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Introduction
This report will provide a detailed and thoughtful analysis of my placement experience within the housekeeping department. I have taken charge from my experience of being in housekeeping department because through all the events that challenged me, I learned new and better skills, perspective, and role understanding. The purpose of this reflection journal is to apply the Gibbs' model for my placement experience in the hotel. Reflection is an ongoing process, not a one-time event. Hotel housekeepers clean, organize and maintain guest rooms and other public areas of a hotel (Li et al., 2020).
Description 
I started my journey in the housekeeping department simultaneously as feeling the mixed emotions of excitement and anxiety. The first few days of the job involved orienting myself with the crew, getting an overview of the methods, and finally grasping what we are going to do. I can recall vividly the turmoil of emotions I felt, as I was being ushered into my first rounds of general chores and tasks, where I felt a mixture of uncertainty and determination (Paripih and Subchi, 2022). I was happy that I got my first experience in the housekeeping department. As a housekeeping intern, I helped with laundry, refilled amenities, cleaned guest rooms, and observed more seasoned employees. My duties encompassed following stringent cleaning procedures, guaranteeing guest contentment, and collaborating effectively in a group setting. My duties involved cleaning and tidying up rooms, hallways, elevators, lobbies, common areas, fitness and business centers, and restaurants (Das et al., 2021).
Feelings
I was initially intimidated by the amount of labor and the strange processes. The first problems were figuring out different cleaning methods, adjusting to new room configurations, and efficiently managing time. On the other hand, encouraging team members were always ready to provide advice and support, which gave me more self-assurance and a feeling of community. A sense of pleasure and success cemented my drive as I completed chores and got favorable comments from guests. I was initially intimidated by the amount of labor and the strange processes (Faris, 2020). The first problems were figuring out different cleaning methods, adjusting to new room configurations, and efficiently managing time. On the other hand, encouraging team members were always ready to provide advice and support, which gave me more self-assurance and a feeling of community. A sense of pleasure and success cemented my drive as I completed chores and got favorable comments from guests (Samosir, 2022).


Analysis
My competence with cleaning duties was aided by easily accessible checklists and well-defined training regimens. The team's open communication encouraged knowledge exchange and issue solutions. My previous academic assignments had sharpened my time management abilities, which translated effectively to prioritizing activities under time limits. But I was reluctant to bring up maintenance difficulties because I falsely believed that doing so would make me appear unsupportive. As the hotel's placement in the hotel and working with the head housekeeper, he was in charge of all housekeeping tasks. Additionally, he delegates some tasks to me in order to perform some duties such as room attendants and verify that their work complies with established cleaning guidelines (Sachdevm 2017). 
Evaluation
I was able to effectively clean a variety of room types while paying close attention to detail and following hygienic guidelines. Supervisors' feedback emphasized my meticulousness and effective time management. I received praise for both my amiable disposition and my readiness to help out colleagues. Prioritizing work at busy times and properly expressing cleaning problems that needed maintenance care were difficult, too. There was lack of lack of training, unclear communication from supervisors, or personal limitations in certain areas of my work. Therefore, I need to work on my weaknesses in regard to the skills (Febdilan, 2022; Sahai, 2021). 
Conclusion 
I was both pleased and challenged by this situation. I improved my cooperation skills, acquired useful cleaning knowledge, and obtained a better comprehension of the working dynamics of the hotel sector. Understanding that I need to work on improving my communication anxiety on a personal level enables me to make specific plans for our future business dealings. This experience will help me to influence my future career choices or academic pursuits.
Action plan
I recognized my weakness into a strength so that I may confidently contribute to future professional initiatives with the help of hard work and ongoing study. Hence, I will take online training in regard to learn new tips and tricks in regard to the hospitality industry. With this, I will read and watch online videos and podcast in regard to the hotel industry to gain more knowledge. Online courses, workshops, or mentorship opportunities to support my development plan for the future. 
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	Trip Advisor Review Response 150 words +/-10%

	Dear guest, 

We are happy to see your positive review! Knowing that you had such a great time at our hotel makes us very happy. We truly value the time you invested in providing us with such encouraging remarks. We are extremely happy to hear that you valued Anthony's kind greeting, the excellent value of your upgraded accommodation, and the breath-taking panoramic views. Your lovely remarks reaffirm that we're accomplishing our objectives of offering first-rate service and cozy lodging.
We are really happy to hear that you thought the cuisine in the bar area was satisfying and that the cooked-to-order breakfast was a great addition. Your positive comments confirm our belief in providing scrumptious and customized dining experiences.
We are sincerely grateful for your continued patronage and hope to see you again soon. If there is anything we can do to help, please don't hesitate to get in touch. Once again, we appreciate your choice of our hotel and the great review you left.
Sincerely, 
Mercure Liverpool Atlantic Tower Hotel Team










