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Reflective Journal 
Gibbs's model of reflection was developed in 1988, which helps the individual person to reflect upon the happening of any event stepwise. There are different stages in this context that a person needs to follow so that a description of the event can be illustrated by identifying the positive and negative aspects. I'm currently working in the front office department at Premier Inn in London, so I need to reflect upon my experience with the use of the Gibbs model.
Description
While working as the front office staff, my job was to interact directly with customers at the time of their arrival. Moreover, at the workplace, we are divided into different teams that attend to the customers (Rabiul and Yean, 2021). Inside the hotels, there were different sectors that were allotted for the working hours in shifts. Moreover, due to the diverse variety of guests, I will not be able to communicate and attend to all clients. We were divided into teams such as cleaning, receptionist, laundry, and room services. Because of my lack of communication skills and leadership skills, I was not promoted as team leader while working with the front office staff.
Feelings
While working as the front office staff, I felt that my communication skills were so poor. I am not comfortably able to communicate and influence guests regarding to try our hotel's best services. Moreover, I also felt that I am not an expert in speaking different languages that are necessary to attend to the customers in the hotel. After realising these things, I have noticed that I need to work on these skills by interacting with more people and by attending the lectures from online tutorials. I have also felt that hotels also require a team leader that guides others and assigns tasks on the basis of their skills.
Evaluation
I have evaluated that the hotel was full and always booked during the seasons, and people are complaining about not being provided with the best room services. The hotel restaurant is always full; it requires more tables and seats for people. I have evaluated that inside the hotel, there is a lack of effective management that is necessary to maintain the hotel during the seasons. I have noticed that the hotel's WI-FI system is also not working fully. Guests are not happy about that. All these things were affecting the functioning of the hotel and also troubling the guest during their vacations and stays (Carpenter and Moser, 2020). Including staff, I have realised that due to busy schedule, management was not allowing hotel staff leave, especially in seasons.
Analysis
After evaluating all the situations, I have analysed that as the front office staff, I need to enhance my communication as well as problem-solving skills. It is because more than focussing on learning the different languages to interact with people, it is required to find out the root cause of problems (Araiza-Alba et.al 2021). I have also analysed that due to the amount of noise of guest complaints, people inside the hotel cancel their bookings, and hotel management faces several consequences regarding damaging their hotel's image in the market. The hotel website is also not updated to provide current information about hotel services. I have analysed that I also require focus on learning IT skills.
Conclusion
From the above scenario, it can be concluded that as a front office staff, I need to focus on improving my skills such as communication and problem-solving. Additionally, I need to learn different languages that help to greet the guests inside the hotel. Moreover, leadership skills and management skills are also required to enhance the performance, but I will only focus on improving two skills. In terms of customer services, it can be concluded that during my stay in our hotel, people mostly make complaints regarding management and WI- FI, which is a kind of effective customer service. Majorly our hotel will not be able to manage all these lacking areas.
Action plan
	Skills
	Strategies
	Timeline

	Problem-solving
	By determining the root cause of the problem after identifying the issue, I will be able to improve these skills. Moreover, by finding out the multiple solutions, I will improve my problem-solving skills. 
	8 months

	Communication
	By connecting with a large audience and delivering the messages with the best methods, I will improve my communication skills. Through the use of face-to-face communication and attending online tutorials, I will develop this skill.
	6 months
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	Trip Advisor Review Response 150 words +/-10%

	
Hello John M
	I would like to thank you for the precious time you spent submitting your positive customer service review on TripAdvisor. We value your compliment. The hotel is very happy to receive your positive comment about the quality of the room and the customer service offered by our front desk employee. We are also happy that you were satisfied with the services and posted this review so that you could recommend our hotel to other visitors. With the help of your response, the hotel would like to tell you that we would be most delighted for your future trip to London, whether it is for personal or business purposes. We will be more than happy to satisfy you further. In addition to this, if you have any other valuable suggestions, we would be glad to hear from you so that we can make the necessary changes. Thank you again for your valuable review and for visiting our hotel. See you soon. 
From  
Management of Premier Inn Epsom South Hotel





	Screen shot of referenced Trip Advisor review used:
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	Letter of complaint response500 words +/- 1-%

	
Dear Joanna
	Firstly, we would like to thank you for raising the complaint regarding the customer service, hotel management and other issues which you faced during your stay. Secondly, we are sorry for whatever bad experience you had with our hotel, and we were not able to live up to your expectations. Premier Inn Epsom South Hotel understands your concern and issues faced, which we also like to acknowledge. We will immediately take the desired actions regarding the mistakes that happened in the hotel, especially with you, so that you can visit us again. Customer experience is one of the most important factors for the hotel sector, which helps the company grow in the market by satisfying customers (Bardi, 2011). One of the issues which you mentioned in the letter is regarding the cleanliness and hygiene of your room number 330. 
The housekeeping staffs is mainly responsible for the cleanliness criteria in the hotel, which means that it is their duty to keep the room clean after every use (Corgelet.al 2011). So we have notified the housekeeping staff regarding your complaint so that the cleaning task is taken place correctly and on time. We ensure that this mistake is resolved immediately so that others are not experiencing the same. Your next concern was the slow and unreliable Wi-Fi connection, which caused you to be unable to work due to constant disruption. Resolving the issues of Wi-Fi is the task of the hotel's IT staff so that effective and reliable service can be provided (Hammer, 2016). We have informed the IT staff regarding your issue; however, they mentioned that there was a problem with a router that day only, and it was resolved the very next day. 
Thus, this affected all the functions of the hotel throughout that day, including staff and customers. Then, you also faced the issue of noise and local disturbances coming from outside of the hotel, which caused you to be unable to sleep. This issue can be resolved by installing decibel monitors in the rooms of the hotel so that it will be helpful for the management staff to know the amount of noise coming from neighbours. Decibel monitors help the hotel avoid noise or other kinds of sounds so that guests are not disturbed by them (Tesone, 2010). These monitors help the staff take immediate action regarding issues. 
Lastly, you also face the issue of lack of customer service during your stay in our hotel. However, it is the duty of the hotel staff to maintain effective relationships with the customers by providing them with the best service. Our hotel will surely ensure an effective solution to the problem of ineffective customer service. With the use of a training and development plan, the issue can be resolved effectively. Thus our hotel will be able to resolve all the issues mentioned by you in your letter so that there are no further complaints from customers. We would like to serve you again so that you can witness the solutions by your better experience.
From 
Management of Premier Inn Epsom South Hotel



