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The Gibbs reflective model was developed by Graham Gibbs in 1988 and helps to share one individual`s personal experience elaborately (Pieper et al.2021). The Gibbs model is slightly to Kolb`s as he was heavily influenced by him and added more components to the reflective model. In Gibbs’s reflective model, there are six components and those are: description, feeling, evaluation, analysis, conclusion, lastly action plan (Ezezika and Jonston, 2023). With the help of Gibbs `s reflective cycle, I am going to share my experiences while begin part of the industry.
 In Gibbs`s reflective model description in the first component helps to understand the different dimension of my experience. I used to work at the Leonardo Cardiff Hotel. As a ground staff, I have experience working there for 6 months. I have learned many positive and negative things and most importantly I learned about some important hotel management skills. Runing the hospitality industry is a tough job as it filed with multiple components and one of the prime jobs is to satisfy the customers (Bardi,2011). The foundation of the hotel industry is to provide support and service to customers and allow them to have a great experience (Kim and Kim ,2022). The experience that I learned about handling customers, real-time decision-making, focus on the strategy development, and gaining excellent in customers’ service.
 The second component of Gibbs`s reflective cycle is feeling which reflects what I felt while being a part of the organization. While working as a ground staff positive things that I learned allowed me to make myself eligible to be a good employee and my communication and problem-solving skills have improved. On the other hand, some negative incidents also took place, and that made me unmotivated. I face some negative issues that make me question my eligibility. On the other hand, good work allows me to gain praise that supports and motivates me. Moreover, I can say that my overall experience was quite satisfying as it helped me to learn multiple skills and competencies.
 The third stage of Gibbs`s reflect model is examine both the positive and negative aspects of the learning. Begin a part of the Hotel industry it is necessary to understand the underlying requirements and the demands of the customers. If the customers such as providing high-level services, communication with the customers effectively showcasing interpersonal skills to develop a better image. As already mentioned earlier, the foundation of the hotel industry is based on providing services to customers. If the customers are not satisfied and if their demands are not met, then it would not be possible for a hospitality industry to work for longer times. In this regard, I need to mention that the experience that I have gained from both the positive and negative aspects, help me learn multiple dimensions. At work I must be ready to tackle any sort of situation. To do this, I need to gain the necessary skills and competencies. While tackling issues I understood that there are some areas where I need gain more skills.
In the analysis segment I aim to examine my necessary skills and competencies so that I can focus more on skills development. The most common skills that are requisite in the hospitality industry are communication skills, interpersonal skills, the ability to provide service to customers, organization skills, and problem-solving abilities (White,2020).
In the concluding statement I want to share that the knowledge and learning experience that I gain will positively allow me to provide all sorts of support for my growth and prosperity. 
In this competitive era, individuals like me must gain employability skills in music as much as possible (Fajaryati et al. 2020). Along with the employability skills, I also need to focus on gaining skills that support my interpersonal skills and increase my ability to cope with market competition.
The final component is an action plan where I need to take some action to cope with the areas where I lack. While working as a ground staff at Leonardo hotel Cardiff, I have gathered multiple experience. The action plan that I need to make for my better future. The first thing I will do is skills teste that help me to understand my existing skills and allow to examine that areas where I lack. My second action plan is to utilize resources that help me to successfully conquer my dream job.
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	Trip Advisor Review Response 150 words +/-10%

	
Thank You for your kind words about the hotel. I am extremely joyful and thrilled after your review. The entire service credit I would like to give to my management team and the entire staff who work hard to satisfy all your needs. For us, each customer is important, and we try to make people`s moments happy and memorable. You share your positive feedback in all aspects such as cleanliness, location, services, values rooms, and quality services. I believe our service can make you and wife anniversary memorabile. We are waiting your visit, and I can assure that you will feel the same or more improved service next time. You and your family`s positive feedback means a lot to us, and this feedback will certainly allow us to be motivate and successful in making future improvements.
We would love to welcome you back soon.
Thanks again.
























