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Description: I have always wanted to pursue a career in the hotel industry and tried to attend different seminars of professional personalities and my professors to enhance the depth of my knowledge regarding this sector. Moreover, different internships have helped to enhance my persuasion ability which helped me during my placement process in Burlington Folkestone and got the job role at the front office department of the company. Working at the front office has helped me to daily communicate with different cultural backgrounds persons and helped in generating professional perspectives.   
Feelings: I am a person who gets easily excited and nervous at the same time leading to increased errors in doing my responsibilities efficiently. For that reason, I was primarily nervous during my placement interview but after acquiring the position I got the motivation to fulfil all my activities within time. Working with different professionals and handling customers has helped to make my job role challenging as well as exciting for me and boosted me to keep up my good work. The importance of language literacy and diverse knowledge importance in handling the different cultural backgrounds of customers surprised me and I tried to incorporate all my knowledge to be an effective front-office department of the hotel.   
Evaluation: At this stage, I would like to analyse the strengths and weaknesses that I determined during the time I was working with the hotel unit. I encountered it at the time I was performing the duties that had been allotted to me. As I used to perform duties such as accepting the requests of the guests, attending to them with a positive outlook, scrutinising accommodations and registration being made, I encountered that I encompass effective skills of communication. This is because I was able to communicate with each of the guests and at the same time I was able to convince them properly and this can be only done with effective skills of communication. Apart from this, I was also able to lead the team under which multiple staff were working, hence, I can say that I encompass effective leadership skills. Also, I have effective persuasion skills. On the other hand, I realised that I was unable to do a lot of takes at the same time, hence I lack the skills of multitasking. Further, I also lack the skills of stress management. This is because I went under a lot of stress once I handled more than one task at a time.           
Analysis: As I recognised my strengths and weaknesses during the time I functioned at the hotel, I can say that I took support of certain theories that helped me to improve my skills, hence, they acted as a strength for me. To develop the skills of communication within myself, I employed the ‘Transmission Model of Communication’. The stated model can be described as a single-path process of communication wherein a sender encodes a transmission and dispatches it via a medium to a receiver who interprets it (Lodi et al., 2020, p. 2). With the help of this model, I discovered that for effective communication, it is compulsory for two members to be present, one being the sender and the other being the receiver. Apart from this, I worked on the skill of persuasion so that I could convince them enough to make decisions that were favourable for them as well as the hotel unit.       
Conclusion: This reflective journal has helped to highlight all of my experiences, observations and analysis after getting placed in the front office department of Burlington Folkestone. Moreover, some of my weaknesses have been identified during my working time and an action plan will be developed to fill my knowledge gap.   
Action Plan: Undertaking the development of weaknesses, an action plan has been materialised below so that I can improve it. 
	Weaknesses 
	Required tasks to be performed 
	Required resources 
	Criteria for success 
	Time frame 

	Stress management 
	Entangling with exercises that can keep me feel relaxed and performing meditation for the same 
	Enrollment in yoga sessions 
	Effectively performing the operations without any scope of stress feeling 
	4 months 

	Multitasking 
	Breaking down tasks and prioritising them as per the necessity to be performed 
	To-do lists, mentorship from experienced ones 
	Influentially able to manage different tasks at the same time. 
	6 months 


