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[bookmark: _Hlk167828293]Introduction:
Brief Overview of Hotel Administration Operation:
At IBIS Shipley, an Accor Hotel, the placement took place. A restaurant, bar, and recreational amenities, such as a fitness facility, are all part of the 78-room IBIS Hotel Shipley in Bradford (Visit Bradford, 2024). key departments ensure smooth operations and excellent guest services. The Front Office manages check-ins, the Back Office handles logistics, the Sales Office focuses on revenue, Human Resources oversees staff, Finance handles budgeting, and Revenue Management optimizes pricing. By working together, these departments can enhance the overall guest experience and foster customer loyalty (SIHOT, 2022).
Reflection Model Used:
For this reflection, Gibbs' Reflective Cycle is used, providing a structured approach with six stages (Gibbs, 1988). Systematic reflection on each stage enhances understanding of the shadowing experience, facilitates learning, and aids in developing personal and professional growth strategies.
Learning Objectives for the Placement:
This placement aims to understand hotel operations by rotating through departments to develop skills in guest relations, financial management, and human resources (Marriott Careers, 2024). It also focuses on duty manager roles, team management, and handling operational challenges, preparing for a career in hotel management (Hayes & Ninemeier, 2009).
Section 1: Reflection on Experience and Personal Development
Experience of Shadowing a Duty manager Position:
During the placement at IBIS Hotel, Shipley Bradford, shadowing duty manager involved observing the management of guest check-ins and check-outs, addressing complaints, and coordinating with other departments. Key responsibilities included overseeing front desk staff, handling reservations, and ensuring policy compliance. Challenges included maintaining guest satisfaction and managing unexpected issues, which required strong problem-solving skills and emotional resilience (Hayes & Ninemeier, 2009).
Contribution to Understanding Work-Based Skills and Technical Knowledge:
The shadowing experience at IBIS Hotel, Shipley Bradford, highlighted the significance of effective communication and interpersonal skills in hotel management. The duty manager employed empathetic communication to de-escalate tense situations and enhance guest satisfaction. This is consistent with research indicating that strong communication skills, both verbal and non-verbal, are essential for building rapport with guests and ensuring smooth operations in the hospitality industry (Les Roches, 2024).
Technical proficiency in hotel management software was also crucial for tasks such as booking management, billing, and report generation, ensuring administrative efficiency and accuracy. This underscores the importance of integrating technical skills with interpersonal communication to effectively handle the diverse responsibilities of front office operations (MDPI, 2023).
An example of managing guest expectations involved the duty manager resolving a booking conflict by upgrading a guest's room, demonstrating flexibility and customer-focused problem-solving. Such actions highlight the importance of adaptability and a proactive approach to guest service, which are critical for maintaining high levels of guest satisfaction (ERIC, 2024).
Impact of Personal and Vocational Development:
Previous industry experience provided a foundation that enriched the current placement. Customer service roles highlighted the nuances of guest interactions, emphasizing patience and attentiveness (McMahon and Quinn, 1995).
Hospitality management coursework contributed significantly to understanding hotel operations, bridging theoretical and practical aspects.
The placement fostered personal growth in teamwork through departmental collaboration and task management under supervision. It also enhanced problem-solving skills by resolving real-time issues, applying theoretical knowledge in practice (Chen and Shen, 2012).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Importance of Work-Based Skills and Technical Knowledge:
In hotel administration, effective communication, problem-solving, time management, and technical proficiency are essential. These skills ensure efficient operations and high guest satisfaction.
The shadowing experience highlighted the importance of these skills. The duty manager's communication and problem-solving abilities were crucial for resolving issues and managing overbookings. Proficiency in property management systems (PMS) was vital for accurate administrative tasks like managing bookings and generating reports (Hayes & Ninemeier, 2009).
Relevance to Administrative Tasks:
The relevance of key skills and technical knowledge in hotel administration was evident during the shadowing experience. Managing guest reservations required the duty manager to use the PMS for checking availability, updating bookings, and processing payments, demonstrating technical proficiency and attention to detail.
