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	Gibbs’s reflective cycle was proposed by Graham Gibbs in 1988 to provide a frame of what is the experience of an individual from learning. Graham Gibbs differentiates this self-reflective journal into six stages such as description, feeling, evaluation, analysis, conclusion, and action plan (Williams et al., 2020). 
Description
Placement days are most important for students, which will introduce them to a new phase of life. During this period, I enlisted my name for the housekeeping department and worked in the front office area. I have completed my internship at the Portsmouth Marriott Hotel, also I have been placed in this hotel in the front office department. The Portsmouth Marriott Hotel is one of the renowned hotels in the United Kingdom, a huge number of customers visit this hotel every day, and as a front office employee, I have to greet everyone and guide them so that they can enjoy their experiences. I have to communicate with them and also greet them properly. I have to take all phone calls and other compliments from clients to help them in those situations. Also, I have to maintain the schedule for any kind of business meeting and ensure proper safety and sanity for the respected places. 
Feelings
The front office job for a renowned hotel like the Portsmouth Marriott Hotel is very stressful and I am trying to be aware always to complete my work seamlessly. During my placement, I was worried about the interview and group discussion. I was worried about my communication, critical analysis and customer-handling skills. Communication and customer handling skills have a major impact on this post. During the interview, I was good at communication skills but I have to work on my customer handling and critical analysis skills. Also, I should work on my communication skills to make it better so that I can handle my customers at the front desk. During my internship, I faced some issues with those problems, due to a lack of communication I had to face major problems initial days. This fast-paced environment needs a problem-solving, multitasking individual with good communication skills, I have to work on those skills to cope (Pieper et al., 2021). 
Evaluation
My experiences at the front office desk as an intern have both aspects good and bad. The Portsmouth Marriott Hotel is a very popular and renowned hotel, its main motto is to serve its customers so that they can feel comfortable in this hotel. Customers handling and communicating with them are very encouraging and interesting for me, on the other hand receiving phone calls about customers’ complaints is a bad experience for me and it is also stressful as an employee of the organisation. I have to reach their expectation so that they can feel comfortable abound this hotel and our customer acquisition will be maintained. My experiences during client handling and business meetings are not good due to my lack of team management skills. Team management skills have a huge role in this job, I have to manage a team and assign work when any kind of business meeting is held at the hotel (Klenert, 2021). 
Analyse
My placement experiences and internship experiences have a major impact on my current job, it helps me to develop my interaction skills with my guests and guide them accordingly. Also, it helps me to communicate with my co-workers and establish a good relationship with them, it helps me to manage a team and work seamlessly. Most of the guests gave positive reviews about my communication skills, though I think I should work on these skills so that I can manage my team while any big gathering such as a dinner party or business meeting takes place in the hotel. Front desk employees should ensure a friendly and welcoming atmosphere for their guests. 
Conclusion
During my placement and my internship, I have learnt some academic skills, which are required for this job role such as communication skills, and team management skills. Also, I have experienced how to make instant decisions in some situations, which enhances my problem-solving abilities. Also, I set a schedule to complete to enhance my employability skills more, to communicate with the guests of the hotel and guide them properly. I have made an action plan to enhance those skills (Neeson and Billington 2022).
Action Plan
I have scheduled an action plan to rectify and enhance my employability skills, I have to work on my communication, team management and problem-solving skills. My communication skills will enhance when I participate more in public speaking and group discussion. On the other hand, I should work on my team management skills by understanding their problems and requirements. 
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	Trip Advisor Review Response 

	
Thank you, Mr Robert for choosing our hotel for your stay, we are very thankful towards you because you liked our services and our environment. We will consider your feedback, I will also suggest you visit us again and experience our newly launched sectors, we will be thankful to you if you suggest our hotel to your friends and family members. I am attaching a gift coupon code so that the next time when you choose our hotel to stay you and your family will enjoy the free meals. This coupon code validation is available till December 2024. This coupon code is only applicable to this name and email address. I will suggest that the next time you visit our property you enjoy our pool environment and the newly launched gaming zone. Thank you once again for choosing us as your staying partner. Thank you. Have a great day.







