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[bookmark: _heading=h.gjdgxs]Introduction
Work-based learning creates learning opportunities by integrating academic education and practical work experience (QAA, 2018). I was placed in the food and beverage (FB), housekeeping and reception departments at ibis London Thurrock M25 to gain hands-on experience which enabled me to understand the work-based skills and technical knowledge needed for managing guest service expectations. 
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Figure 1: Gibbs Reflective Cycle
(Source: British School, n.d.)
This reflective learning log makes use of Gibbs's reflective cycle to analyse my experiences in both the development of these skills and the importance of these skills in the hospitality industry. Gibbs's reflective cycle is divided into six stages that inform the process of reflection and emphasise learning from experiences (Markkanen et al. 2020). This placement aimed to help me achieve the following learning objectives:
· To gain hands-on experience and knowledge on the different operations oriented towards improving guest service in a real-life setting
· To understand the necessary technical knowledge and work-based skills that would enable me to meet and manage expectations of guest service by employers and guests
· To develop interpersonal skills like communication and teamwork, and technical skills such as task management within a real-life setting
· To analyse and reflect on real-world guest service issues and identify potential solutions to such issues
[bookmark: _heading=h.30j0zll]Section 1: Reflection on Experience and Personal Development
In the FB department, I dealt with customers, assisted with breakfast service, cleared tables, and closed the breakfast. Working in this department was often overwhelming due to the need for multitasking. The experience highlighted the importance of communication and teamwork in operations and guest satisfaction (Lahap et al. 2024). The service delivery was efficient because I observed how clear communication and coordination with the supervisors can help in the service delivery. In the Housekeeping department, I cleaned rooms, put in amenities and towels, cleaned bathrooms, and refilled the trolleys for the next shift. This experience also exposed the importance of detailed work and adherence to standards for keeping the place clean and keeping the guests satisfied, which are key determinants of effective housekeeping (Rughubalan, 2009). 
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Figure 2: ibis London Thurrock M25
(Source: Accor, 2025)
The supervisors were committed to continuously analysing and investigating the service delivery i.e., checking whether the rooms were cleaned properly or whether the amenities or towels were placed correctly and emphasising continuous improvement which aligns with the key components of Total Quality Management (Bardi, 2010). In the reception department, I helped with checkouts, managed stayovers using the OPERA tool and handled guest queries and loyalty points. Sometimes, I felt stressed when dealing with queries from guests and/or their complaints that needed me to use the advanced features of the tool. This experience emphasised the significance of technical expertise and people skills in controlling guest service expectations (Bharwani and Talib, 2017). The supervisors I followed were empathetic, actively listened to the concerns of consumers, and ensured guest satisfaction which demonstrated the application of relationship marketing approaches (Bobo and Samuel, 2023). This enabled me to demonstrate empathy and active listening to ensure that the guests I handled felt satisfied. 
[bookmark: _heading=h.1fob9te]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-based skills and technical knowledge in guest service operations are very important in achieving guest satisfaction and the reputation of the hotel. For breakfast service, effective communication and teamwork were key to success in the FB department. In line with the findings of Che Ahmat et al. (2020), both communication and teamwork are essential to ensure the smooth running of operations. For example, one morning, one of the guests asked for a special dietary option. The supervisor was able to quickly coordinate with the kitchen staff and communicate with the guest to ensure the guest was able to get the request fulfilled as soon as possible and that ultimately led to increased guest satisfaction and loyalty.
Cleanliness and organisation were very important for guest satisfaction in the housekeeping department. The Total Quality Management (TQM) principles were observed in supervisors who meticulously attended to detail and followed standards for continuous improvement (Bardi, 2010). For instance, while working in housekeeping, I witnessed a supervisor find and fix a small cleanliness fault in a guest room quickly to make it a good standard. This experience drew lessons on the need for continuous improvement and the focus on customer's needs to maintain high service standards. For managing guest service expectations, technical proficiency and interpersonal skills were required within the reception department. The OPERA tool was used effectively by the supervisors to handle checkouts, manage stayovers and process guest inquiries. In line with EHL Insights (2024), front-house management involves computer literacy in the form of a high level of familiarity with hotel management software used in the organisation and managing records. There was a notable example regarding a guest who had an issue with their loyalty points. However, this problem was resolved very quickly due to the supervisor's ability to use the OPERA tool.
[bookmark: _heading=h.3znysh7]Section 3: Reflection on Organizational Issues
When I was placed in the reception department, I faced a guest who had a complaint related to their loyalty points balance being incorrect. It had a big impact on the department's performance, guest service, and overall operations. The complaint occurred when a guest checking out was dissatisfied as they did not receive the loyalty points balance they expected. This complaint needed to be resolved immediately, which disrupted routine tasks and delays in helping other guests. This pointed out the need for extremely accurate record-keeping and excellent communication with guests. From a guest service point of view, the complaint could have ruined the guest's experience and the hotel's reputation. The frustration of the guest was related to a perceived lack of reliability in the loyalty programme, which could have resulted in losing the confidence and loyalty of the guest. Alexandro et al. (2021) suggested that the performance of employees affects guest satisfaction. In this case, the performance of the supervisor ensured that the guest left the hotel feeling satisfied.
To solve this problem, the solutions should concentrate on increasing the accuracy and reliability of the loyalty programme as well as the staff training. Similar issues can be prevented by implementing a well-designed audit system that routinely reviews and confirms loyalty points transactions. Furthermore, staff training can be improved to be better able to handle inquiries and complaints in relation to loyalty programs, which can improve guest service. This aligns with the service excellence model which suggests that training workers can lead to improved handling of guest interactions i.e., complaints, inquiries and concerns, leading to improved guest satisfaction (Martyn and Anderson, 2018). In such a context, the supervisor’s ability with the OPERA tool and strong interpersonal skills played a key role in solving the complaint. The discrepancy was quickly investigated by the supervisor, explained to the guest and a satisfactory resolution was made with a goodwill gesture in the form of crediting the missing points and offering additional benefits. Not only did this solve the immediate problem, but it also enhanced the guest’s trust and loyalty to the hotel.
[bookmark: _heading=h.2et92p0]Conclusion and Action Plan
Overall, my shadowing experience in the Food and Beverage, Housekeeping, and Reception departments has taught me the significance of work-based skills and technical know-how to delivering guest service expectations. To deliver high-quality service and maintain guest satisfaction, effective communication, teamwork, attention to detail, technical proficiency, and interpersonal skills were all important. My practical exposure and academic journey have helped me to understand and gain essential skills and knowledge that will help me advance further in the hospitality industry. To ensure that I refine my existing skills and overcome my shortcomings, I will adopt the action plan outlined below:
	Objective
	Action Steps
	Timeline
	Resources Needed

	Enhancing teamwork and communication
	Attend workshops and training sessions
	3 months
	Training programs, online courses

	Improving technical skills
	Practice using the OPERA tool through simulated scenarios
	1 month
	Access to OPERA software, online tutorials

	Developing problem-solving skills
	Participate in role-playing exercises to handle guest complaints
	2 months
	Training materials, feedback from supervisors

	Developing knowledge of industry standards and best practices
	Study industry standards and best practices through relevant literature
	Ongoing
	Industry publications, academic journals


Table: Action Plan
(Source: Self-made)
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