Handling guest complaints showcased the importance of communication skills. The duty manager's active listening, empathy, and effective solutions highlighted the need for strong interpersonal abilities. Time management skills were also crucial in balancing various administrative duties efficiently without compromising service standards (Brotherton, 2015).
These insights underscore that effective communication, problem-solving, technical proficiency, and time management are essential for successful hotel administration (Jones, 2018).
Section 3: Reflection on Organisational Issues
Identifying and Reflecting on a Specific Issue:
During the placement at IBIS Hotel, Shipley Bradford, an issue encountered was a communication breakdown between the Front Office and Housekeeping departments. This miscommunication often resulted in delays in room readiness, leading to guest dissatisfaction and increased waiting times during check-in. The breakdown primarily stemmed from inconsistent updates on room statuses and insufficient use of the hotel management system to relay real-time information.
The impact of this issue was significant. It affected the Front Office's ability to provide timely check-ins, leading to frustrated guests and increased workload for the front desk staff who had to manage the backlog. Moreover, it strained the relationship between the departments, as each blamed the other for the delays. This not only compromised guest service but also hindered overall operational efficiency (Walker, 2020).
Suggested Solutions and Theoretical Support:
To resolve communication issues, consider the following solutions:
Implement a digital task management system to enhance communication and track room statuses in real-time, ensuring all departments are aligned.
Conduct cross-training sessions to improve staff proficiency in the hotel management system, facilitating accurate and timely updates.
Use Tuckman's Stages of Group Development to foster team cohesion and enhance collaborative problem-solving (Tuckman, 1965).
Apply Vroom’s Expectancy Theory to motivate staff by linking performance to rewards, emphasizing the importance of effective communication (Vroom, 1964).
Implementing these solutions can improve communication, enhance departmental performance, and boost overall operational efficiency, leading to increased guest satisfaction (Brotherton, 2015).
Section 4: Future Action Plan
Developing an Action Plan:
Based on the placement experience at IBIS Hotel, Shipley Bradford, several areas for improvement are identified: enhancing work-based skills, improving inter-departmental communication, and developing better teamwork and task management strategies.

To enhance technical skills, advanced training in the hotel's management system is necessary, focusing on features that streamline operations and improve data accuracy. Pursuing certifications in hospitality management will provide deeper industry insights.
Improving communication and teamwork can be achieved through regular team-building activities and inter-departmental meetings, fostering collaboration and reducing miscommunication. Implementing a feedback mechanism for staff to voice concerns and suggest improvements will enhance overall communication.
For task management, using time management techniques like the Eisenhower Matrix and setting clear, achievable daily goals will help manage workloads efficiently and ensure timely task completion.
Alignment with Personal and Vocational Development Goals:
This action plan aligns with personal and vocational development goals by equipping the necessary skills and knowledge to excel in the hotel industry. Advanced training and certifications will bolster technical proficiency, making one an asset to any hotel operation.
Improving communication, teamwork, and task management skills directly contributes to professional growth, preparing for future duty manager or managerial roles. These competencies are critical for achieving career aspirations of becoming a hotel manager, where effective leadership and operational excellence are paramount.
Continuously developing these areas ensures readiness to meet the evolving demands of the hospitality industry and advance one's career successfully.
Conclusion:
Important realisations surfaced when considering the placement in the IBIS Hotel in Shipley, Bradford. By following a Front Office duty manager, one might learn about the day-to-day struggles of hotel management and the value of problem-solving, technological expertise, and communication in achieving operational effectiveness and guest happiness. This experience made it clear how important technical knowledge and work-based abilities are to hotel management. Resolving communication gaps between departments brought to light real-world issues and the necessity of teamwork. Through improving teamwork and task management abilities, as well as moulding future career aspirations towards duty manager and managerial responsibilities in hotel guest services, the placement enhanced both personal and vocational growth.
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