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Learning Log: Ibis Shepherd’s Bush Placement
Managing Customer Experience in the Hotel Industry
Introduction
My Level 6 placement took place at the Ibis London Shepherd’s Bush, a busy three-star hotel with 128 rooms, located beside Westfield Shopping Centre with excellent transport links. The hotel forms part of the Accor Group and is known for applying the Heartist philosophy, which emphasises warmth, personality and genuine human connection. My primary role was within the Front Office, but I also shadowed housekeeping, breakfast operations and maintenance, giving me a much broader understanding of hotel administration. I was supervised and supported by Egle (Manager), Aga (Assistant Manager), and colleagues such as José, Buchan, Amir, Nijad and Axel.
This reflective log uses Gibbs’ Reflective Cycle (1988) to analyse my learning during placement. I make clear links to my Level 4 modules Hospitality and Guest Services for the Hotel Industry and Business Skills for the International Hotel Industry, as these gave me essential knowledge and skills that shaped my approach and confidence within a real hotel environment. The purpose of this reflection is to demonstrate how I have developed from Level 4 to Level 6 by integrating academic learning with practical workplace experience.
Gibbs’ Reflective Cycle
Managing a Challenging Long-Stay Guest
One of the most demanding situations I encountered involved a long-stay resident who had been living in the hotel for several weeks due to renovation in their home. She repeatedly refused housekeeping access, and her room became extremely cluttered with personal belongings, food packaging and shopping bags. This raised hygiene, safety and fire-risk concerns. When the manager arranged for cleaners and maintenance to enter, the guest became visibly distressed, resulting in conflict. Eventually, two temporary rooms were allocated so her original room could be restored and checked properly.
Feelings
Initially, I felt anxious and unsure. The situation was delicate, as the guest clearly felt attached to her room. I was worried about upsetting her further or saying the wrong thing. I also realised how quickly simple tasks can escalate in hospitality, especially when personal emotions are involved.
Evaluation
I managed to stay calm and professional. I communicated clearly, reassured her and respectfully explained the health and safety requirements. However, I still relied heavily on managerial support, which showed I lacked confidence handling complex situations independently. At the same time, I learned the importance of remaining composed, even when faced with unpredictable behaviour.
Analysis
My Level 4 module Hospitality and Guest Services for the Hotel Industry was particularly useful during this scenario. It taught me about service delivery, guest behaviour and communication techniques for service recovery. These concepts helped me understand why it was important to balance empathy with operational standards.
As Grönroos (2007) states, effective service requires both functional quality (how service is delivered) and technical quality (what is delivered). Here, the technical need was cleanliness and safety, while the functional aspect involved emotional intelligence and professionalism.
My Level 4 module Business Skills for the International Hotel Industry also helped me recognise how front office staff play a crucial role in safeguarding. The situation reinforced the importance of internal communication, escalation procedures and accurate documentation. My earlier academic learning helped me remain aware of standards and policies, while the practical experience deepened my understanding of real-world guest dynamics.
Conclusion
From this experience, I learned that challenging guests require patience, empathy and clear communication. I also realised that it is acceptable – and sometimes essential – to involve management when safety is at stake. This incident enhanced my professional confidence and helped me understand the importance of strong interpersonal and administrative skills in Front Office.
Action Plan
• Strengthen my confidence when handling sensitive guest issues.
• Ask to observe more managerial interventions to better understand decision-making.
• Practise calm, assertive communication and boundary-setting.
Multitasking During a Busy Check-In Rush
A significant learning experience happened during an exceptionally busy check-in period. Reception went from quiet to full very quickly, with guests arriving for regular stays, day-use bookings (£75, 10am–5pm), and others who mistakenly came to the wrong Ibis. At the same time, I was learning Opera Cloud, Rosa, and the Accor Live Limitless (ALL) system, while taking payments, issuing key cards and managing queries. With multiple people waiting and phones ringing, it was a real test of multitasking and pressure management.
Feelings
At first, I felt overwhelmed and conscious that mistakes could easily happen. However, as the rush continued, I reminded myself of my training and started to work more confidently. I felt proud that the team trusted me to handle guests during peak times.
Evaluation
Overall, I handled the situation well. I gave accurate information, processed payments correctly, and remained polite and calm. However, I was slower than experienced colleagues and sometimes forgot smaller steps, such as asking for ID. I realised that confidence with PMS systems directly affects speed and accuracy.
Analysis
My Level 4 module Business Skills for the International Hotel Industry helped me immensely here. Although it teaches a broad set of operational skills, it strengthened my understanding of workflow, time pressure, guest interaction and service sequence. This translated directly into Front Office — both roles require staying calm, organised and attentive during peak service times.
Additionally, the Hospitality and Guest Services for the Hotel Industry module was helpful because it taught me concepts such as occupancy, forecasting and the importance of accuracy in PMS systems (Kotler et al., 2017). This made me more aware of how a small mistake at reception can impact housekeeping, revenue and guest satisfaction.
Kolb’s (1984) model suggests learning occurs when experience is combined with reflection. This scenario represented active experimentation: applying earlier learning to a real operational challenge and adjusting my approach during later shifts.
Conclusion
I became more confident in handling busy periods, and my ability to multitask improved. I learned the importance of accuracy, calmness and communication when managing pressure. This experience strengthened my administrative skills and deepened my understanding of how Front Office influences the entire hotel operation.
Action Plan
• Practise Opera Cloud features to improve speed.
• Request more responsibility in cashier audits and administrative duties.
• Complete additional Accor digital training modules to build technical confidence.
Additional Placement Learning
Housekeeping
I gained insight into room checks, linen standards and communicating with outsourced housekeeping teams. Flori, the Housekeeping Manager, explained cleanliness protocols and quality expectations.
Food & Beverage
I participated in breakfast preparation, learned about food safety and helped with Too Good To Go (£3.50), which reduces waste.
Maintenance
The maintenance team showed me evacuation procedures, fire exits and common room faults. This broadened my understanding of safety and operational responsibilities.
Hotel Atmosphere & Guest Experience
The hotel was decorated for Halloween, which created a welcoming themed environment for guests.
A live performance by Vernon Fuller a musician also took place, which highlighted how hotels use entertainment to enhance guest satisfaction.
I also helped prepare welcome amenities such as chocolates, eye masks and London keyrings, all aligned with Accor’s Heartist principles which I thought was a nice touch.

Conclusion and Development Plan
This placement has helped me grow significantly from Level 4 to Level 6. Using Gibbs’ model allowed me to reflect deeply on my behaviour, decisions and reactions. My Level 4 modules Hospitality and Guest Services for the Hotel Industry and Business Skills for the International Hotel Industry gave me essential foundation skills that I applied throughout my placement, from communication and workflow to understanding systems, service quality and guest expectations.
In future, I want to continue developing my administrative skills, particularly in cashiering, revenue tasks and PMS confidence. I also want to strengthen my ability to handle challenging guests independently and take on more supervisory responsibilities. My time at Ibis Shepherd’s Bush has prepared me well for progressing further in hotel management.
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