	Screen shot of referenced Trip Advisor review used:
[image: ]
(Tripadvisor, 2023)

	

	

	

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

	
Portsmouth Marriott Hotel 
Southampton Rd, Cosham, 
Portsmouth PO6 4SH, UK
Dear, Joanna Blake
I am writing this letter to express my apology for the experiences of yours. Firstly, I want to thank you for choosing our property as your staying partner and also, I am sorry for the inconvenience. This is completely our responsibility that we are unable to reach your expectations and fail to provide the services you are expecting. 
I am very sorry for the cleanliness issues; these are the rudimentary requirements for a customer to experience a clean environment and have a hygienic experience. We will focus more on room cleanliness, and we ensure that the room will be cleaned every day, and we will appoint room services twice a day. Also, we will ensure that the bedsheet and the pillow cover will change every day and wash it with proper care. We will appoint bathroom cleaning staff twice a day to secure a clean and hygienic bathroom. We are focusing on cleaning and colouring the floors and the walls to provide a new delightful experience (Andrews, 2022). 
I am sorry for the Wifi connectivity issue, the next time I will ensure that you do not have to face this kind of problem while staying in this hotel. We will install a 100mbps router for every floor so that our customers can enjoy their stay and take advantage of unlimited network connection. I am sorry for the disruption while you are working, I completely understand that you have faced a lot of trouble due to this connectivity issue, I am giving you my word that next time you will not have to face this kind of fuss while staying here. We will install high-speed connectivity to reduce this kind of problem and our customers can complete their work (Chejnova, 2021). 
Again, I am sorry for the loud conversation problem from the neighbours’ room which affected your rest time. I will make sure that we introduce a guideline for all customers that any kind of loud noise and conversation is prohibited in the hotel room after 10 p.m. We are also trying to install soundproof curtains and windows so that it can reduce the maximum amount of noise, and customers can enjoy their stay. We have already installed acoustic panels to mitigate unwanted noise. Next time you do not have to face this kind of problem further (Lewis, 2022). 
My team is responsible for the unresponsive and non-supportive behaviour, we will ensure that the next time, we will try to be more supportive and also try to respond every time. We will provide our 24/7 helpline number to all the customers so that they can contact us whenever they find any problem. 
 We are very sorry for all the inconvenience you have to face in our hotel. We will assure you of the best of our services in the future.
With apologies
Yours Sincerely
Marian Simion
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Component Three:
Contribution to Overall Module Assessment: 50% 
Introduction
Hotel front office operation is one of the most important jobs in the hospitality sector where an employee serves their customer by providing room reservations, guest services, front office communication and so on. This employee needs some specific employability skills to help and greet their customers. This portfolio will discuss topics such as customer service skills, communication skills, organisational skills, and problem-solving skills. Through these skills, employees serve their customers with technical support, good communication, team management and time management skills. This portfolio will discuss that sector elaborately. Those skills help an individual to solve any kind of problem and reach customers' expectations.
	Key Skill 1 – Customer Service Skills  

	
Customer service skills are mainly those skills which help an individual provide services to acquire more customers for their business. Those skills help to ensure the satisfaction level of a customer by helping with all the problems (Olimovich et al., 2020). Customer service skills include empathy, efficiency, adaptability, relationship building, tech proficiency, digital literacy and so on. Customer service skills help an organisation boost its business and enhance its brand reputation. Also, customer service skills help the organisation to increase their satisfied customers. Empathy is one of the most important key components of customer service skills. A customer service employee should be emotionally intelligent to deal with the emotional problems of customers. Efficiency is another characteristic of an individual who is associated with customer service. It helps employees to be quicker and more multifaceted while working, it helps to reduce the company cost and ultimately the product cost will reduce accordingly. Relationship building is another key aspect of customer service skills, relation building ability has a major impact on customer acquisition and also, helps a person who is working in the front office desk. It helps to understand their problems and find solutions accordingly. Digital literacy and tech proficiency have a huge role in customer service skills.

