skills play a significant part in hospitality management under the main head of the roles as well as the responsibilities which are being adhered to by the staff members of the in-house department. I will prioritise my efforts in improving my teamwork skills so that I can work with my colleagues in a very collaborative manner.   
	4 months
	In order to improve my teamwork skills, I require main sources like academic books which are based on teamwork skills as well as providing the information for the improvement of team work skills in a very precise manner.
	The desired results can be firmly accomplished by optimally using these resources.

	To upraise the observation as well as problem-solving skills.
	I critically analysed that observation, as well as problem-solving skills, are the most significant skills which are being used by the staff members of the in-house department who are being engaged in hospitality. These skills firmly assist the employees in order to upraise their individual calibre as well as efficiency levels to resolve the issues which arise with the different guests who visit the hospitalities. 
	5 months
	I will firmly consult with my tutors as well as attend the online sessions which are based on the problem-solving skills. 
	The desired results can be firmly attained by optimally using these resources.
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	Trip Advisor Review Response 150 words +/-10%

	
The staff's hospitality was so cooperative as well as helpful as they firmly assisted me When I stayed in the hospitality in order to resolve issues like the e-connection, cleanliness etc. The in-house department of the organisation provides a wide variety of services to their guests as their organisation is customer-centric in nature. I further found that the problem-solving skills of the front-line workers are being developed enough to cope with the issues of the guests who visit the hotel. These further include the front-line operations of the hotel which I had appreciated during my visit to the hotel (Wales, 2021). The front-line operations include the maintenance of the hotel, the providence of the beverages as well as the snake to the guests during their visits and the following of the ethical guidelines etc (Tesone, 2010).   If I was the manager, I will organise some training programmes for their employees who are being deployed into the different types of operational activities. These will develop their skills like effective communication, customer service skills, time management etc.      

















	Screen shot of referenced Trip Advisor review used:
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[Source: Trip Advisor, 2024]

	

	

	

