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I was appointed as the front desk officer during my placement at Hampton by Hilton from Luton. The following reflection provides a detailed experience and analysis during my stay at the Hilton Hotel. 
Description
I was placed as a front desk employee at Hampton by Hilton from Luton where I have been given multiple responsibilities. I was responsible for providing maximum comfort and ensuring the best services to the guests during their stay. During my placement time, I was given major tasks that included rooms, managing reservations, billing, arranging transportation, and guest satisfaction. Apart from these responsibilities where I was also responsible for room turnovers and dealing with guests' requests efficiently (Sianipar and Cicilia, 2023).
Feelings:
During my initial days, I had mixed feelings of excitement and nervousness during my placement time. As I live alone I already have some experience dealing and managing daily chores which count as my experience at Hampton by Hilton from Luton. However, the carefulness required in performing hotel front desk tasks appears to be challenging. With time I settled into my front desk role I was satisfied with my performance as I received positive feedback from most of the guests. Sometimes I feel frustrated also when guests do not cooperate with hotel staff creating tensions and misbehaving. There are times when check-out and check-in time is very little so I have to deal with so many guests at a time in such moments I sometimes get furious (Kensbock et al., 2019). 
Evaluation
Evaluating my overall performance during my placement at Hampton by Hilton from Luton I realized that my ability to perform tasks by paying attention to every little detail is my strength. These strengths help me to work effectively and to meet the hotel demands required for the role. Apart from identifying strengths I also identified areas that should be improved like time management skills and dealing with uncertain situations efficiently. I found my weakness in that I should also develop problem-solving skills to avoid frustration in the last moments when I do not perform hotel tasks efficiently and panic as hotel guests are at the door. During this placement, I have developed multi-tasking as I have to take care of all the guests and all of them should be provided with guidance according to hotel standards (Pham Thuy and Vo Thi Kieu, 2017).
Impact of placement
The placement allows me to understand the role of the front desk in guests' experience. I realized the importance of organization and efficiency in dealing with hotel guests as they contribute to the hotel's positive feedback and customer satisfaction. When guests appreciated my working skills I retained a good memory which motivated me to work with more enthusiasm (Bhatnagar and Nim, 2019). As I am a front desk employee I have to remain linked with other hotel departments.
Cultural and ethical considerations
During placements, I have also seen many ethical and cultural issues that should be considered related to guests. I was instructed to deal with every guest with respect as each guest has a different cultural background and respect standards. During this placement, I have also learned to identify cultural and religious sensitivity. It was important to understand cultural norms and deliver excellent services to each guest according to their needs (Mmutle and Shonhe, 2017). 
Conclusion 
 This placement experience at Hampton by Hilton from Luton appeared to be highly valuable as it changed my views related to the hotel industry. The hotel staff appreciated the work and dedication that I put into providing a seamless experience to the guests. The placement not only developed many skills but also polished the previous ones (Götz, 2019). Now I have well-developed time management and problem-solving skills. Apart from this, I have also developed cultural sensitivity and awareness. After this placement, I am to further improve my skills to progress in my hospitality career (Baum, 2019).
Action plan
I aim to improve my skills further in the front desk office for which my action plan is to:
· Get feedback from my teachers and hotel managers so that I can improve my skills
· Enroll in training and workshops related to time management and guest-dealing skills 
· Stay up to date about the best font desk practices that make my work easy
· Engage with guests to learn about their needs and preferences to fulfill their needs effectively
· Develop a collaborative culture in the department so that we all can provide the best experience to our guests (Bharwani and Talib, 2017).
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	Trip Advisor Review Response 150 words +/-10%

	
We are thankful to you for sharing your experience with us and for staying with us. We are grateful that you find our services good and deliver positive feedback. We are excited that you find our hotel location convenient as it is near Parkway Station which most travelers find easy. We are overly joyed that you find our breakfast services excellent as variety in breakfast is our specialty and we are proud that our services meet your expectations. Our hotel staff craves to deliver the best services to our guests so that can have exceptional experiences your kind words to praise our staff can help build their morale. We also welcome your reviews about evening many and we will also look at our areas of improvements to enhance our services. We are really thankful to have you as our guest and we welcome you to visit us soon!