 Table 1: Action Plan 
(Source: Created by the learner)
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Figure 1: Review
(Source: Trip Advisor, 2024)
As per the review, the consumers of the hotel find that the customer service of the company helps enhance their experiences during the satiation time in the hotel and the friendly behaviours of the staff help with the process. As per the review of the customer, the additional services from the hotel to satisfy the needs of the customers help with the process and the staff of the companies are always trying to accompany the consumers to resolve their issues and help to make the time memorable for them during the time period. The culinary department of the hotel is continuously working to satisfy the taste buds of the consumers and deliver proper foods as per their preferences. The overall efforts of different departments of the hotel are helping to provide the best services and transform the customers to regular customers.
[bookmark: _Toc158312262]Letter of Complaint
Respected Sir/Maam, the staff members and the CEO at our hotel are encumbered with regret that our standards failed to meet your expectations or preferred standards. Being the manager of the hotel, your feedback was brought to my attention as soon as it was retrieved by the customer service department at the hotel. Being employed as the quality manager at this reputed hotel, I strive to maintain excellent quality standards concerning the service that is being provided to the guests. However, your feedback has shed some light on the existing gaps within the operations being undertaken at this organisation, which is detrimental to our brand image as well as negates customer engagement, which is an instrumental aspect embedded within our code of conduct. Your feedback necessitates significant alterations in the operational strategy of the hotel which is essential for maintaining the quality standards laid out by Tesone (2012). As per the guidelines, guest satisfaction is a prime element of hotel management (Tesone, 2012). Hence, the organisational operations will be altered according to the preferences of customers.
Your complaint stated that you were dissatisfied with the cleanliness of the room that was allocated for you by the staff of the hotel. Being the manager, I take full responsibility that our housekeeping and janitorial service providers failing to meet your expected standards. However, We did not receive any complaints during your stay, which would have been beneficial for both parties as it would have enabled us to rectify our mistakes. Furthermore, the lack of sanitation can be attributed to the organisational communication channels that are comparatively redundant as compared to modern standards. However, on behalf of the owner, I inform you that our hotel plans to implement two-way communication channels (Adebayo, 2019), which are essential for generating information about guest satisfaction and addressing organisational issues immediately.
Thereafter, it was noted that our Wi-Fi service was comparatively more unstable throughout the duration of your stay. To address this disparity within guest amenities, our leader has planned to invest significant capital resources in infrastructural development which will allow the hotel to acquire internet services with improved bandwidth capabilities to meet the extensive internet requirements of our guests at the same time. We plan to acquire priority service from the new internet service provider tender which will be released shortly. Moreover, every corridor of our hotel will be provided with a Wi-Fi extender which will provide extensive coverage throughout the entire hotel. These initiatives will rectify the issue of limited and slow internet connection and hopefully meet the standards of our guests in the near future. 
The noise reduction will be carried out by soundproofing the rooms with soundproof membranes and curtains. These are some of the methods through which the issues of organisational communication, high noise levels, slow internet speed and untidiness of the rooms will be addressed. We hope this response will be able to satisfy the consumer's expectations. We deeply regret the negative experience you had during your stay at our establishment and hope to host you in the near future.
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Customer service skills are essential in the hospitality industry as this directly impacts the guest satisfaction, overall success as well as loyalty of the customers. Exceptional customer services are considered merely for meeting the needs of the guests. This involves the surpassing of customer expectations along with addressing the customer concerns in a prompt way. This creates a memorable experience that keeps coming back (Ng, 2020). In the hospitality industry, the hotels consider every interaction with the guest as this is an essential opportunity in making a positive impression. Customer service skills are effective in enabling staff in greeting the guests in a welcoming and warm way. The managers are required to listen attentively to the customer's requests along with providing personalised assistance for ensuring that their needs are met. The level of attentiveness in "Mitchells and Butlers" as well as responsiveness in the hotel builds trust as well as rapport with the guests (MBPLC, 2024). This fosters a sense of loyalty as well as satisfaction for the employees and customers. 
Effective communication skills are useful in resolving conflicts as well as handling the challenging situations in a diplomatic way. The use of customer service skills is effectively considered in the development of a positive work environment as well as employee morale. When the staff feel empowered in delivering exceptional services and are recognised for their efforts towards customers, they become more motivated as well as engaged. The customer service skills are effective in consistently delivering enhanced services. 
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Communication skills are useful in the hospitality industry as the skill facilitates effective interactions with the guests as well as the stakeholders. In hospitality industry firms like "The Imperial London Hotels Limited", clear as well as concise communication is essential for delivering excellent customer services (Imperial Hotels, 2024). The front-line staffs in the firm like the receptionist as well as the other staff apply strong communication skills for greeting their guests in a warm manner. The workers understand the customer needs along with addressing any issues that the customers may be facing. The ability of communicating in a clear as well as professional manner. This enhances the guest experience along with fostering a positive relationship with the customers. Effective communication among the team members is essential for the seamless operations in the hospitality firms. 
Through clear communication, the hospitality sector ensures that the tasks are delegated in an efficient way. The schedules are coordinated in an effective way. In addition, the customers also consider that the issues are addressed in a proper way. Through effective coordination in the room turnover between the front desk as well as housekeeping along with the other hospitality tasks are maintained in an effective way. Through the use of strong communication skills, workflows are streamlined along with the minimisation of the errors in delivering customer services (Lyu and Liu, 2021). With the use of effective communication skills, strong relationships with the suppliers and other stakeholders can be maintained. The analysis indicates how the use of communication skills is useful in developing collaborative teamwork along with fostering a positive relationship. 
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Organisational skills are essential in the hospitality industry as this enables a smooth as well as efficient operation. Effective guest satisfaction is ensured and this contributes to the overall success of the business. In the hospitality firm "Premier Inn", strong organisational skills are essential for the management of multiple tasks (Premier Inn, 2023). In addition, the responsibilities are prioritised in a major way as well. In the hospitality firm, the application of strong organisational skills is done for serving the guests with effective customer service. In addition, the management of the event logistics is also done in a seamless way. The firm ensures that the guest's needs are accomplished in an efficient and effective way. This enhances the overall experience of the customers in the hotel. 
It has been observed that organisational skills are essential for the management of resources as well as optimisation of the operational efficiency in the hospitality firms. From the inventory management as well as procurement to scheduling the staff shifts as well as coordination of maintenance tasks are considered in organisational skills. In the hotel, the resources are allocated in an efficient way. This effectively minimises waste along with maximising the productivity of the hotel. It has been observed that in the hotel, effective management of the SCM as well as the internal stakeholders and external stakeholders are maintained through the adoption of organisational skills. 
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Problem-solving skills are essential for the hospitality industry as this enables the staff in addressing the issues in a prompt way. With the adoption of problem-solving skills, guest concerns are effectively maintained and addressed along with maintaining a high level of customer satisfaction. In the hospitality firm "Travelodge", staff may encounter a wide range of challenges on a daily basis (Travelodge, 2024). The firm manages its guest complaints as well as service disruptions due to logistical issues as problem-solving skills are observed to be essential in enhancing the customer service. It has been observed that in the firm "Marriott International" when faced with guest complaints regarding room issues, application of problem-solving skills is done in a major way. The issues are assessed, the root causes are identified and appropriate actions against the same are taken into consideration. This results in better customer service and solving the problems being faced by the customers in the firm.
By resolving the problem in a prompt manner, the staff can potentially turn the negative experience into a positive one. This positively enhances the guest satisfaction as well as loyalty. Through effective problem-solving skills, the identification of problems the guests are having is done (Lyu and Liu, 2021). The plan of action is hence created for resolving them and following through with the guests afterwards in order to ensure their satisfaction. The managers help in dealing with the complexities as well as uncertainties of the firm they are working in.  