	Letter of complaint response 500 words +/- 1-%

	
The hospitality establishments in the current time are focusing on the providence of different types of customer-centric services to their guests as well as visitors. This has been due to the fact that the business firms are being engaged in their respective business operations. These further include the providence of services like front-line services like the maintenance of cleanliness, room services etc (Vallen et al., 2014). It has been very disgraceful for the management that the guests who came for a visit to the hotel did not get satisfactory services in the hospitality. This has been due to the fact that the employees who were on duty did not respond to him, and his problems weren't being timely resolved.  If I'll be the manager. I will quickly take action to solve the issues faced by the guests in general and order my staff to not repeat these mistakes. The problem-solving skills play a very important role in front-line operations as well and these further lead to the maintenance of the organisational goodwill in the market. These can be recognised from the fact that the problematic situations which arise with the guests lead to the diminishment in the satisfaction levels of the visitors if they are not timely resolved.  
Resolving the issues of the guests is not the sole responsibility of the management of the hotel establishment but it is the responsibility of the staff members. Thus the employees who were being employed in the in-house department of the hospitality establishment must employ as well as effectively utilise their problem-solving skills at a specific point in time (Fallon and Rutherford, 2011). These issues which have been raised over the course of time must be redressed with the proper communication with the guest of room no.303. The other issues which have been raised by the guest were with the e-connection facility, which was not satisfactory. The provision of a wi-fi facility 24/7 to the guests is considered as one of the main services which must be provided by the management to their visitors. The guest was of the opinion that the internet speed was not as per the requirement due to which they were not been able to use the internet facilities. The guest was willing to work in the room but due to the slow speed of the internet connection.  
Furthermore, the guest was not able to attend to the phone calls due to which his work was being interrupted continuously. It is considered the foremost responsibility of the staff members who were on their duty to terminate such technical issues due to which the guests are not able to enjoy the Wi-Fi-facility which has been provided to them. The major problem or the issue which was being raised by the guest was the lack of coordination as well as communication from the employees.   If I were the manager, I would take appropriate actions the employees for the unresponsive behaviour which has been shown by them. It will be appreciated by the guests due to continues feedback provided and by the management of the hospitality establishment due to my neutral approach on how to deal with difficult situation. If this action would not been taken, these could lead to a significant diminishment in the customer satisfaction level as well as the organisational goodwill of the hospitality establishment (Johnston et al., 2012). These further include the improper customer services which are being provided to the guests which have not been appreciated by the guests who stayed in room no.303. This has been due to the fact that the customer service skills of the employees who were not on duty were not well enough to provide satisfactory services to the visitors.
The guest has further faced disruptive noises which are not expected by any visitor to the hospitality establishment. These noises have led to the disruption in the peace of the hotel rooms. The main reason which has been stated by the visitor that these noises were the loud conversations from the neighbour rooms who were loudly discussing their issues. Thus, it can be analysed as well as said on the basis of the above discussion that the employees of the hospitality establishment must emphasise onto the skills like time management, task management, coordination, effective communication as well and teamwork skills. These skills will lead to the resolution of the guest's issues on time. Thus, If I was the manager, I would organise of the hospitality establishment must adopt as well as formulate the various organisational policies in order to the code of conduct within the hotel (Fallon and Rutherford, 2011). These may further include the organising of the different types of webinars as well as the workshops through which the numerous skills of the employees can be firmly developed like time management, task management, coordination, effective communication as well as teamwork skills.
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Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	
   The hotel sector is being known as of the biggest job providers to the people in the United Kingdom. There are around 3 million people in the national hospitality industry of the country who have got job opportunities in the national hospitality sector (GOV.UK, 2019). The management of these hospitalities hires the individuals on the basis of the different types of skills which will raise their organisational proficiency as well as productivity. The working individuals involved into the distinct of employment opportunities in the industry are utilising different types of skills. The essay is based on the different types of skills which are being wisely utilised by the employees of the in-house department in the hospital. The main skills which are being briefly discussed are communication skills, customer service skills, organisational skills as well as problem-solving skills. It further envisages the different types of examples of the various leading business houses of the national hospitality industry in the context of these skills.
   The hospitality sector of the nation is considered one of the most prominent sectors which is being grown at a dynamic pace. There are a distinct kind of functional activities executed by these hospitality establishments to a large extent in the industry (Corgel et al., 2011). Around 8% of the workforce of the country is employed in the hospitality industry out of which 86% are engaged in operational activities like restaurants, hotels etc. There are numerous types of operational activities in which the employees working in the hospital establishment can attain their specific jobs like the in-house department of the hospitality into the front-line area operations etc. The employees who are being engaged in the in-house department perform different types of tasks as well as fulfil the interlinked duties in their course of operations. The progressive execution of these roles as well as the responsibilities requires a strong hold on skills like customer service, effective communication etc. 
Customer satisfaction skills envisages various skills which the working individual must adopt and effectively utilise in order to fulfil the responsibilities of the in-house department in the front-line area. These basically include time management skills, adaptability etc. Customer services are being dualistically affected due to these skills as these all lead to the making of healthy relationships with the other staff members. These kinds of skills are the expertise and the abilities which further lead to the formation of strong bonds with the other staff members. Customer service skills play an integral role in the front-line operation as the employees who are being worked under the in-house department of any hospitality are the front-line employees who primarily interact with the visiting guests. These skills may further include the customer care services which are being provided by the separate departments of the business firms in the hospitality industry. 
These skills firmly raise the organisational goodwill in the hospitality industry. It can be recognised from the fact that the Intercontinental Hotels Group (IHG) is one of the renowned business establishments in the national hospitality industry of the country. The company provides the high-quality services to their guests which are directly and interconnected with the services which are being provided by the in-house department like excellent room services, maintenance of cleanliness and catering services (Intercontinental Hotels Group, 2024). These services which are being provided by the employees who are being worked in the in-house department of the corporation raise the customer satisfaction levels and the organisational goodwill. The services which are being provided to their guests in the front-line areas are the provision of a wide variety of beverages and snacks. 
Customer service skills like time management most importantly leads to the fulfilment of differentiated tasks and lead to the accomplishment of individual objectives like career growth along with the attainment of organisational objectives. Thus the employees who are being engaged in front-line operations must have a strong command of customer service skills and time managing will help in the fulfilment of the different types of roles and the responsibilities intertwined with these operations. 