	Screenshot of referenced Trip Advisor review used:
[image: ]
( Tripadvisor, 2024).


	

	

	

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

	Hampton by Hilton London 
Luton Airport
February 3rd, 2024 

Subject: Response to complaint letter

Dear
 Ms. Joanna Blake

Thank you for sharing your recent experience at Hampton by Hilton from Luton. We are sorry for the dissatisfaction and disappointment you felt during your stay in room 330. I am writing this letter to you to assure you that we consider our guest's feedback seriously and are committed to addressing your issues related to your stay experience. We make sure that any guest does not face a similar situation.
Firstly I am extremely sorry for the cleanliness concern that you had to deal with in the room. We are committed to maintaining high cleanliness standards but in your case, we could not deliver our best services. After receiving your concern I immediately take it into my hands and address the issue with the housekeeping team to ensure that all the rooms are cleaned and meet the expectations of our guests. 
Concerning towards Wi-Fi issue I apologize as we understand the need for good internet connections. It become more important for the guests who are working and need to stay connected with their businesses. Our IT teams are investigating to resolve issues that occurred due to which internet connections were weak and it cannot reach your room and in the hotel. We prioritize a peaceful stay for our guests but we are sorry that you have to face noise issues during your stay with us. We apologize that you were disturbed due to noise from the nearby rooms. Upon your feedback, we have started to review noise control measures in the hotel so that our guests can have a comfortable and peaceful stay.
I also apologize for our customer service that you find unsatisfactory. We as a team are committed to providing the best services to our guests and to being highly responsive. However, we regret that we could not fulfill your expectations. We are arranging training for our staff so that we can deliver the need and importance of good customer service to our guests. These trainings will equip our staff to address guests concerns more effectively.
We are once again really very sorry about the inconvenience you have to deal with, please accept our apologies. We value your feedback highly through which we can identify areas where improvement is needed. We are looking forwards to your next visit to us please accept our invite as an apology gesture. Please contact me personally so that I can make the best arrangements for your visit.
Again, the whole team of Hampton by Hilton from Luton apologizes to you for your inconvenient experience. We will be highly glad if you give us a chance to resolve these issues and visit us again. We are looking ahead to turn your feedback upside down and deliver you the best services and excellent experience.
Thank you and apologies,

Sincerely
[Name]
[Position]
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Writing in essay format 

	
Key Skill 1 – Customer Service Skills  


	
In this highly competitive environment, one factor that provides an edge to any business is their ability to handle the needs, requests, complaints, and feedbacks of a customer. A business needs to ensure these factors are catered for in order to ensure customer satisfaction (Ali et. al 2021). Demonstrating feelings of empathy, patience, and listening all contribute towards a more satisfied consumer (Bahadur et. al 2018). Since this segment falls under the service industry, customers have multiple options, and the need for a human workforce is signified even more. Despite the technology advancements, AI cannot replicate human emotions and hence lacks the necessary human touch to deliver excellent customer service (Xu et. al 2020).
In the hotel industry, customer satisfaction is the backbone of any business. Specialized training is provided to individuals in this department so that they can hold the edge over their competitors (Shen et. al 2018). Assuming a cost-benefit analysis, every hotel would aim to create a welcoming and comfortable environment for their guests since the benefits would always outweigh the costs. The ultimate beneficiary would always be the business as they would enjoy a greater influx of customers due to positive feedbacks and reviews.

	
Key Skill 2 – Communication Skills 


	
For a business to thrive, especially in the service sector, effective communication is equally important. This allows for work to be delegated effectively and efficiently without motivation or energy being lost in between. In other words, communication is not always about listening; it's about active retention and implication of the information or orders being communicated (Richards et. al 2018). 

