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Placement offered me possibility of a comparative work in two Accor’s hotels, 1 Novotel 4 stars and 2 Ibis 3 stars as assistant in managing guest service operations, in comparison. Novotel, a 4-star hotel, offers a more upscale guest service experience with personalized attention, sophisticated amenities, and a focus on high service standards. Its guest service operations include concierge services, efficient check-in and check-out processes, and tailored experiences for both leisure and business travellers. Ibis, a 3-star hotel, emphasizes practicality and affordability, with streamlined guest service operations focused on efficiency and simplicity. While Ibis offers essential services like reception, room allocation, and basic guest support, Novotel provides more comprehensive and personalized services. This contrast highlights how service expectations and operational complexity vary between different star-rated hotels within the Accor group.
At Novotel (4-star):
 1 Understand the delivery of high-end, personalized guest service standards.
 2 Gain insights into managing a more diverse and demanding clientele (Ali, 2021).
 3 Observe the coordination between front desk, concierge, and guest relations teams.
 4 Learn how to handle guest complaints and service recovery at an upscale level.
 5 Study the use of advanced property management systems (PMS) and guest service tools (Ford, 2012).
 6 Explore event management support and guest service integration for conferences and business events.
At Ibis (3-star):
 1 Understand efficient and cost-effective guest service delivery.
 2 Learn the importance of speed and simplicity in check-in and check-out processes.
 3 Observe how the front desk handles high occupancy with limited staff.
 4 Gain experience in managing guest inquiries and resolving issues promptly.
 5 Study operational workflows focused on practicality and affordability (Hudson, 2025).
 6 Explore techniques for maintaining guest satisfaction with fewer amenities and resources.
Placement at Novotel and Ibis offered possibility to study into contrasting guest service approaches. At Novotel, the focus was on delivering personalized, high-end service, requiring attention to detail and proactive problem-solving. I observed the supervisor’s role in coordinating multiple teams, handling VIP guests, and managing complex events. In contrast, at Ibis, the supervisor emphasized efficiency and practicality, ensuring quick service with limited resources. I saw how streamlined processes and multitasking were essential to maintaining guest satisfaction. This comparison highlighted the importance of adaptability and tailoring management styles to different service levels and guest expectations (O’Fallon, 2010).
At Novotel, the experience emphasized the importance of advanced work-based skills like strategic planning, attention to detail, and effective team coordination. I gained technical knowledge on handling high-profile events, personalized guest requests, and maintaining luxury service standards. At Ibis, the focus was on efficiency, multitasking, and quick problem-solving, essential for managing a fast-paced environment with limited resources. Both experiences taught me how tailored approaches are needed to meet different guest expectations, and how strong communication, time management, and adaptability are key to delivering consistent service quality across varying operational scales and service levels (Adair, 2013).
At Novotel, my personal and vocational development helped me understand the importance of polished communication, strategic teamwork, and high-level task management. I applied academic knowledge to enhance guest services through attention to detail and proactive problem-solving. At Ibis, my ability to adapt and prioritize was crucial in a fast-paced environment, reinforcing efficient teamwork and multitasking. Previous industry experience allowed me to balance guest satisfaction with operational efficiency in both settings (Johnston, 2012). Through these placements, I developed stronger personal skills like patience, resilience, and leadership, which are essential for maintaining high service standards across different hotel categories.
At Novotel, work-based skills like effective communication, problem-solving, and attention to detail were essential for delivering high-quality guest service in a more upscale environment. Technical knowledge of reservation systems, guest profiles, and service protocols ensured smooth operations and personalized experiences. At Ibis, efficiency and adaptability were key, with a faster-paced atmosphere requiring strong multitasking and quick decision-making. Technical expertise in handling check-ins, billing systems, and managing guest inquiries helped maintain service consistency. In both cases, these skills ensured guest satisfaction, operational efficiency, and positive brand reputation, highlighting their importance in meeting and exceeding service expectations.
