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This reflective report is the part of my placement in Ibis Hotel located in Birmingham New Street Station. In this hotel, I have been assigned to learn work based skills and technical knowledge through the placement in guest service operations of Ibis Hotel. The guest service operations of Ibis Hotel includes the overall services provided to the guests from their pre arrival period to during their stay at the property (Johnston, R., Clark, G. and Shulver, M. 2018). The organisation focuses on efficient check in and out process, clean and functional rooms along with 24/7 front office support and buffet breakfast service to the customers (Vallen, G.K. and Vallen, Jerome J., 2019). My reflective report will follow the Gibbs reflection Model for reflecting my learning and knowledge through the placement at front office department. The learning objective for the placement within this are shown below: 
· To develop  interpersonal skills through managing customers at the time of check- ins, check outs and guest inquiries
· To work in a team with other departments through managing proper communication 
· To handle challenging situations within the department. 
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As per the first stage of Gibbs reflection model, description, I will describe my experience that I have played by positioning myself in the supervisory role at the front office department of Ibis Hotel. I have experienced that communication skill is must for managing front office operation. The staffs employed in the front office department require to be prompt while meeting the needs and queries of guests. I have also learnt that technological knowledge and their application serve as the strong tool to success in the front office department. I have gathered knowledge about how to deal with the guest while they arrive at the hotels, conduct quick check in and check out and update the information of the guests in the hotel’s management system (Abbott, P. and Lewry, S., 2018). As a front office staff, I have also learnt about managing the booking in hotel, preparing bills and handling the guest’s needs who are already at the property. The theoretical knowledge has made me learn about the activities front office department but this experience through placement has made me focus on the application of both work based skills and technical knowledge for the purpose of my personal development (Jawabreh, O., Al Fayoumi, T. and Bareya, A., 2022). 
The second stage of Gibbs reflection model is feeling. It reflects on the emotions and thoughts of individuals that they have experienced (Adeani, I.S., Febriani, R.B. and Syafryadin, S., 2020). Relating with this stage, I think that I have learnt the half of hotel operations through the placement in Ibis Hotel at the front office department. The department plays crucial role both for the organisation and employees (Wood, R.C., 2015). During the placement, the organisation has provided me both online and on the job training regarding guest service. This practical knowledge and hands on training has supported me to relate my academic knowledge for personal development where I have learnt to understand the value of communication teamwork, task management, personal skills and guest services in the context personal and vocational development. 
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The third stage of Gibbs reflection model is evaluation where the positive and negative sides of experience are usually assessed (Adeani, I.S., Febriani, R.B. and Syafryadin, S., 2020). The positive experience is that I have learnt some important work based skills and also achieved technical knowledge like time management, attention to detail, communication, problem solving and conflict resolution (Hai‐yan, K. and Baum, T., 2016). Through shadowing the supervisory role at front office department of Ibis Hotel, I can now communicate well both with my co- workers and guests through focusing on attention in detail to avoid any kind of issue or resentment in guest service. As the part of evaluation stage, I have negative experience in handling guest in busy schedule (Schoch, L., 2021). The guest had to wait in line due to the work load of business conference. The guest become angry for not getting the prompt service while checking into the hotel.
The fourth stage of Gibbs reflection model is analysis (Adeani, I.S., Febriani, R.B. and Syafryadin, S., 2020). Relating with this stage, I have analysed the reason behind my negative experience during the placement in Ibis Hotel. The multitasking is the factor that I was lack of while playing my role at the front office department. I have failed to manage the workload during the busy schedule but my supervisor has supported me to handle the guest by communicating with him about the situation due to the event at the organisation. The technical knowledge of problem solving and communication skill of my supervisor have made the situation from getting worse at the right time. 
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The last stages of Gibbs reflection model are conclusion and action plan (Adeani, I.S., Febriani, R.B. and Syafryadin, S., 2020). According to these stages, work based skills and technical knowledge are highly important for making continuous improvement in guest service of Ibis Hotel. Highlighting the negative experience during the placement, I have learnt that I should observe my supervisor and experienced employees more how they handle front office operations at the time of busy schedule or event at the organisation without making any of the guest resent. The issue that I have faced has greater impact on the performance of whole department and overall operations. Front office department is face of the hospitality organisation and the failure in providing quality guest service may create huge business loss to the organisation like Ibis Hotel (Johnston, R., Clark, G. and Shulver, M., 2018). The possible solution for this kind of issue is to organisation training and learning program according to the needs of every staff. The human relation theory, Maslow’s hierarchy of needs, can be applied here to organize these kinds of programs for the staffs at the front office department (Kistyanto, A., Sanaji, S. and Witjaksono, A.D., 2024). Identifying the employee needs at different stages accords to Maslow’s hierarchy can be the solution to eliminate the issues that the employees like me face while dealing the guests and operations at the front office department (Nwokorie, E.C., 2021). Moreover, the employees should also conduct self-analysis in order to identify their strengths and weakness through applying SWOT analysis model so that they can develop both personal and professionals skills (Leigh, D., 2019). 
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Front office department is one of the important department in hospitality organisation which creates value to the guests (Tewan, J., 2019). By the placement in this area, I have achieved several skills and also learned to align these practical knowledge with my theoretical knowledge. The shadowing experience has made me gain communication skill, time management, attention to detail, problem solving and conflict resolution. I have also learnt that these understanding of guest service standards will help me handle the guests in future (Sutarma, I.G.P., Sutama, I.K. and Ernawati, N.M., 2022). Through working and learning practically in front office department, I have made my future career aspiration to work and grow in this department of hotel guest service industry. Relating with my interest in this area, I have decided work at different properties in hospitality industry to achieve expertise in this field as well as learn and improve my skill set more. 
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