	Screen shot of referenced Trip Advisor review used: (Trip advisor, 2024)
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	Letter of complaint response 500 words +/- 1-%

	Mrs Joanna Blake,
558 Longford Road,
Swansea
SA1 2AR

Subject: Response to Your Complaint
Dear Mrs. Blake

I hope you are doing well as I write this. I would first want to take this opportunity to sincerely apologize for the unpleasant experience you had whilst staying in room 330 at our hotel. We value your opinions much and promise to give your issues our full attention. As the hotel staff, we appreciate that you were being honest with us with the services the hotel provided. Hence, we as a hotel regret to not able to provide the services during your visit in the hotel and we apologise for the lack of high-quality experience with our services. 

We value your concerns and thank you for bringing them to our attention. We consider every visitor comment carefully. Permit me to go into further depth on each of your points. That your accommodation did not live up to our expectations in terms of cleanliness breaks our hearts. We hold our cleaning personnel to a high level and have strong processes in place regarding hygiene. We'll look into this issue in great detail and act right away to make sure something similar doesn't happen again. We acknowledge that many visitors depend on dependable and quick Wi-Fi, and we are sorry if the service was not quick to resolve this issue. Hence, the Wi-Fi infrastructure in the hotel is presently being upgraded, it can be an issue due to the work ongoing with it and to reduce any more annoyances, we will move quickly through this process. I again apologise due to noise that caused annoyance. Hence, we will ensure and guarantee that there is as little noise disturbance as possible, we will discuss this problem with our employees and enact stronger guidelines. We think every visitor should receive great service, and your experience does not demonstrate our dedication to making sure every guest is satisfied.
I am quite concerned to hear that you felt our employees were useless and unresponsive. Our hospitality concept is based on providing exceptional customer service, and I apologize if we did not live up to your expectations in this area. We have emphasized the need of proactive communication, attention, and responsiveness to guest demands throughout refresher training sessions for our team members. You may be sure that we're totally devoted to providing each and every one of our visitors with the best possible service. I would like to extend to you a complimentary stay as a token of our gratitude, during which we will make sure that everything about your stay exceeds your expectations. Therefore, we will provide you with the best services the hotel employees can perform. 

Once again, we appreciate you bringing these issues to our notice. We value your opinions greatly and will use them to further develop and optimize the hotel visitor experience. Do not hesitate to get in touch with me personally if you have any more queries or worries.

Sincerely, 
Hotel staff





Component Three:
Contribution to Overall Module Assessment: 50% (1000 words  +/- 10%)
Writing in essay format 

	
Introduction 

The hotel sector depends on giving customers exceptional service and making their stays unforgettable. Positive visitor encounters need customer service to establish rapport, actively listen, surpass expectations, resolve conflicts diplomatically, and go above and beyond. Throughout the day, hospitality workers play a variety of duties, such as interacting with vendors, welcoming clients, and working in the office. In order to guarantee client happiness, hospitality personnel must be able to recognize issues that guests are experiencing, devise a strategy to address them, and follow up with them (Huang et al., 2021).


Key Skill 1 – Customer Service Skills  


	
Excellent customer service is the foundation of the hotel sector. Due to its rapid growth, the hospitality sector is prone to difficulties including shifting guest expectations, supply chain disruptions, and unforeseen incidents. Customer service abilities and hospitality go hand in hand. Three key components of excellent customer service are problem-solving skills, a people-first mentality, and ethical behavior, whether it be personal or professional. Hospitality companies have the power to transform routine travel experiences into remarkable ones by offering individualized, kind, and courteous service (Ali et al., 2021). Among Premier Inn's customer service competencies are handling grievance, offering assistance to customers, notifying visitors through phone, email, or text, teaching staff about the requirements of guests, using improved customer service abilities, making sure visitors have the assistance they need to have a simple, enjoyable, and memorable stay. Being passionate about hospitality and genuinely enjoying serving others, along with constant learning and development, are essential in this dynamic industry. By honing these skills and going above and beyond, you can contribute to a positive and memorable guest experience, setting your hotel apart from the competition. The ability to maintain a positive and outgoing attitude despite surroundings is an in-demand skill for hospitality jobs (Olimovich et al., 2020).


