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As part of my International hospitality management course, I completed my hotel placement in IBIS Hotel, a budget hotel in Newport Wales and this is my reflective learning report.
Learning objectives: 
· to shadow supervisors and gain technical knowledge and improve work-based skills in hotel administration services
· apply theoretical knowledge in real scenarios and gain insights for future development
· identify and learn to address challenges in guest service and operational management. 

I have adapted Gibbs's reflective Framework for presenting my learning and insights into Hotel administration and the importance of work-based knowledge and technical skills. The Gibbs framework is a cyclical model framework for reflection which takes you through 6 stages exploring an experience: description, feelings, evaluation, analysis, conclusion and action plan. The description describes the experience and feelings part discusses your thoughts and feelings during the experience while the evaluation reflects what worked and what did not work. The analysis thoroughly explores the situation and understands the deeper meanings. Finally concludes with the learning and insights and suggests an action plan to deal with the situation in future (Melanie. J, 2003) As part of the placement I was shadowing the front office supervisor and the experience had an important impact on my professional and personal end. The hotel maintains a 24-hour front desk and The placement resulted in significant improvement in my work-based skills such as communication, teamwork, task management, personal skills – guest services, operational competency etc and the technical knowledge required to perform front desk duties of IBIS budget hotel where their duties include greeting, registration, reservation verifications, room keys, payment processing, answering phone calls and helping with customer enquiries. (IBIS, 2024) 

To describe the personal. The front office is the main touch point for guest needs, employee supervision, interdepartmental communication, and transmission of financial information (Bardi J, 2011) and the front desk team is the first people customers interact with,  being part of the front desk was a unique experience. Considering the feeling I was enthusiastic but was also under pressure due to the uncertainty of customer enquiries and complaints  However, the supervisor was highly supportive and I was impressed with their professional approach and communication with the team and guests. To evaluate, the atmosphere is very positive and welcoming for the guests. 
Getting into more detail Keeping Giibb’s reflective learning as the framework (Melanie. J, 2003) on developments specifically on work-based skills and technical knowledge.  To describe my experience, I was placed in the front office department where I shadowed the supervisor and gained hands-on work basic skills and technical knowledge. Working along with the front office team was insightful and markedly refined my various skills and knowledge related to handling the front office duties. I handled tasks such as answering calls, check-in and check-out, taking payments, allocating rooms, and forecasting daily revenue. Documentation and reports. Before joining there, I was not technically good at using Opera reservation software for which I received training which significantly benefited me. The team was supportive and welcoming, Considering the feeling, Dr Borzillo states, A leadership which provides Psychological safety for employees has a positive impact on the working environment which allows people to work towards values and objectives which in turn increase the engagement, loyalty, and becomes the catalyst of change (Venzin. M, 2023) As Hersey and Blanchard’ situational theory states leadership styles should be adaptive to the situation they practise and must be adaptable to the maturity level of the followers (Hersey. P,2001)  I could feel this true as my supervisor and the whole team was quite empathetic and adaptive towards me which made me acquire knowledge and skills very fast. For evaluation, where I reflected on things that worked and did not work and the overall experience was beneficial. The hospitality sector is still in a fragile recovery stage after COVID-19 and the Brexit effect (Sophie. W,2024). At first, I was overwhelmed with the fast-paced environment of the front desk managing duties and addressing complaints, however, the situation improved as I progressed and became familiar and clear about the guidelines, procedures and practice and more productive with the support of the supervisor who was highly adaptable, motivating and a person of positivity. (Venzin. M, 2023) I realised mere qualification cannot help any individual to withstand competition in the job market where the right level of technical knowledge work-based skills and lifelong learning are inevitable. (Government Office for Science,2017) I was keen to improve my work-based skills and technical knowledge specific to front desk service during the placement period. Discussing work-based skills such as communication, teamwork operations and task management I practised active listening, empathy, clarity, addressing enquiries and listening to the problems of guests and team workers. Under supervision, I was actively doing my tasks on time and willingly helping the team members, especially during high occupancy or any contingencies with the understanding that we are working towards the same goal. For example, quick responses during staff shortages, and high occupancy responses minimised the guest inconvenience. Under task management, I got ample opportunities to learn check-check-out documentation answering calls, and handling enquiries. I could practise skills like proactiveness by anticipating needs, attention to detail, adaptability to changes etc. This had a remarkable effect on my overall development. Discussing technical skills I was not very experienced in Opera Cloud system software but during the placement, I showed good progress in handling check-in and check-out reservations room allocations and payment processing through the Opera Cloud platform. I also learned fire alarm setting, payment processing, documentation, daily revenue forecasting, and maintenance of documents and reports and these technical skills were essential to perform smoothly and must improve more. One thing to point out as a failure was unanticipated system errors resulting in delays which could have been avoided with proper planning. To analyse, I have learnt that it is how the front office manages the guest during the whole guest cycle decides the future potential and I have also learnt that front office reports are a valuable source of information for management to plan their decisions. Additionally, Working under positive leadership had a positive impact on my efficiency. People with a positive psychological state can lift those around them (Quinn, R, et.al 2020) It enhanced my abilities to stay organised, respond to guests’ needs, and manage responsibilities effectively.


Discussing an administrative issue, it happened during the full occupancy and two of the housekeeping members called in for uninformed sick which caused a service delay. The rooms were not ready which led to guest complaints as they had a busy schedule. The team quickly planned for the solution. As part of that, the hotel sincerely apologised to the guest for the inconvenience caused and offered a free breakfast in the morning. One more issue to point out was that an unexpected error in Opera software created room allocation issues and unfortunately guests walking into the already occupied rooms created a big discomfort. The major insight I gained is that it is essential to have backup plans which are easy and quick to reduce the tension immediately. Most of the time it is not the issue causing the chaos instead, not addressing the issue properly, solve the problems in a way that wins. (Swoboda. C,2020) 
To address this issue in future the possible actions could be keeping a backup plan, especially during high occupancy and giving awareness and training for the team such as whom to contact, immediate response, deep cleaning certain areas, ensuring necessary stock etc. 
To conclude, the placement gave me valuable insights into how the front desk and administration remain the key areas of operational success. Being the first contact point, the front desk provides vital services and can generate sales and improve profitability and sustainability. (Pathak. V, 2024) Therefore improving the work-based skills and necessary technical knowledge are highly essential to sustain in the most competitive job market. Through this placement, I gained confidence in handling front desk and guest service activities and also improved my knowledge and skill in many areas. 
Action plan 
· Improve technical knowledge, especially in Opera cloud systems and achieve operational efficiency. 
· Improve leadership quality and communication skills through effectively participating in a team, taking initiatives, gaining knowledge in different work areas,
· Learn to identify and forecast contingencies and prepare effective contingency plans.
· Do certification courses to enhance skill and knowledge 
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