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

	
Key Skill 1 – Customer Service Skills 


	
The front office of the hotel is one of the main departments which deals with direct interaction with the customers by providing effective solutions to their regular issues. The guest who arrives at the hotel will first interact with this department only at the time of check-in, and it will be the last while check-out. Thus, it is the most important department for any hotel, which must ensure that there are certain kinds of skills which are required (Tewan, 2009). Some of the skills include customer service, communication, organisational and problem-solving. Customer service is one of the most important skills, and it involves effective interaction with customers so that their problems are identified and resolved quickly. The three Ps of customer service skills are people-first, professionalism, and patience (Fallon and Rutherford, 2011). It is important for the staff to put the customers or visitors first in every situation, which means that they must be constantly updated with every detail of information. In addition to this, professionalism needs to be maintained by the staff of the front office, which means that they are behaving in a manner which is according to the industry standards. The last is patience, which means that every staff member needs to be polite, helpful, and resourceful for the customer. Within the UK, Hotel Indigo and Premier Inn are two of the highly rated chains according to the customer service ratings, which are 77% for both (Which, 2023). This means that customers are giving them five stars out of 5 for some of the basic criteria, including cleanliness, staff behaviour, customer service and conditions of the room.


	
Key Skill 2 – Communication Skills 


	
Communication is another important skill that is required of front office staff in a hotel. The different skills include active listening, presentation, respect, confidence and clarity. It is important for the staff members to actively communicate with each other and with the customers (Johnston et.al 2012). This is helpful for the removal of confusion and misconceptions among the members of staff. The use of communication skills will be helpful in determining the effectiveness of the qualities so that problems are resolved. For the manager, it is important to communicate the vision and mission of the hotel to the staff so that results can be achieved. There is a need to improve customer service with the help of communication skills so that employees are able to interact with them. 
For the front office staff, it is important to showcase their communication skills, which will be helpful in improving the company's overall profits and revenue. This is also helpful for improving the trust among customers regarding the staff members so that the retention rate could be enhanced (Vallen and Vallen, Jerome 2014). In London, St. James Court is one of the best hotels known for the effective front desk staffs, which mean that communication skills are very good. There is a need to improve communication skills by identifying loopholes and challenges faced by employees while interacting with customers.

	
[bookmark: _GoBack]Key Skill 3 –Organizational Skills 


	
Organisation is one of the most important skills, and with the help of staff, it is possible to manage all the tasks, priorities, goals, and time to achieve the overall objective. There is a need to identify the different sets of tasks, including delegating, time management, strategic planning and decision-making (Wood, 2013). It is important for the hotel's front-line workers that effective planning and organising of the task could be done according to the objective. With the help of this skill, the employee will easily manage the task and be able to meet deadlines as well. For a manager, it is important to delegate tasks to the staff members and provide them with a deadline so that things are organised in the best manner. This is due to the fact that front staff do several tasks together, including answering phone calls, greeting customers, managing the availability of rooms, and resolving guests' queries (Bardi, 2011). Thus, there is a need to have multitasking talent, which helps to organise all activities properly, along with attending to guests and satisfying them. For the employees, it will be helpful to remain attentive to all minor and major communication, which is helpful in identifying the task for organisational purposes. The front office needs to properly organise their desk as well so that they can manage their daily activities.


	
Key Skill 4 –Problem Solving Skills 


	This involves the logical flow of ideas for reaching the best solution for issues that arise in front desk operations. Problem-solving skills are those that could be used to identify the issue, analyse the situation, find appropriate solutions, implement the solution, and track down the actions (Corgelet.al 2011). There is a need to evaluate the different problem-solving skills of the hotel staff so that the best alternative solution can be implemented. It will be based on the desired solution and identification of the problem so that it is resolved effectively. This is also a form of process in which the front staff needs to work accordingly where the detailed information is meant to be provided. The steps that staff uses to identify the solution and problem are important so that the manager can implement them. The problems can be dissatisfied customers, not being able to identify solutions, lack of communication, and bad services (Hammer, 2016). There is a need to satisfy the customers so that they are motivated to visit the hotel again and improve the company's overall retention rate.
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Excellent customer service
Review of Premier Inn Epsom South Hotel

Reviewed 12 September 2023

Cannot praise the receptionist more. My company messed up my booking and she showed an
incredible level of empathy. She even gave me chocolates to say sorry when she clearly wasn't to
blame. It got sorted but i will never forget that excellent level of customer service. Room was good too )

Date of stay: September 2023

ip type: Travelled on business
Ask John M about Premier Inn Epsom South Hotel

i3 Thank John M ]

This review s the subjective opinion of a Tripadvisor member and not of Tripadisor LLC. Tripadisor performs checks on
reviews as part of our industry-leading trust & safety standards. Read our transparency report to learn more.




