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	Introduction
Regarding this reflection, mainly, the Gibbs cycle to be used to reflect on the professional experience I gained, which helped me to learn and experience the basic actions regarding the hospitality industry. I worked in the housekeeping department to look after certain actions and ensure that work was done. Therefore, this reflection will help to break down the situation into small pieces to analyse it effectively (Adeani et al., 2020; Tanaka et al., 2020). 

Description
In my placement experience at the hotel, I undertook multiple tasks inclusive of housekeeping as well as reception duties. I was part of the housekeeping team and I helped prepare rooms, maintaining cleanliness and linen. Entering the front desk, I greeted guests, processed the check-ins, and answered questions regarding the hotel as well as the local attractions. My duties also covered off-time and dealing with transactions. I engaged in various tasks encompassing both housekeeping and reception duties. Furthermore, I was responsible for various tasks and duties in order to keep me busy (Nicely, 2018). 

Feelings
I had a mixture of fear and excitement while starting the internship. Although I was eager to learn and contribute, the fast-paced nature of the surroundings would provoke my nerves. I was first discouraged when the number of inquiries from guests and check-in difficulties (Brien et al., 2017). Nonetheless, each time brought me the satisfaction of success and the empowerment of my skills. As I settled with the work I was more confident in work as I was learning I was in fear that I would perform any other action wrong. However, the employees at the workplace were supportive and helpful. I also fear change concerning life as it can be challenging for me to consider a new role (Knox et al., 2015). 




Evaluation
Looking back on my work, I found strengths in juggling tasks, resolving problems, and maintaining a professional demeanour under pressure. I handled guests’ queries efficiently and made sure that their check-in process went smoothly. Nevertheless, there were some areas for development, especially in mastering the hotel systems and generating efficiency by developing time management skills (Qu, 2021).
Analysis
I obtained deep insights into the importance of the front office in guest satisfaction from my placement. The interaction with guests and even my colleagues made me realise how essential personalised communication is. I learned more about the varied requirements of the visitors and the importance of having a warm atmosphere. A number of our guests coming from different walks of life brought to the fore the need for exposure to various cultures as well as the importance of respect and sensitivity. I have always been aware of the cultural nuances within each interaction and opted to go with each individual's preferences (Pol and Patil, 2015). Through this experience, I have been rekindled with my enthusiasm for hospitality and also acquired the utmost respect for the value of good communication, professionalism, and the guest's oriented services in the hospitality industry for providing the guests with an unforgettable experience. Furthermore, I learned to appreciate the varied desires of the guests and the significance of personalized service as a means of going beyond the guests' expectations. This incident brought to the surface the importance of creating a warm and excellent environment to ensure a positive overall experience. Hence, creating a good customer experience was mainly through effective communication and professionalism which offered an opportunity for good interaction and build confidence in the guests (Lam et al., 2022).
Conclusion
Finally, my work placement at the company was a transformative experience, because I gained important skills and gained knowledge for a great hospitality career. As I continue, I am determined to work and achieve continuous improvement. I plan to take further training to improve my skills in hotel systems and to polish my communication skills. Hence, in conclusion, I need to work on my weaknesses to not be a problem in the later hospitality field during the job. 
Action plan 
I am good at problem-solving skills, fast learner, communication skills, and time management. Hence, I am weak at mastering hotel systems and procedures, adaptability, and guest-centric services, which I will work on. Hence, I will try more professional experience to gain more learning by also reading the relevant topics of role models of the hospitality industry while also prioritising work with scheduling my actions. Furthermore, my action plan also depends on the online work to learn and strengthen my time management. As a result, this action plan will need to provide time and patience to focus on my weaknesses. 
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	Trip Advisor Review Response 150 words +/-10%

	Dear sir,

I am thankful for taking your time and sharing your positive experience with us. As a hotel employee, we were delighted to provide you with high-quality services and amenities. Hence, we are also humbled to hear that your recent stay at Hotel Premier Inn was enjoyable and that you found our hotel to be conveniently located for exploring the areas. Therefore, as the hotel, we take pride in providing clean and comfortable accommodations and it is good to hear that you found our beds clean and comfy with also our friendly staff. We are enlightened to appreciate your post on the website about ample parking and the nearby dining options. Your feedback shows that hotels do work hard to provide good services to the customer to ensure that their stay is comfortable and memorable. Lastly, I would like to invite you again to stay at our Hotel Premier Inn in different locations, which will provide you different experience. 