	
Key Skill 2 – Communication Skills 


	
   Communication skills are being recognised as the most important skills which are being used by the employees who work in the in-house department of the hotel. Communication skills firmly assist them in interacting and communicating with their colleagues who are being worked at the same level and with those employees who are superior to them in terms of authority. These skills further promote inclusion into the working environment of the business establishment. There are different types of tasks which are being performed by the working individuals who are being engaged in the in-house department of the hospitality establishment. These operations basically include the maintenance of the hotel, cleanliness etc (Hammer, 2016). These operations of the in-house department in a hotel are directly interlinked with the front-line activities as these lay down the first impression onto the guests who are coming into the hospital. The working individuals firmly use these skills in order to interact with each other in an effective manner. In fulfilling these numerous types of roles and executing these responsibilities in a progressive manner, the employees who are being engaged in their routine tasks, and the subsidiary activities, must adhere to the effective use of their communication skills. Communication skills are of utmost importance in my opinion as in my previous working experience these skills firmly support me in interacting with my superiors as well as the subordinates effectively. This further has raised my working evaluation more effectively in front of the management of the hotel. I further observed that in my current work, their effective use leads to customer satisfaction. The effective use of communication further leads to the rise of the satisfaction level of the visiting guests who are been coming into the hospitality establishment. This is due to the fact that communication skills helps the personnel to redress the wide variety of the problems of the visitors like cleanliness, check-in and checkout issues etc. These concluded onto the accomplishment of the organisational objectives like the sudden upsurge into the regular customer bank of the company, increase in organisational goodwill etc. Effective communication directly leads to the attainment of all these goals as it impetus to the customer satisfaction levels of the guests who visit the hospitalities (Carlisle et al., 2023). The rise in customer satisfaction leads to an increase in the regular customer bank of guests and an increase in the organisational goodwill of hospitality. This has been due to the top-quality treatment or the premium care services which they have received in the hospitality by the staff members. There is a wide variety of skills which are being used by the working individuals in a hospitality establishment like customer service skills, organisational skills etc. This has been due to the talent management approaches which have been adopted and executed by the personnel management of the hospitality business firms while recruiting individuals in the organisational workforce (Baum, 2019).


	
Key Skill 3 – Organisational Skills 


	

The front-line management is considered the pivotal line of the business operations which must be fulfilled by the employees of the hospitality. The front-line operations play an integral role in maintaining harmonious and healthy relations with the guests who are being visited to the hospitalities (Solomon, 2018). The skills like problem-solving skills and organisational skills play an integral role in making healthy relationships with the visiting guests. These have been due to the fact that the organisational skills are directly interlinked with the front-line operations of the employees in the hotel establishment. The organisation skills positively support me in raising the level of satisfaction of the guests about the services which are being provided to them. Initially, in my first work, I did not possess a strong hold on these skills but in my current working experience, I learned a lot about these types of skills. Multi-tasking has been considered as the main organisational skill which must be firmly utilised by the employees who are engaged in such operations. Multi-tasking may include adhering to the numerous types of roles and the responsibilities which are being adhered to by the employees (front-line operations) who are being worked into the in-house department of the organisation (Tesone, 2010).
  


	
Key Skill 4 – Problem Solving Skills 


	
   The problem-solving skills regarding the redressment of the guest's issues whether they are being interlinked with the check-in or check-out, absence of proper maintenance into the rooms etc. The problem-solving skills firmly assist the employees to handle such problematic situations as if these issues are not being timely resolved, these will lead to the diminishment of the satisfaction level of the visiting guests along with the organisational goodwill. The organisation skills proved very beneficial for solving the issues of the guests whether in the context of room service or any other. This is a common experience for me in my both previous and current working experience. Thus the employees who are being engaged in the front-line operation in hospitality. 
   At last, it may be said that the skills like organisational skills, problem-solving skills, communication skills and customer service skills play a significant role in the front-line operations of hospitality. These skills are intertwined with the in-house department operations of the hospitality establishment too. Thus, the front-line employees of the hospitality organisation must have a strong command of these skills in order to fulfil the roles and execute the responsibilities in a progressive manner in the hospitality establishment. These skills concluded into an upsurge into the corporate goodwill of the organisation and the accomplishment of the ultimate goals of the company. These can be wisely observed in the case of the Intercontinental Hotels Group where these skills (customer service skills) lead to the rise in the customer satisfaction levels of the guests.
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Excellent service from Mustafa

I stayed three days in the Hotel. The Lock from Room was blocked. It was
immidiately repaired. The personal from kitchen was very polite, too. | had
breakfast on 26.01.2024 and a crew was frendly. The service from Mustafa was
excellent. Congratilations!
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Date of stay: January 2024
Trip type: Travelled on business
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