	




	Figure 1: Positive Review of the Lonardo Hotel Cardiff Formerly Jurys Inn
(Source: Tripadvisor,2023)
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	Letter of complaint response 500 words +/- 1-%

	
Dear Joanna,
           Hello, Miss Joanna Blake, I am writing this letter as a response to your complaint regarding our service while staying at our hotels. Firstly, I would like to thank you for addressing the issue and giving us valuable feedback. As a national hotel service, we always strive to making improvements to our service and try to satisfy each guest who chooses us for accommodation. I humbly accept. 
all the comments that you shared, and we would like to share some insights from our ends as well.
I hope you will be happy to know that we have implemented multiple aspects and focused on addressing the areas with issues. Making any changes requires time and I believe we will be able to meet all our requirements soon. I appreciate your courage to share the issues that you faced while staying with us. However, I still believe it will be great if you register your complaints immediately while you are staying. I would like to address all the points one by one that you raised your concern. Mam, I believe by the end of our conversation you will understand the issues and provide your support to make our service more improved. 
The first issue that you faced was mam regarding our cleanliness. From our end, we always try to keep all the rooms clean and tidy. We do not only provide these services to make our customers happy but also for their better health and safety. Along with the services, we also believe that none of our customers can face any health-related issues while staying with us. The second complaint that came from your end is about the slow Wi-Fi network and Staines on the floor and uncleared bathroom. However, I would like to point out that our check-in time is noon, but you requested that you come here after a long and tiring journey, and you need a room at the last hour. Your check-in time was 10 am and that was the only room that was left empty. I understand your tiredness makes you dizzy and disoriented, and I provide you with that room. The cleaners try their best to clean the room as fast possible. Mam, I believe addressing these issues while staying with us would allow us to take immediate action on the issues. A little cooperation will work for both of us to making improves to our existing service. I acknowledge your concerns and try my best from my end to resolve all those issues as easily as possible.
Regarding the slow Wi-Fi network, I would like to share my apologies and want to let you know Mam, at our hotel about 150 guests were there and we have different Wi-Fi settings for each floor. I was not aware of your issues. If you could have made a complaint against it, then we take a step to fix this problem. Regarding the issues that you face at night regarding loud conversation and noises, I am extremely apologetic about the bad experiences at night, and I was completely unaware of this. I will take account of it and work to eradication the issues. Regarding the noises coming from the neighbour, I would like to let you know mam, we have a bar outside and at night due to some of the customer's demands, they raise its sound. But mam, I will work on this so that none of our customers can experience such an incident. 
One thing I can do is to let them down their voices. Lastly, I want to share all these complaints you need to make while staying with us. I can assure you that I take note of all these issues and take action to make further improvements in the future. 
With much appreciation 
[bookmark: _1jd7tza060sh]Viorica lacatas, General Manager 
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Writing in essay format
	
Key Skill 1 – Customer Service Skills  


	Customers service is essential for retaining more consumers toward the hotel, boosting employee retention, and helping to reinforce company values and brand (Felix and Rembulan, 2023.) Consumer service refer to interacting with their consumers daily not only the transaction but also for understanding their issues from the company (Felix and Rembulan,2023) However, most of the hotels in the UK have faced poor customers service issues in this post-Brexit situation due the labour shortage (Baum et al. 2023).Apart from the that COVID and the high cost of living crisis also pose a negative impact on the hotel industry to meet the consumers demands by effective staff (Baum et al. 2023).On the contrary, it has been found that effective customers services skills among the employees are important for the company to deal with the customers to enhance its reputation and retain more consumers to increase the economic growth of the company in this competitive era. For instance, it has been exemplified by the hotel companies that have received adequate reviews due to their effective staff service toward three consumers (Baum et al. 2023). The company has a good reputation but still the company can be more attractive and popular by following the “Customer Satisfaction Theories”, which helps in retaining more consumers by satisfying their personal needs from the hotel .Therefore, it has been found that the hospitality industry has been faced lack of consumer service skills and labour shortage issues to the Brexit and COVD-19 and the high cost of living, in this regard UK companies need to focus on retaining more employees to retain a large number of consumers as well.

	Key Skill 2 – Customer Service Skills  


	
Communication skills play a crucial role in the hospitality industry to interact with the consumers and recognise the personal needs of the hotel (Bharwani and Jauhari 2017). An Effective communication skill enhances the relationship with employees and managers across the hospitality industry. Communication skills have been identified as one of the essential factors in modern business, in this regard professional knowledge is essential in the workplace. However, it has been found that professional skills have become insufficient to mitigate the business challenges in the business environment (Cuic Tankovic et al. 2023).
Communication skill is known as one of the core skills that support effective listening and harnessing achieving goals of an organisation (Mahajan et al. 2022). The hospitality and management industry are required to focus on undertaking and listening to the demands of the customers and their concerns (Tewan,2009). Along with communication skills, active listening is also a part of the communication. Therefore, can be seen that in the hospitality and management industry, it is necessary to harness developing communication skills by the employees and other organizational states for better functionality. Communication with the customers and the                                                                                                                                                                                                                                                                                                                                            employees makes them and allows them to share their honest feedback works to improve the relationship.