	Key Skill 2 – Communication Skills 

	Communication skills are most important in the employability environment, for an individual who works in the front office area communication skills must be very good and unique. They have to attract their customers and greet them to improve customers experience. Communication skills involve active listening, speaking and observing any facts. Active listening helps an individual understand the problems in their workplace. A front desk worker has to greet all the customers and greet them at the hotel (Essential Corgel, 2011). A front desk employee needs good communication skills to guide their customers for the services they want. It helps to improve the productivity of the hotel, also helps to reduce internal conflicts and mitigates misunderstandings among other employees. Communication skills help to motivate other employees and also help them to manage a team. Ultimately it helps to improve the brand image of the entity. In the hospitality sector, communication skills help an employee to understand customers' needs and requirements, and also, they can help them with any kind of doubt and issues. Communication skills are very important for a person who is willing to work as a front desk officer (Bardi, 2011). 

	Key Skill 3 – Organisational Skills 

	Organisational skills are also important for any employee, especially those who work in the hospitality sector. Time management, team management, critical thinking, problem-solving ability, decision making and so on. Time management skills are very essential for an individual, they help an individual to complete their work before timing and they also help the front office worker to complete his client's requirements on time such as hall booking, cleaning services, and food delivery. Employee should deliver their service on time to gain customers’ trust and enhance their satisfaction level (Marneros et al., 2021). Team management skills are also another important organisational skill which helps an individual manage a team and bring proficiency in teamwork. In the hospitality sector team management skills are very essential for completing any event or business meeting. As a front desk worker, an individual should have critical thinking skills to tackle any problems of the customers and their problem-solving ability will help them to find instant solutions so that the customers' expectations can be fulfilled. Problem-solving ability helps them to reduce internal conflicts and mitigate external problems. Organisational skills also, help the employee in decision-making, employees can make instant decisions when required. As a front desk worker, those skills are very essential (Essential Tesone, 2010).

	Key Skill 4 – Problem-Solving Skills 

	Problem-solving is the ability of an individual, which helps them in the workplace to make instant decisions for their office work. There are mainly seven main skills which define problem-solving skills such as analysis, communication, emotional intelligence, resilience, creativity, adaptability and teamwork (Marneros et al., 2021). Analysis is an important factor in problem-solving ability, it helps individuals to understand the problem and helps them to find the solution. This analysis helps to find the active and inactive solutions for any kind of problem. Communication is also a part of problem-solving skills, a front desk worker should have good communication skills so that he/she can communicate with the customers to understand their problems and solve them accordingly. Emotional intelligence helps to make decisions for the customers, they have to take care of customers’ emotions and beliefs. Also, with the help of this ability, an individual can make a decision in calm and a systematic way (Essential Tewan, 2009). Problem-solving skills enhance the creativity of an individual, through these skills, an individual can introduce new segments and techniques to enhance the productivity of the entity. Adaptability helps to cope with every situation and problem in the workplace, in the hospitality management sector, adaptability is very essential. 
Conclusion
Front desk workers should have employability skills to complete their work seamlessly such as customer service skills, communication skills, organisational skills and problem-solving skills. This portfolio has discussed these topics. This portfolio also has discussed how these skills are important as a front desk worker in the hospitality sector. Customer service skills help an individual to provide service to the customers so that they can satisfy their customers. Where communication skills help to guide their customers and help them to reduce any doubt regarding their stay. Organisational skills help to complete their work seamlessly and acquire more customer for their organisation.
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Welcoming hotel and friendly staff
From the moment we arrived until our departure, every aspect of our stay was
delightful. The ambiance of the hotel is welcoming and elegant, striking a
perfect balance between luxury and comfort. What stood out the most, however,
was the exceptional service provided by the staff. Every member of the team was
genuinely friendly and helpful. They went above and beyond to ensure our stay

was comfortable. Five stars.
Read more v

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