At Novotel, the shadowing experience emphasized advanced work-based skills like personalized guest interaction, conflict resolution, and detailed knowledge of high-end service protocols. Technical knowledge included mastering property management systems (PMS), handling complex reservations, and coordinating with other departments for seamless guest experiences. These skills ensured consistent delivery of four-star service standards, enhancing guest satisfaction and loyalty.
At Ibis, the focus was on efficiency and practicality. Work-based skills included time management, multitasking, and quick problem-solving. Technical knowledge involved using streamlined booking systems, managing fast-paced check-ins and check-outs, and addressing guest needs promptly. These abilities upheld Ibis’s reputation for affordable, efficient service (Knezevic, 2017).
At Novotel, an example of high-end service was seen during a large corporate event where seamless coordination between the front desk and F&B teams ensured guest satisfaction. By using the PMS efficiently (Das, 2023), last-minute room changes and special requests were handled without delays, demonstrating strong teamwork and technical knowledge.
At Ibis, the fast-paced environment required quick decision-making. During a fully booked weekend, an overbooking situation was resolved by efficiently reallocating rooms and offering alternative solutions, like arranging nearby accommodation when needed. This highlighted the importance of practical problem-solving and guest-focused service, even under pressure.
At Novotel, during a high-profile business conference, a guest’s special request for a last-minute room upgrade was initially unavailable. By collaborating with housekeeping and front desk teams, an upgraded room was quickly prepared, showcasing efficient teamwork and problem-solving — ensuring guest satisfaction without delay.
At Ibis, a guest’s complaint about a delayed check-in due to a technical issue with the PMS system required immediate attention. The situation was managed by offering complimentary drinks at the bar while resolving the system issue, demonstrating the importance of quick thinking and maintaining a positive guest experience despite operational challenges (Vasadze, 2018).
At Novotel, the room upgrade situation highlighted the importance of seamless coordination between departments. Though the issue was resolved efficiently, it temporarily stretched staff resources, affecting their ability to manage other guest requests (Horn, 2009). However, the quick response enhanced the guest’s perception of the hotel’s service quality.
At Ibis, the delayed check-in disrupted front desk efficiency, creating longer queues and increasing guest frustration. This impacted overall operations by slowing down the workflow and requiring additional staff support (Bagdan, 2019). Despite the setback, offering complimentary drinks mitigated dissatisfaction and demonstrated a commitment to guest service recovery.
For Novotel, enhancing interdepartmental communication through a Property Management System (PMS) can streamline room status updates and minimize delays in offering upgrades. Applying Herzberg’s Two-Factor Theory, recognizing staff for efficient problem-solving can boost motivation and service quality.
At Ibis, implementing a mobile check-in system can reduce front desk congestion and improve efficiency. Using Queuing Theory, better resource allocation — like assigning more staff during peak hours — can manage wait times and enhance the guest experience (Gallagher, 2016). Training programs focused on proactive service recovery can also strengthen staff’s ability to handle unexpected situations.
The activity at both Novotel and Ibis provided experience into guest service operations, highlighting the importance of work-based skills and technical knowledge in delivering exceptional service (Arapou, 2023). At Novotel, the focus on high-end service standards emphasized the need for attention to detail, effective communication, and quick problem-solving. At Ibis, the fast-paced environment required efficiency, adaptability, and strong organizational skills. Observing managers handle guest requests, resolve issues, and lead teams offered a practical understanding of service standards and operational workflows. This experience reinforced the value of teamwork, task management, and proactive service, shaping a well-rounded perspective on guest service excellence.
The comparative placement at Novotel and Ibis provided a well-rounded understanding of guest service operations across different hotel standards (Armstrong, 2020). Observing and assisting in managing guest expectations, resolving issues, and maintaining service quality highlighted the importance of work-based skills, technical knowledge, and effective communication. This experience strengthened my ability to adapt to different service environments, enhanced my problem-solving capabilities, and deepened my appreciation for teamwork and leadership in hospitality. The insights gained will be invaluable in shaping my future career aspirations, ensuring I contribute meaningfully to delivering exceptional guest experiences in any hotel setting.
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