[bookmark: _Toc158312268]Reference List
Component 1
Lodi, M.B., Curreli, N., Fanti, A., Cuccu, C., Pani, D., Sanginario, A., Spanu, A., Ros, P.M., Crepaldi, M., Demarchi, D. and Mazzarella, G., (2020). A periodic transmission line model for body channel communication. IEEE Access, 8, pp.160099-160115.
Component 2
Adebayo, A.A., 2019. Impact of communication on customers’ satisfaction in hospitality industry in Kwara State, Nigeria (Doctoral dissertation, Kwara State University (Nigeria).
Tesone, D., 2012. Principles of management for the hospitality industry. Routledge.
Trip Advisor, 2024. Reviews Summary. [Online] Available at:<https://www.tripadvisor.com/Hotel_Review-g190749-d209897-Reviews-Burlington_Hotel-Folkestone_Kent_England.html> [Accessed on 8th February 2024]
Component 3
Imperial Hotels, 2024. Network and Infrastructure Manager. Available from: https://www.imperialhotels.co.uk/careers/career-details?jobid=186740 [Available on 8 February 2024]
Lyu, W. and Liu, J., 2021. Soft skills, hard skills: What matters most? Evidence from job postings. Applied Energy, 300, p.117307.
MBPLC, 2024. Guest Feedback. Available from: https://www.mbplc.com/guest-feedback/ [Available on 8 February 2024]
Ng, L.K., 2020. The perceived importance of soft (service) skills in nursing care: A research study. Nurse education today, 85, p.104302.
Premier Inn, 2023. We're a Force for Good. Available from: https://www.premierinn.com/gb/en/why/force-for-good.html [Available on 8 February 2024]
Travelodge, 2024. Customer services. Available from: https://www.travelodge.co.uk/help/contact-us [Available on 8 February 2024]
9

image1.png
peartree259 wrote areview Yesterday
Edinburgh, United Kingdom « 148 contributions « 77 helpful votes

00000
Friendly, comfortable, lovely stay near beach and
Eurotunnel

This is a great hotel - staff are super friendly and hospitable, and it is so dog
friendly. Stayed on the ground floor with easy access to garden for the dog,
and room was clean and nice. We charged our electric car too, which saved us
time at the Eurotunnel. We had dinner in the conservatory, which was really
pretty and lovely service and food. Just comfortable and relaxed. Breakfast
was great too, and gluten free options. We will definitely to staying here again!
Readless a