	
Key Skill 3 – Organisational Skills 


	
According to Tesone (2012), principles of management are the key concept for the hospitality management student to use management tools and techniques effectively to become a hospitality manager. The key concept of management also helps the students to boost their efficiency to manage the organisation and the consumer's satisfaction effectively and helps to become more organised. However, the hospitality industry is struggling to recruit more summer staff, which creates a serious struggle for the industry (Choong, 2024). It has been found that the UK hospitality industry has 132,000 vacancies due to the serious labour shortage issues in this post-pandemic era and the shortage is rising by 48% as compared to the pre-pandemic level (Choong, 2024). 
On the contrary, the hospitality industry tries to recruit and attract organised and efficient staff by offering competitive wages in this competitive era to cope with the high cost of living. For example, “Leonardo Hotel Cardiff” Provides fair wages, adequate working hours, and decent management, which boosts employee productivity and reduces the labour shortage issues in this post-pandemic and Brexit era. According to (Lin et al. 2023), Skilled and organised employees are required to have fair wages and benefits to grow more in this competitive era, which needs to be focused on by the hospitality industry in the UK. In this regard, the company can follow “Mashlow’s hierarchy of needs theory” to recognise the employee's demands and interpersonal needs to meet the employee's satisfaction. Employee satisfaction is important to boost the productivity and the overall performance of the organisation. Customer services can be better by the organised and skilled employees within the organisation and for this reason, the UK hotels need to focus on providing employee benefits like fair wages rewards, and competition to retain more employees improve employee engagement and get consumer satisfaction.


	KEY Skill 4- Problem -solving
Problem-solving skills are known as the ability to identify and resolve problems with rationality. Problem-solving nowadays is one of the most crucial skills that play a crucial role in the identification of issues, brainstorming, and making feasible decisions to refrain from the issues (McGunagle and Zizka, 2020). At any workplace, it is necessary to gain skills that support the identification of the issues so that the work can be done in a better way. There are multiple components of problem-solving skills, and the most common problem-solving skills are analysis, communication, emotional intelligence, creativity, resilience, adaptability, and teamwork (Poláková et al. 2023). 
As per Hammer, (2016), multiple issues can take place while solving any critical problem if the issues are not eligible enough. Individuals must be free from any sort of bias to make effective and unbiased decisions. Different people cherish different assumptions that generate distinctive dimensions. Regarding this context, Sugiarti et al. (2021), stated that it is necessary to take part in the decision-making process to gain competencies to become a champion in problem-solving abilities. Understanding the problem from various dimensions will allow us to eradicate the issues effectively. Working in an organisation requires to gain problem-solving skills that support their employability skills. As per Eppe et al. (2022), functional fixedness is a severe issue that many decision-makers suffer from. However, this issue is part of the problem-solving skills. Not everyone is well-equipped to identify the issues and suggest immediate solutions. A single problem can be visible from different dimensions. The issue of functional fixedness refers to observing any issues customarily. To gain more employability skills the leaders must examine the issues involved in an effective communication process and make decisions (Corgel, et al. 2011). For an example-Google CEO, Sundar Pichai has the best problem-solving abilities in recent times. He stays calm and positive and cherishes positive thinking (Ahmed et al. 2023). His tendency to make positive manifestations helps to resolve any organisational problems. According to Säfström and Lithner, (2020), Schoenfeld's theory of problem-solving states that different people experience different behaviours while resolving any issues. 
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Excellent stay and location

| hesitated between giving 4 or 5 and decided he deserved a 5. My reason for a
four would be that the hotel needs a bit of an update. But the 5 was deserved
because we received excellent service and had a great room and the hotel is
centrally located with parking. We arrived and found that our room had been
upgraded to a suite, which was great. We thanked the front desk staff and told
them it was our anniversary, so it was a welcome improvement. They then
proceeded to give us a drink voucher for the bar. Another pleasant surprise. The
room was great. Spacious and comfortable, and a bathroom with a bathtub,
something uncommon nowadays. The location was perfect for our needs and we
had no problem getting a parking space at the hotel. Breakfast was fantastic,
with a great variety to suit all dietary needs.

Areally great stay and we will definitely be back here on our next stay in Cardiff.

Read less a

Date of stay: November 2023

Type of trip: Travelling as a couple
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