Yours sincerely,
Hotel Premier Inn. 






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

	
Dear ma’am, 
Subject: Response to Your Complaint

I hope this letter finds you well. I would like to express my sincere apologies regarding your stay in room 330 and the problems you have encountered during your stay. Also, your feedback is valuable as it allows us to identify the areas that we as a hotel lack for improvement and ensure that we maintain the high standards of service and hospitality we as the hotel strive for. I have thoroughly investigated the issues you raised and I would like to address each issue.
I am deeply sorry that the cleanliness of your room did not meet your expectations. Cleanliness should be considered and is important for us, I have personally spoken with our housekeeping to address the issues in their services. Also, rest assured, your complaints have been considered and will be implemented additional training and protocols to ensure that such oversights do not occur. I understand also the problem of the lack of WiiFi services, which also slowed due to technical problems. However, we have identified the problems regarding technical factors. Our IT team has conducted a thorough review of our network infrastructure and we have upgraded our equipment to a more stable and faster internet connection for our guests. In regard to noise problems, I also apologise for disturbances from neighbouring rooms. We take noise complaints also seriously and our team is committed to ensuring that all guests will have a peaceful stay.  We have also instructed our staff to be more alert in noise monitoring and we have acted to ensure that the rule on 'quiet hours' is implemented. It is difficult to know that you believe our services are average. Also, I failed to provide you with excellent services. To this end, I have already dealt with the front desk team talking to them about how to be responsive to guests' questions. I have also trained the staff to handle guest inquiries and requests. Nevertheless, especially, I would like you to kindly agree to my deep apologies for to service issues. I want to guarantee you that the steps upon steps that we will take will make that thing happen on the advent and it will never happen again. In addition, feel apologetic that our services did not meet what you expected. I discussed this with our front desk team and have also enhanced their training on how to do the job right. Also, we have installed a client feedback system to get immediate feedback from our guests hence they can now have their difficulties sorted out instantly.
As a gesture of goodwill, I would like to offer you a complimentary night stay at our hotel, including a room upgrade and breakfast on the house. I hope that you will give us another opportunity to exceed your expectations and restore your faith in our hotel. I am thankful towards the email you left us with the issues you were facing. Therefore, we will try to handle these issues so that no other client will feel or face this problem again. 

Yours sincerely,
Hotel Premier Inn. 
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Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Introduction 


	
The role of skills in guaranteeing client satisfaction and ensuring operational success in the dynamic nature of the hospitality sector being service-oriented cannot be over-emphasised. To fulfil customers' diverse demands and face industry barriers, hospitality workers, from high-end resorts to budget hotels— require a wide skill set. To keep positive upbeat experiences, good problem-solving develop quick responses to the elimination of difficulties. When they discuss correctly and compassionately Staff communicate well with each other and make great guest relations. It follows that hospitality workers must learn (Kee et al., 2021).


	
Key Skill 1 – Customer Service Skill


	
About customer services, priority must be dedicated to visitor satisfaction, hotel staff should embody professionalism, empathy, and alertness. Employees need to greet visitors with courtesy and pay attention to their needs providing the necessary assistance. In various cases such as bookings, giving information, and politely solving problems, communication is a crucial factor that affects both the employees and the clients. It is essential to be proactive in guest expectations be positive, and have toughness and courage while under pressure. A unique customer experience not only promotes loyalty and hotel ratings but also encourages evaluations when requests are met with care and the space is maintained clean and welcoming. The two, that is, Shangri-La and IHG hotels provide proactive assistance, thoughtful listening, and individual attention to meet the needs of their guests. IHG pays great attention to consistency and efficiency and makes sure that the guests of their brands are serviced promptly and feel acknowledged by them. This is why at Shangri-La hotels genuine warmth and hospitality come first. Every visitor gets a tailored experience to their tastes. Both companies show commitment to their guests by manifesting staff professionalism, compassion, and cultural sensitivity. Both IHG and Shangri-La Hotels keep their reputation as the leading spots for ultra-luxury hospitality through their excellent service attuned to the welfare of the guests (Kapoor et al., 2023; Setia et al., 2021).