While dealing with guests it is necessary to keep the communication concise. When guests are satisfied that their experience and requests are being catered to efficiently, this will lead them to provide positive word-of-mouth advertising and an unforgettable stay. Every encounter is unique and must be treated as such. There’s no handbook to proper communication, it’s learned and only gets better with experience. Better communication will also help with the retention of employees and boost the morale of the entire department. 
Non-verbal and social cues hold just as much importance as verbal cues in order to understand the situation effectively and delegate tasks in order to diffuse the situation. It’s something more than just passing around ‘orders’. Hence it becomes clear that effective communication skills are considered crucial in this fast-paced and customer-driven industry.


	
Key Skill 3 – Organisational Skills 


	
Organizational skills refer to effectively managing time, and resources and streamlining collaboration among different departments (Lemmetty et. al 2020). These provide the roots for boosting morale and ensuring smooth operations. Organizational skills and competences are crucial to maintaining coordination and completion of tasks within the period assigned. In this fast-paced environment, handling check-ins of customers, and delegating tasks amongst employees whilst streamlining other aspects within the business are necessary for a smooth operation. They string farther than just exceptional dining and flashy ideas. (Lam and Law, 2019)
Comparative studies of several hotels have shown that the capture and retention of new knowledge is a continuous process required for improved results. Such information sharing increases the potential for successful action by individuals and organizations. What’s required is a keen eye for new opportunities, someone who is flexible and willing to take risks, and someone who partakes in naïve optimism. These are the basics, the ABCs, or the bottom line required to succeed in this hustling, capitalistic, and competitive age. 
An individual can only learn/adapt from their mistakes Dahlin et. al (2018) and shower their findings as a mentor to their mentees in order to impart the most beneficial knowledge and ultimately grow their organizational skills along with the organization. 


	
Key Skill 4 – Problem-Solving Skills 


	Navigating through this ever-changing landscape requires more than just greeting guests with a smile and being ‘welcoming’. If you listen closely enough, among the sounds of chit-chat at the front desk and the rolling of suitcases, lies an important skill: problem-solving. This inculcates everything from trying to control a frenzied individual due to a mix-up in bookings to formulating cost-effective solutions to a sudden technological breakdown and this is what separates true hospitality from their competitors. (Li et. al 2018)

Those who are at the front line to react to dissatisfied customers understand the importance of managing swift solutions and effectively pinpointing the error, rather than beating around the bush. The bigger picture emphasizes more than just fixing the customer’s problem; it’s salvaging a negative experience and trying to give birth to a more positive one. 

These skills extend farther than guest experiences and could occur within the hotel departments. This would require someone agile, quick thinking on their feet, and someone who can resume operations minimizing the loss of revenue (Van Aken et. al 2018). Therefore, doing so provides a foothold for future leaders to come forward and show resilience in those challenging times.
Leadership in the hotel industry is dependent on problem-solving capabilities. Multiple unforeseen circumstances can take place such as disagreements between multiple departments or an outburst by a customer, all of which require a mediator; someone who is quick thinking on their feet and can develop contingency plans while keeping the team together. Problem-solving skills aren’t just a handbook of rules you can swallow, instead, they are the holy grail through which you can unlock the secrets of success within the industry. While the industry continues to progress, problem-solving will always remain the cornerstone for delivering excellent hospitality and ensuring guests feel welcomed in their stay.
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Great Hotel

Great location - right next to Parkway Station (just be sure to exit at the sign for
Kimpton Rd and it is a 2 minute walk). There is also a bus stop right outside -
buses to Luton town center, airport, Hitchin and Stevenage. Nice room. The free.
breakfast is briliant - better than some paid breakfasts at other hotels! Hot
food every day, plus a large selection of meats, cheese, pastries etc. Friendly
staff. Bar menu is @ bit limited for food in the evenings. But overall, this is a great
hotel. Highly recommend.

Readless a

Date of stay: July 2023
Trip type: Traveled as a couple
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