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[bookmark: _Toc181899088]Introduction
My hotel placement at Ibis Birmingham New Street Station was in the Front Office and Back Office departments for 10 weeks, where I gained lots of skills and knowledge. These skills and knowledge were related to the ongoing tasks and responsibilities of the firm, customers, and general office management. From this experience, I was able to acquire functional work experience and technical expertise that is needed for the management of hotels. Ibis Birmingham Centre New Street Station’s staff takes great satisfaction in consistently going above and beyond, offering the city’s fastest check-in processes and a pleasant welcome (Visit Birmingham, 2024). The administrative department plays an important role in managing the guest relations, booking as well as offering the necessary support in the operations (Kimani and Scott, 2023). During my 10-week placement, my goals were:  
· To develop strong communication and teamwork skills.
· To learn about task management in a hotel setting.
· To improve my understanding of guest services in Front and Back Office roles.


[bookmark: _Toc181899089]Section 1: Reflection on Experience and Personal Development
Using Gibbs' Reflective Cycle (1988), I will reflect on this journey, examining the skills I developed, challenges I encountered, and the solutions I implemented to overcome them. A theoretical framework consisting of six steps, Gibbs’ reflective cycle may be used to direct reflection during organised debriefing (Galli and New, 2022).
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Figure 01: Gibbs Reflective Cycle
Source: (Gibbs, 1988)
[bookmark: _Toc181899090]Description
In my placement organisation, I received online training as well as in-person training in the area of guest service. Though the primary job was simultaneously assigned as Front Office and Back Office, I was trained on how to welcome the guests, assigning rooms, doing check in and check out and handling cash transactions. I got training in reserving the table for guests, addressing requests from guests such as additional pillows, and reporting it to guests or interpersonal members. From the training, I understood good posture, friendliness and respect and this formed the basis to achieve a good guest experience.
[bookmark: _Toc181899091]Feelings
In the beginning I experienced severe pressure in terms of tasks that fell under my responsibilities in the Front Desk. While managing check-ins, bookings of rooms, and attending to the guests’ concerns, I feared whether I would cope with the high demand. However, day by day, I felt that I could manage more, and seeing the guest’s response if I provided them best and friendly service made me all the more confident. Sometimes there was pressure during the rush hour but I managed to be organised, focus, and maintain a good attitude at work. I slowly started regaining my control of the situation as I started understanding that this job requires both practical and communication skills to some extent.
[bookmark: _Toc181899092]Evaluation
I learned a number of skills that are important in managing a hotel from this placement experience. The job most stressful was the front desk where communication and conflict solving were noticed as crucial aspects. For instance, when a guest had a complaint, I was observing that the best thing to do was to listen carefully, then reassure and suggest the solution which benefits the guest and at the end the guest was satisfied. According to Karina (2023), active listening is a significant component in hospitality in order to create trust and rapport with the guests. Working in the Back Office, I interact with members of other teams and realized the value of cooperation and cooperation. Bella (2023) found that positive interaction between or within the team increases guest satisfaction and staff productivity.  
[bookmark: _Toc181899093]Analysis
The ability to communicate effectively with guests and colleagues was essential. Walelign (2019) indicate that positive communication directly impacts guest satisfaction. My academic background in customer service was helpful, but practical experience highlighted areas where I needed improvement, such as handling difficult situations calmly (Cepeda-Carrión et al., 2023).
[bookmark: _Toc181899094]Conclusion
This placement has shown me the value of teamwork and adaptability in hotel management. Moving forward, I plan to focus on developing my problem-solving skills, as these are essential in resolving guest issues effectively.
[bookmark: _Toc181899095]Action Plan
In the future, I aim to continue developing my communication and task management skills to prepare for a managerial role in hospitality. I have outlined a few specific action steps:
Attend Further Training: I plan to attend workshops focused on communication and conflict resolution in customer service. Understanding various approaches to handling guest concerns and requests will strengthen my ability to manage similar situations confidently (Dinnen and Hassanien, 2019).
Build Team Collaboration Skills: By participating in team-building activities, I will work on fostering a stronger sense of teamwork. Londhe (2024) shows that teamwork is a significant contributor to successful hotel operations.
Improve Time Management: I noticed that managing tasks efficiently is essential in a busy environment like a hotel. Setting daily goals and prioritizing tasks will help me improve in this area, ultimately benefiting both my personal performance and the team’s workflow.

[bookmark: _Toc181899096]Section 2: Analysis of Work-Based Skills and Technical Knowledge
Work-based skills, such as communication and task management, are critical in hotel administration. My placement showed that these skills contribute significantly to maintaining high guest satisfaction levels, as even small actions like smiling or attentive listening positively affect guests. Technical knowledge, such as room booking software and payment systems, is equally essential to provide smooth service. For example, using the Property Management System (PMS) required accuracy to avoid overbooking rooms (Jones and Dent, 2016).
Effective communication with guests and colleagues is crucial. Working at the Front Office helped me understand how tone, body language, and clear explanations play a role in guest satisfaction. Teamwork was vital, particularly during busy hours when quick coordination with the housekeeping team was needed to ensure rooms were ready for new guests. Learning to balance guest needs with team collaboration taught me the importance of seamless communication in hotel administration.


[bookmark: _Toc181899097]Section 3: Reflection on Organisational Issues
During my placement, a common issue was managing guest complaints effectively during peak hours. This often-involved complaints about long wait times for check-in or room unavailability. Such complaints disrupted Front Office operations and negatively affected guest satisfaction.
They raised awareness on the matters associated with check-in processes, as well as pre-arrival preparations. As mentioned by Fatma and Kumar (2024), service quality determines customer loyalty, and delays in guest services cause dissatisfaction. It was a good lesson on how important it is to keep guests informed and to set their expectations correctly, if there is likely to be a delay by some time.
To help with this, I suggest introducing a check-in kiosk during the busiest hours to help guests who would rather not have to wait for a check-in attendant. Furthermore, common areas such as reception areas could also benefit from being prevented from frustrating guests by notifying them of potential delays ahead of time.

[bookmark: _Toc181899098]Conclusion
Doing my placement at Ibis Birmingham New Street Station has been an enlightening experience. Having interacted closely with the booking software, handling of guest relations and complaints, I have gained ample appreciation of the practical aspects of hotel administration. These are attitude, communication, and teamwork, all of which will be useful in any other placement I will be handling in the future and the hospitality industry in general.
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