	
Key Skill 2 – Communication Skills 


	In hotels communication skills is the foundation among employees. Accordingly, communication skills are imperative for its success. In the hotel business, effective communication may increase client satisfaction, resolve disputes, and ensure smooth operations; without communication skills, you are nowhere. For example, the Marriott housekeeping staff asks about the cleaning preferences of the customer and at the same time makes sure that the customer is comfortable without being too intrusive. Communication and information skills should be a possession of hotel sector customer service representatives. To be able to provide good service hospitality employees should know the basics of communication. Moxy Hotels has a habit of emphasizing a bright and lively ambiance in which all the service providers and guests interact more relaxed and friendly. Clients of Maldron Hotels are accustomed to the chain establishing an elite level of professionalism and demanding close attention to detail in its guest experience. The company's employees` interactions with a clientele must be ethical and friendly, showing the hotel`s focus on delivering excellent hospitality. Hence, communication facilitates having a pleasurable guest stay at hotels that require teamwork across many departments, for instance, food and beverage, housekeeping, and the front desk. Employees need to regulate the clients' demands addressed in a timely way to ensure that every guest's needs are met at every visit (Dias, 2021; Minner and Nayak, 2019).


	
Key Skill 3 – Organisational Skills 


	
In the hotel industry, it is critical to have a strong organizational set-up as this helps guarantee efficient operations, happy customers, and consistent service delivery. Reservations are made effectively by hotel workers having strong organizational skills. This involves checking the room's availableness, timely processing of reservations, and working with another department to ensure that rooms are prepared for visitors. It requires properly organized front desk staff to execute efficient guest check-ins and check-outs (Rahimi, 2017). Thus, the housekeeping must be doing such functions as focusing on special requests of visitors, maintaining linen inventories, and arranging room cleanings among others. Being well organized is indispensable to providing exceptional guest services which are represented by answering questions from visitors, scheduling transportation, arranging a booking for dinners, and managing special requests. Hotel staff need to be well-organized to cope with several requests from guests at once as well as to ensure their needs are met. IHG hotels deal with a sizeable amount of bookings daily. To achieve the highest room occupancy rate, room assignments have to be well managed; this is done by considering guests' requests, and catering to their needs and expectations. Key performance competencies for trend forecasting, competitive adjustments, and promotion would be impactful to profit-maximisation (Melián-Alzola et al., 2021; Nassar, 2017).


	
Key Skill 4 – Problem-solving Skills 


	
Effective problem-solving in hotels (or the hotel industry) requires promptly identifying and resolving customer problems to ensure their smooth stay. Moreover, to resolve issues, hotel personnel should examine circumstances, prioritize possible solutions, and communicate effectively with guests and other staff. The ability to think critically and creatively to come up with solutions is paramount whether the issues are related to disparities between the rooms such as drainage, toilets, and power, complaints in service delivery, or unanticipated problems. The staff of the hotel can keep customer’s goodwill, bring a prestigious reputation, and contribute to the whole prosperity by behaving highly problem-solving (Martin, 2017). At Moxy and Premier Inn, problem-solving skills are about promptly and empathetically supporting guests and addressing their complaints whether regarding accommodations or services. When faced with challenges in the vibrant world of Moxy Hotels, employees contrive creative answers that abide by the brand's upbeat motto. At the same time, Premier Inn stresses the importance of satisfied customers with a focus on a systematic approach to solving problems and providing the same resolutions across its branches. Both organisations promote their employee's critical thinking, clear communication, and the ability to resort to initiatives when dealing with problems to increase customer satisfaction and loyalty (Hassanien and Dale, 2019; Stringam, 2020).



	
Conclusion 


	
To sum up, the hospitality sector relies heavily on the talents of problem-solving, communication, and customer service to shape the visitor experience and propel corporate success. Hence, by putting the needs of their customers first and establishing an exceptional culture, hospitality professionals can create enduring bonds with patrons, encourage repeat business, and set themselves apart in a crowded market. Positive interactions between workers and customers are fostered by clear and compassionate communication, which improves cooperation and operational efficiency. In the end, investing in these abilities is crucial to the success of hospitality businesses and maintaining their stellar reputation for customer service.
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Great stay

What an amazing Premier Inn this was, nothing was too much trouble. Arrived
very early but they found us a room quickly, the extra cost was well worth being in
the room at 11.00.
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Great stay thoroughly recommend
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