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During my 10-week Level 6 placement, I worked at the IBIS Red – Barking, a mid-range hotel offering contemporary accommodations and essential services tailored for both business and leisure travellers. The placement was allocated by my university, which aimed to provide practical exposure and academic integration. I divided my time between two critical Guest Service departments: the Kitchen and the Front Desk (Reception). While both departments were enlightening, I have chosen to place the Front Desk – Reception Department as the primary subject of this reflective learning log due to the intensive customer contact and essential operational responsibilities encountered there.
The reception in IBIS Red – Barking is responsible for checking in and checking out guests, processing reservations, handling inquiries and complaints, and coordinating with other departments for the delivery of flawless services. It is, in a way, the face of the hotel and plays a vital role in shaping the guest experience.
· I had three primary learning objectives before starting the placement:
· To understand the dynamics of guest interaction and further develop my problem-solving and communication abilities.
· To observe and analyse leadership styles in an actual hotel environment and understand efficient delegation and teamwork.
· To critically evaluate service gaps and suggest actionable improvements in accordance with guest satisfaction and operational efficiency.
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In order to structure my reflection, I have chosen Gibbs' Reflective Cycle (1988), a widely applied model consisting of six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan.
Description:
My front desk responsibilities involved greeting visitors, checking guests in and out using the Opera PMS system, handling reservations, answering inquiries, and resolving minor issues or escalating them where necessary. I also liaised with the housekeeping and kitchen teams on a daily basis to coordinate guest services.
Feelings:
I was initially overwhelmed by the high-speed environment and my own lack of experience in direct customer service. But as time passed, I became more confident as I learned procedures, got feedback, and increasingly took on responsibility on my own.
Evaluation:
The placement allowed me to observe the relevance of essential managerial skills such as leadership, communication, delegation, and teamwork in the provision of flawless guest service. For example, supervisors at IBIS Red exhibited a predominantly democratic leadership style, where open communication and shared problem-solving were encouraged. This was essential at busy periods when there was a lot of pressure (ASET, 2013).
Analysis:
A noteworthy episode in which leadership and teamwork were evident was when there was a system breakdown that affected booking confirmations. The Front Office Supervisor delegated duties in a calm manner, ensuring that part of the team manually checked previous records while others handled guests face-to-face. There were minimal complaints in the way the issue was handled, which was indicative of effective crisis management and leadership (Bardi, 2010). For example, in my own practice, I identified strengths in interpersonal communication and initiative. I was able to connect with the guests and address their problems in an empathetic manner. However, my weaknesses included low confidence in dealing with aggressive complaints and occasional hesitation in decision-making.
Conclusion:
I achieved general personal and professional growth. I better understood how real-life hospitality operations apply to theoretical models.
Action Plan:
As a means of addressing my weaknesses, I have developed the following plan:
Short term: Pursue a short course in Conflict Resolution and Customer Relationship Management.
Medium term: Engage in role-play training sessions to rehearse challenging guest scenarios.
Long term: Pursue a supervisory role within a customer service setting to gain confidence in leading teams (Williams, Spiro and Woolliams, 2020).







[bookmark: _Toc200094559]Section 2: Management Performance and Guest Service Analysis
Management Styles:
I had studied various leadership styles, including autocratic, democratic, laissez-faire, and transformational leadership, from the module Management & Organisational Behaviour (Level 5). The Reception Supervisor at IBIS Red adopted the democratic leadership style, in which the staff was encouraged to contribute ideas, get involved in decision-making, and take ownership of tasks (Wood, 2013). This style of leadership enhanced staff motivation and operational efficiency significantly, especially during high check-in periods. Staff felt involved and empowered, which translated to improved service delivery and guest satisfaction.
Health and Safety Compliance:
Guest-contact departments like reception must comply with statutory and industry-specific health and safety legislation. The reception staff maintained accurate records, ensured safety for personal data under GDPR, and complied with fire safety legislation in line with UK hospitality standards. I participated in a fire evacuation drill and observed prominent signage for emergency exits. The staff were trained in basic first aid as well, which is best practice (Casado, 2012).
From the last modules that I have learned, I understood how important the Health and Safety at Work Act 1974 and Manual Handling Operations Regulations 1992 were (Haag, 2013). These legislations were being followed in the hotel, where risk assessments and safety training were being conducted regularly.
Culture and Teamwork:
Drawing on the Personnel Resourcing and Development module (Level 5), I returned to employee engagement and organisational culture theory. IBIS Red was a multi-cultural and inclusive working environment. The team consisted of members from a variety of backgrounds, and cultural awareness was a consideration in communications. Morning briefings, conducted in English, were inclusive but were inclined to be translated to cater to any language shortfalls (Mohsin and Lengler, 2014).
I also noted that a strong organisational culture enhanced team spirit and quality of service. Cultural sensitivity, respect for one another, and empathy were key values embraced across departments. This aligns with Hofstede's cultural dimensions, power distance, and individualism.
Marketing and Guest Experience:
I learned about guest satisfaction and service recovery through the Hospitality & Guest Services module (Level 4). In IBIS Red, the reception area played a crucial role in managing first impressions and matching or surpassing guest expectations.
One of the marketing efforts that proved to be successful was the hotel's focus on personalisation. Loyalty members, for example, received a welcome card and complimentary drink voucher upon check-in (Kenyon, Robinson and Musgrave, 2020). These acts, though simple as they were, went a long way in terms of guest loyalty and positive online reviews.
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A recurring issue I observed was slow check-ins during peak times, brought about by a housekeeping renovation backlog and front desk understaffing.
Justification:
Service delays are among the most important determinants of customer dissatisfaction for hotels. Quick check-ins are a significant part of first impressions and overall stay (Northrop, 2020). From a resource planning perspective, undermanned peak times demonstrate a deficiency of precision in forecasting that can decrease service quality and increase guest complaints.
Improvement Plan:
Operational Change: Add Real-Time Room Readiness Updates - Equip housekeeping staff with mobile devices to update room status in real-time through the hotel's Property Management System (PMS). This will enable reception staff to assign rooms efficiently.
Fitting to Industry Best Practice – Cross-Training Front Desk Staff: Cross-train selected kitchen or back-office staff members to support reception during peak periods. Cross-training promotes flexibility and reduces service bottlenecks. It also fits lean management principles and resource optimisation (Raghubalan and Raghubalan, 2009).
Expected Impact: The project is expected to reduce waiting time by 25%, increase guest satisfaction scores, and lower the volume of complaints associated with delayed check-in. Employee morale will also improve as operational pressures become better distributed (Vallen and Vallen, 2014).
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My internship at IBIS Red – Barking provided hands-on experience in guest service operations from working at the Front Desk, where I dealt with diverse guests, resolved real issues, and observed leadership practices first-hand. With the help of module theories such as Management & Organisational Behaviour, Personnel Resourcing, and Hospitality & Guest Services, I was able to understand the dynamics of the hospitality environment better and adjust accordingly. I was successful in fulfilling my learning objectives: enhancing my communication and problem-solving skills by dealing directly with the guests, learning about leadership styles and their impact on team effectiveness and motivation, and critically evaluating a significant operational issue to design a realistic action plan.
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