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  Introduction
This learning log shows my experiences at Ibis London Thurrock M25 especially front office, housekeeping, working in maintenance. To analyse my journey in this hot 168 room economy hotel near the River Thames, I will use Gibbs' (1988) reflective cycle as a framework. Accor (2025) highlighted the principles that influenced my learning experience on the placement, that such learning is achieved through mindfulness and personalised service. As a result, this opportunity followed ASET’s (2017) work-based learning guidelines and gave me an opportunity to bridge theory with application in a live operational setting. During my time, I went through several morning shifts with a variety of departments, offering me an excellent opportunity to experience working in the hotel. This reflection will further investigate how these experiences have contributed to my knowledge of the hospitality management in particular housekeeping and front office operations, and it will assess the way they encourage my future professional success. In the process, I will show the effect of this practical experience on my view of hotel operation as well as shed light on my future career aspirations.
Reflection on Experience and Personal Development
Description
While I completed my placement at Ibis London Thurrock M25, I would complement the hotel’s front office supervisor while on morning shifts, able to practise handing guest services at an economy hotel with 168 rooms firsthand. Handling guest inquiries, observing check in / check out procedures and coordinating with other departments (housekeeping, maintenance), were the major duties I had to perform.
Feelings
I first found the environment so quick and yet there were so many things that one had to focus on at the same time. Nevertheless, adjustment to changes and quick decision making is needed in front office operations and I soon started developing these daily, as Bardi (2010) rightly notes.
Evaluation
This was quite insightful when it came to understanding the amount of complexity front office operations can bring. Being able to work near experienced staff enabled me to see firsthand what theoretical concepts out of my academic study were able to translate into practical application. According to Vallen and Vallen (2014), a front office in which the technical and interpersonal skills of front office staff are balanced provides effective management in the front office.
Analysis
This experience was beneficial in making me understand work-based skills. In communicating, I learned how to redesign the way I speak to guests as opposed to how I speak to colleagues— an important skill which Johnston et al. (2012) discusses that I found important. It was essential teamwork, particularly during busier times because of the effect coordination with housekeeping had upon check in times. Skills in task management were developed through prioritising guest requests, while still meeting standard operating procedures.
Conclusion
This placement proved that the front office functions effectively if the person possesses adequate technical knowhow as well as soft skills. My academic background gave me a theoretical background, but the practical experience proved to be a good lesson in guest service delivery nuances which can only be garnered on the job.
Action Plan
In the future, I intend to put more effort into improving my technical skills in the certain areas such as property management systems and help further improve my interpersonal skills. Wood (2013) does indicate that continuous professional development is important in hospitality management.
Critical Analysis of Work-Based Skills and Technical Knowledge
While with Ibis London Thurrock M25 as part of my front office placement, my general function was to understand and appreciate the effects of applied work-based skills and technical knowledge on guest satisfaction. Front office operations are the nerve centre of the hotel, as stated by Bardi (2010), and depend on the combination of technical ability and interpersonal skills. As you might suspect, a particular challenge came in managing the property management system (PMS) while guest was engaged during the check in process.
One critical situation did point out the importance of technical knowledge in meeting guest service standards. At the time of instantly checking in a primal group of business travellers and watched how the supervisor managed to synthesise the PMS’s group booking capability and offer a personalised service, conforming to Accor’s (2025) promise. This showed how operational efficiency and guest satisfaction are intrinsically linked as described by Johnston et al (2012) because of technical competence supporting service delivery.
The shadowing also proved that work – based skills were beyond routine tasks. Such as the ability to solve problems when dealing with challenges related to allocating rooms during the high occupancy periods. Therefore, front office staff must make quick decisions (Vallen & Vallen, 2014). I taught myself how to work with housekeeping to be able to manage my priorities regarding getting rooms ready and communicate, to send someone out to the lobby so guests are not over an hour.
Wood (2013) points out that modern hospitality mandates adaptivity in technical systems as human connexion. It became clear when I was dealing with online bookings as well as in person questions. I gained experience that showed that technical skills in PMS operations, knowledge of booking, and understanding the rate structures are required.
Reflection on Organisational Issues
One important incident that occurred during my front office placement was during the peak check-out time when the property management system had a technical fault and there was no access to the database. Several guests had to check out in a hurry to make London airports and had to book flights which took the shortest period. Gibbs reflected cycle fit for this experience as it had a huge operational impact.
This had an immediate effect on the performance of the department. The manual check‑out procedures that front office staffs resorted to increase the processing time massively as well. System downtimes can have a severe impact on the guest&#x27; satisfaction and the operational efficiency, as notes Bardi (2010). The situation also set up a back log of guests checking out and headed towards the door, delaying the check in as every room could not be quickly updated in the system.
Most importantly, in terms of guest service impact, it was against Accor’s (2025) aim to provide personalised and efficient guest service at Ibis London Thurrock M25. Frustration over delays expressed by several guests could have a negative impact on the hotel reputation. As Johnston et al. (2012) highlights, service recovery in such a situation will be important for maintaining the guests’ loyalty.
Having gone through this process, I would like to link several practical solutions. As for the first, implementing a robust backup system for basic check-out procedures as advised by Vallen and Vallen (2014) would guarantee operational continuity in system failures. Second, a clear communication protocol of such situations should be developed which will aid in the effective management of guest expectations. This agrees with Wood (2013) that emphasises on proactive service recovery strategies.
In addition, if there were failures in the system regular staff training on manually procedures would make them ready. According to ASET (2017), such contingency planning is important to assure service standard could be kept during operations disruption. 
Conclusion and Action Plan
This placement with Ibis London Thurrock M25 has therefore enabled me to develop my understanding of the front office operations within the hostelry industry. Shadowing supervisory positions, I obtained a wealth of knowledge as to the intricacies of guest service supervision, and the vital necessity of combining a technical knowledge with the people skills. Hagg (2013) places much emphasis on practical experience in developing hospitality management professional.
It has intensified my interest in hotel management especially, front office operations. Furthermore, I plan to further improve my technical skills by taking more training in property management systems and gain better ability in crisis management. I will also seek for continuous professional development opportunities to enhance my knowledge on revenue management and booking system as recommended by Wood (2013). The placement has confirmed my passion for guest service and solidified the idea that I want to be a supervisor in front office operation and that I am pursuing to be a front office manager.
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