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Hotel front office jobs are an important area of the hotel premise and the main custom engagement interactions are done in the front office. Multiple departments are related to the operations of the front office and one of the prime areas is housekeeping. I have worked at Rossington Hall as a front office staff and I will share my experiences and knowledge about housekeeping skills. I will use the Gibbs reflective cycle for the purpose of sharing my experiences.
Description
The starting step of the Gibbs reflective cycle is description and it provides the descriptive experiences of the overall scenario. I have been placed in the front office operations and I have got the duty to look after the department of housekeeping. An effective set of skills is required to perform the job and the working procedure in the front office of a hotel (Bardi, 2011). I have performed the duty of attending to a number of guests in the hotel. I observed that the facilities of housekeeping are important services to increase the rate of satisfaction for the guests in the hotel. Rossington Hotel is known for its valuable and premium services and I observed that the demand for housekeeping services is high in the hotel.
Feelings
Feelings are another important step in the reflective cycle and it define the self's responses to a given situation. The first day of the job was important for me and I was nervous to handle all the situations in a perfect way. The learning experiences have been perfect for me in the workplace and I have learned different skills needed in housekeeping. Creative thinking is



primarily needed in the workplace to get connected in front-office jobs (Corgel et al., 2011). In the process of communicating with the customers, I came to know about the different demands of the customers for the housekeeping services. The reliable communication has been important from the front desk to the housekeeping staff to increase the reliability of the housekeeping services.
Evaluation
Evaluation is defined as the stage that permits the chance to get the knowledge of the positives and any kinds of negative experiences of a situation. I observed that the segmentation of the hotel management is divided into different segments and housekeeping is one of the key sectors. The demands of the guests for a high range of housekeeping services are increasing every day and it is a challenge for the management to keep the expectations. The skills of communication is important to keep the interaction high and sustainable for the service and revenue generation (Hammer, 2016). I have faced tough situations in handling the guests in the hotel. The issues regarding the poor housekeeping service have dissatisfied the customers in the hotel. Customers have demanded premium room services in the hotel room of Rossington Hall and I have failed to provide it several times. The lack of communication and management are the important skills that I need to learn for a better performance in the workplace.
Analysis
The analysis is the most crucial step in the Gibbs reflective cycle. The learning and the gathering of experiences are vital to strengthening the position in the workplace. I observed that there is a lack in my skills of managing the housekeeping services in respect to the demands of the customers. The skills of hospitality are needed to keep the satisfactory rate of customers high in the hospitality sector (Tesone, 2010). I need to improve the skills of management and understand the demands of the customers. It will help me to provide the services according to the needs and enriched the name of Rossington Hall in the UK Conclusion
The tasks and the skills of housekeeping services are interrelated with the operations of the front office. I have managed to provide quality services to the guests in the Rossington Hall while there are several situations of problems. The skills of creative thinking, managing and better interaction are needed to keep the efficiency of the housekeeping services. I have observed that the situation becomes challenging during the situation of demands and peak times. ‘
Action plan
The stage of action plan describes the initial planning that is needed to strengthen the weak areas and to overcome similar challenges in future. Managing the staff and the guests are the principal task in the front office in the hospitality sector (Tewan, 2009). Learning of the process



	




Component Two
Contribution to Overall Module Assessment: 25%

	Trip Advisor Review Response

	Respected Sir,
I am glad to know that you have stayed in our hotel and have received a high-quality experience from the management system. I have seen the review you have provided in the trip advisor regarding our Hotel Rossington Hall. The services that are provided by the hotel are always targeted to improve the hospitality and travelling experience of the customers. In the review, you mentioned that the room services feel like home and you have state with a high quality of satisfaction. I am satisfied that the quality of the food that we have presented you has been good. I will try to improve the food quality and the room service even more on your next time visit. It is our pride that the customer's feedback is positive in the consequence of our hotel. Customer service quality has been the main focus of Rossington Hall and it will be
enhanced by the team effort we provide every day.





	Screen shot of referenced Trip Advisor review used:



	



	Letter of complaint response

	Respected Sir,
I have found the letter from your side and I deeply apologise to you for the issues that you have faced in our services. I have deep regrets regarding the poor service that you have got from the hotel management system. I have read the letter and you have mentioned that the room number 330 was very short and has created the problems for you. I have investigated the matter and came to know that the room that was booked was the wrong room that has been provided to you by our staff. I have received a complaint from you regarding the dirty stuff in the room. I am providing the assurance that we will provide you with a luxury room with high-quality services when you visit us the next time. I will regularly check all the rooms and will take actions to clean the room every day. The next problem that you have faced in the hotel is regarding the service of the Wi-Fi in the room. The slow speed of the internet has created problems for you and I am apologizing again for the same. It is not the premium services that you would have expected from us however it is our fault that you have got the problem with our services. I will check the overall internet connections and will call the technical experts to reduce the problems. On your next visit to our hotel, we will provide you the high-speed internet services to perform
your official work.



