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For this placement I was placed at the Ibis hotel Nottingham central, and the first thing I noticed was that this hotel had a different structure than my level four placement at the premier inn gold smith street, Nottingham. The first thing that struck me was the place was empty, there were just two members of reception and a manager present, I thought how you could run a hotel of this size with only a few staff. The hotel 142 rooms according to (www.hotel.info 2024) This was explained to me by hotel team leader/hotel line manager Kacper Warakomski explained that this is a “2-star, green budget hotel” (Ibis 2024) and operating a with a limited F and B service so there is no need for dedicated department and the housekeeping department was outsourced to a company call Hotel clean. And all the maintenance is done by Pavell the maintenance person, the general manager is Robert Veldman. So, this hotel has a general manager, a line manager, two reception staff, food, and beverage staff are required between 6am-10am on weekdays and 6am-10:30pm. The outsourced housekeeping, as they are agency staff must be signed and out, they have individual electronic keys that are kept in reception, Monica is the head housekeeper the cleanliness of rooms is her responsibility as Kacper explained that “no matter his personal feelings toward Monica the head of house keeping it is his responsibility to make sure that she fulfills her job role as his loyalty is to the hotel as the housekeepers are all agency staff “ their fore if he felt that she was not working to an acceptable standard he would have to take it up with her employer hotel clean. For this learning log line manager Kacper Warakomski is the guest service manager that I have been shadowing for placement.

The Gibbs reflective model
Gibbs’ cycle allows for self-development and exploration of alternative ways of thinking and behaving in the future, should a similar event occur. (UWTSD Moodle, 2024) for this log I choose to use the 6 stages of the Gibbs reflective model as “Gibb’s reflective model provided clearer guidelines for writing reflection, minimized difficulties in the evaluation and analysis” (Aneeis Hashim, 2023) 

Description
Over the shifts I have been on placement I have had opportunities to shadow the guest service manager Kasper Warakomski as he completes his daily tasks, solving a range of different issues and customer complaints. I also observed his interactions with subordinates and the supportive and informational yet friendly style. A few notable occasions occurred during this period, on one occasion when a guest notified me and another member of reception staff that they had had an accident and unfortunately the sink had been blocked with excrement. This issue was solved quickly by the maintenance under the direction of guest services manager who links hotel departments. Another issue was when a guest was stuck in an elevator for one and half hours late at night, Kacper was the person responsible for organizing elevator repair and rescue of guest, In the morning I was approached by this customer asking about the refund he had been promised am I observed the interaction. I also observed offering support to staff members that are involved in workplace education and training for example looking for the most suitable trains for employees that are undertaking training in other cities, and on occasion I have observed him tailoring shift patterns to coincide with workplace training. Another job responsibility is to motivate staff to not only do their job, but also work toward organizational targets as a part of KPI’s, for example motivating staff to increase enrolments and upsell more breakfasts. In this hotel he also handles the ordering of supplies for the F and B operation. All these separate roles are part of what is expected of the guest services manager. Typical duties include supervising front desk and reservation staff, handling guest complaints, implementing hotel policies and procedures, and ensuring that guests receive exceptional service. They also work with other hotel departments to ensure a smooth guest experience. (jobdescription.org 2024) Service experience is defined as the subjective personal reactions and feelings of consumers when consuming or using a service. Service experience has been found to have an important influence on the consumer evaluation of and satisfaction with a given service (Luoh and Tsaur, 2011, Otto et al., 2000). (Manhas et al 2015)
  

Feelings
After shadowing the guest services manager of the Ibis hotel Nottingham central I have a better idea of what this job entails as it is there responsibility all factors to do with delivery of services by communicating with different departments and making sure the meet the hotels service standards. Also, they are responsible for making decisions on issues such as refunds and any other customer service needs. I felt sympathetic to the conflicts that may occur between the organizational goals, guest's expectations, and employee support seen like quite a juggling act. Initially I was tentative dealing with customer complaints, after observing him dealing with these complaints in an empathetic and professional manner reassured me, and I realized my earlier uncertainty was due to lack of knowledge and experience in these situations. And his supportive managerial style made me feel comfortable asking questions and empowered me to be more confident in this job role as I was no longer scared to make mistakes

Analysis 
My experience during this placement has underscored the importance of the guest services managers, and their role in delivering a high-quality consistent service to maintain competitive advantage and maintaining elevated levels of customer satisfaction, which in turn could improve brand reputation and brand loyalty and its associated benefits. Also, the guest services manager should also be a source of knowledge and support for guest services staff, empowering them to with the knowledge to confidently deal with complaints, though the authority to grant refunds and other forms of compensation is the responsibility of the guest's services manager. A great deal of responsibility lies on the shoulder of a guest service manager. To ensure success, he/she must be able to demonstrate excellent organization and time management skills. He/she should have excellent leadership skills and should be able to supervise and train the staff members that have been newly appointed. He/she should be flexible and adaptable to different changes and have good decision-making skills. He/she should be goal oriented to achieve business goals and objectives. He/she should have strong interpersonal communication skills and should be able to handle pressure situations. (bestsampleresume.com 2024)

Conclusion 
In conclusion, I can now see that I and no idea of the versatile skillset and knowledge needed to be success full in this job role. As “successful hospitality managers require a range of technical knowledge and skills, a versatility that is rarely required in other industries at least at the start of the management career.” (Wood, 2013) With this in mind I will aim to absorb as much knowledge and experience from my placement to develop this skill set going forward. I felt I have been given adequate training and support throughout this placement and I have been “progressively developed rather than overwhelmed” (ASET 2017)

Action plan
From the experience of shadowing the guest's services manager Kacper Warakomski, I will aim to improve interpersonal skills by asking management the for the hotel policies and any other job specific knowledge, so I can be more confident and assertive during these customer interactions. Also, to practice these types of situations and interactions with managers and colleagues in a bid to improve my job performance.
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