	
Key Skill 2 – Communication Skills 


	
In the hospitality sector, excellent communication is crucial for fostering strong relationships, resolving difficulties, and ensuring a seamless operation while communicating with visitors, coworkers, or vendors. In order to show that you're actively involved, ask clarifying questions, summarize important points, and pay attention to what coworkers and visitors are saying both orally and nonverbally. Front desk staff members comprehend visitor needs, clarify rules, and offer useful information by actively listening to them and communicating clearly. The greatest approach to improve your communication abilities in practical situations is through on-the-job training and experience (Weber et al., 2020). Workshops on interpersonal skills and training programs on particular topics, such as assertiveness or active listening, improve communication abilities. Effective communication is crucial in the hospitality sector. They may be applied in a variety of circumstances and aid in fostering a good experience for visitors and clients. Effective communication is essential for hospitality management because it makes it possible to provide exceptional service, foster trust, and settle conflicts with clients, employees, and vendors. Emotional intelligence, tone, body language, eye contact, and word choice all play a part in effective communication. Building strong client connections, creating a positive experience, and offering consumers excellent service all depend on effective communication (Léonard, 2021).


	
Key Skill 3 – Organisational Skills 


	
Since the hospitality sector requires employees to multitask and respond to demands, organizational abilities are crucial. Throughout the day, hospitality workers assume a variety of duties, including interacting with vendors, working in the office, and welcoming guests. Building good connections with stakeholders, consumers, and staff is a must for managers. This entails showing people respect, empathy, and awareness of their needs and desires. The ability to operate effectively under time constraints is crucial for every position in the hospitality industry. To succeed in a hotel restaurant, one must possess great organizational abilities for tasks like coordinating guest bookings and cleaning the kitchen. Hence, prioritizing tasks, scheduling tasks, adhering to protocols, and meeting deadlines are examples of organizational abilities (Fraiser, 2020). These consist of organizing abilities, task delegation, and project planning. In the hospitality industry, where you may interact with individuals from many groups and nations, organizational abilities are essential. The management of Marriott Hotels & Resorts employs a number of well-liked strategies, including staff special assignments, cross-training, and work enrichment. Prioritizing tasks, scheduling tasks, adhering to protocols, and meeting deadlines are examples of organizational abilities. Furthermore, this skill helps the Moxy hotel employees to handle customer effectively (Ghani et al., 2022). 

	
Key Skill 4 – Problem Solving Skills 


	In the hospitality sector, where unforeseen circumstances often emerge and finding prompt and efficient solutions is crucial to client pleasure, problem-solving abilities are vital. To manage the guest's expectations, the receptionist must locate other lodging, haggle over prices, and interact with them successfully (Ann and Blum, 2022). Hotel employees must take immediate action to guarantee the security and well-being of guests, offer substitute illumination and communication, and collaborate with the appropriate authorities to effectively address the problem. To properly handle the issue, staff must put guests' safety first, modify protocols, and communicate clearly with both visitors and authorities. As a result, proactively addressing obstacles is a key component of demonstrating problem-solving abilities in the hospitality management field. The ability to solve problems is essential for efficient hotel management. It makes it possible to resolve issues, raise customer happiness, and boost overall operations. In order to prevent such problems in the future, the hotel must determine the underlying reason of the guest's complaint, openly address their concerns, extend heartfelt apologies and solutions, and put improvements into place. The waiter must respond to the complaint politely, provide remedies like as an upgraded dish or a discount, and, if required, take the matter to the management (Kalyar et al., 2021; Kalra et al., 2020).
	

Conclusion 

In regard to conclusion, mainly, it is said skills are needed. Therefore, the skills such as customer service, communication, organisational and problem-solving skills are important. In order to handle and deal with customers, these skills are needed by the hotel industry. It also helps in hotel management. Mainly, these key skills that are required to work within the hotel’s front office operation. Furthermore, each skill has its own importance in the hospitality industry and the job placement in the respective hotels. In order to succeed in this field, employees are required to have basic skills. 
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Great hotel in Liverpool you will not be disappointed

Excellent hotel, warm welcome at the reception from Anthony. Great with
surrounding areas to sightsee , taxis etc . The room was excellent value for the
price. Superior room with panoramic views of the Liver building church and river
Mersey. Room was light airy spotlessly clean and very comfy king-size bed . Food
in the bar area was very good too . Hearty cooked breakfast the next day
cooked to order nice touch. We were attending a function In the town centre so
we will be back to this hotel for the next event. Allin all cannot fault this hotel @
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