	The complaint letter that you have submitted has further explained the problem of rewarding the soundproofing of the room. I know that you have faced extensive noise and loud conversations from the rooms of the neighbors during the night and it has made a difficult situation for your night sleep. I have investigated the real reason behind the issues of soundproofing and found that the walls of the room were not properly soundproofed. It is a major fault of the engineers and architects of our hotel management system that the room service has hampered your travelling experience. I assure you that if you visit our next time in our Hotel the problem of soundproofing will be solved and you will get a high-quality experience with our hospitality services. The problem with customer service and the staff members have to be mentioned by you in the letter and I have inquired the same. I apologize that the staff members were less responsive in your service receiving time and that hampers the experience of the travel. I have talked to the management and training department and they will provide sustainable training to the staff to improve their performances and services towards the guests. The letter of feedback has been valuable for us and it will help to remove the issues in our services. Customers are our most valuable assets to run the business and provide better services to the
community.


Component Three:
Contribution to Overall Module Assessment: 50%

Writing in essay format

	
Key Skill 1 – Customer Service Skills

	Service skills are needed in every industry to keep the flow of services to the customers and to keep the scope of satisfaction. The hospitality industry is highly dependent on the quality of the services that are provided by the organisation to the guests during the time of staying. Customer service skills serve as the backbone of an organisation as it creates the platform to attract customers along with the chance to increase business expansion (Limna and Kraiwanit, 2023). The front office operations have more engagement with the guests who attend the hotel and book the rooms over call. The test to services skill and the interaction at the office provide the concept about the
services provided by the hotel. Rossington hall has been known for its high-quality



	services and has a reputed brand image in the industry of hospitality. The elements of customer service skills are divided into the categories of communication, time management and empathy (Ding et al., 2020). The skills of communication are needed during the online and physical interaction with the guests during the booking of rooms. Service representative in the front office plays a major role in providing the best possible services to fulfil expectations. The knowledge of technical skills is equally important in the modern world. Digital technology has taken a major lead in the hospitality sector (Carlisle et al., 2023). It provides the staff the opportunities to be more efficient and serve better to the customers. Understanding the demands of the customers is the main task in solving the problem of the guests in the hotel. The skills of problem-solving are another crucial element of customer service skills in the hospitality sector. Skills of communication play a vital role in the time of interacting with the guests in the zone of
the front office.

	
Key Skill 2 – Communication Skills

	Communication skills and the ability of the front staff to provide details of the hotel to the guests who have visited the premises. The development of the skills in the arena of communication needs essential tools for the front office staff (Rabiul et al., 2023) . Active listening is one of the primary tools to enhance communication power in the workplace. The needs of the customers can be known perfectly with careful listening criteria. The duty of interacting with the customers starts with the booking of the rooms for the hotel. The communication power will help to interact with the guests in a better way. It will help to clear the facilities that the hotel provides for the guests. Rossington hall has high-class services for guests in the UK (Rossington hall, 2024). The communication skills of the front office staff will help to promote the services of the hotel to the mass audience. Digital technology has improved the communication system in the hospitality sector (Hofacker et al., 2020). The visual representation in the modern day has improved the ways of interaction better for the front office staff. The problems in the housekeeping and food services are the major concern areas that can create issues for the guests in the hotel. The duty of the front office staff is to manage the guests and to keep a peaceful atmosphere in the hotel (Clifton, 2022). The skills of
communication will help to manage guests with better service providing assurance.

	
Key Skill 3 – Organisational Skills



	

	The services in the hospitality sector need to be organised perfectly to manage the guests in a fruitful way. The skills of organising is another vital skill that provides extra benefits to the business development of a hotel in the hospitality sector. The elements of organising skills deal with time management and keeping a level of accuracy (Kainthola, 2021). The common expectation of the guests in the hotel industry is to get a clean and efficient way of services along with minimal loss of time. The organisational skills of the front office staff will help to execute the tasks with more priority to be finished at first. The perfect method of execution will improve the overall quality of the hospitality services. The arena of the services starts with the check-in of the guest in the hotel. Rossington Hall provides luxury services to the guests and has different categories of facilitates (Rossington hall, 2024). The skills of organising help to manage the information and the needs of the guests in s more efficient method and to provide them the quality services of housekeeping and food. The issues regarding the room and food are common and it can hamper the brand image of the organisation in the hospitality sector. The organising skills keep the processor the management better and to make a quick solution to the problem. Dealing with customers can be influenced in a more
positive way by the development of management and organisational skills.

	
Key Skill 4 – Problem Solving Skills

	The service quality of a hotel is the backbone of attracting guests to the premises. The failure in the quality of the services hampers the satisfaction of the guests in the hotel and may create a conflict atmosphere. The skills of problem-solving play the most vital role in tackling the tough situations in hotels and to clear the issues. Emotional intelligence is one of the crucial factors in the problem-solving skills (Jordan and Troth, 2021). It helps the front office staff to understand the key areas that raise the dissatisfaction in the minds of the guests. The issues related to the quality of the food and poor service in rooms are common for different hotels. Rossington Hall is known for its premium range of services and issues regarding the rooms hampers the image of the organisation in the public sector. The skills of the front office staff and the managers will help to solve the issues. The steps of problem-solving skills start with listening to the problems of the guest (Ruck and Men, 2021). The adequate solutions need to be prepared and to execute it properly to remove the issues. The job
satisfaction of the customers in the hotel highly depends on the problem-solving skills



	of the hotel staff. The arena of keeping the unity and facing the challenges is required to keep the management strong. Customer satisfaction has been the top priority of the
organisation and solutions of the problem will help to keep the satisfaction rate high.
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