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Introduction
Working at the Reception/Front Office Department of the Ibis London Barking Hotel gave me valuable insights into the inner workings of hotel operations and this gateway to guest experiences became a platform for me to delve into and comprehend the complexities of delivering exceptional guest service from the front line. With a strong emphasis on understanding the operational dynamics of the front desk, improving my communication skills, and applying my academic knowledge to real-life situations, I was prepared to embark on my journey and this placement provided a well-rounded understanding of the intricacies involved in making a positive first impression, ensuring guest satisfaction, and efficiently managing front desk operations at a hotel. (Kasavana, 2014)



Gibbs Reflective Cycle
Description 

Throughout my role shadowing experience at the bustling downtown hotel, I found myself fully immersed in the dynamic realm of hospitality so, from the very start, I have been fully engaged in a wide range of tasks that are crucial for the smooth operation of a hotel's front desk. I had the chance to warmly welcome guests, manage their bookings using our state-of-the-art reservation system, and promptly address their different inquiries with a blend of professionalism and personalised care and every interaction provided a valuable insight into the importance of front desk operations in shaping guest perceptions and experiences, showcasing the art of hospitality. Every action, from the check-in process to handling special requests for room amenities, was carefully executed to prioritise guest satisfaction while by actively participating in daily operations, closely observing seasoned professionals, and taking on my own responsibilities, I gained valuable insights into the vital role that front desk staff play in crafting a memorable experience for guests. (Sinek, 2014)

Feelings 
The journey was equally dedicated to personal growth and professional development so, at first, I experienced some hesitation when thinking about interacting with people from different backgrounds. Being the hotel's initial point of contact can be quite overwhelming, especially when considering the diverse needs and expectations of every guest but however, as I went about my daily routine, my initial unease gradually transformed into a wellspring of confidence. This evolution was a result of my growing expertise in managing a variety of guest interactions, from the straightforward to the complex and I have honed my abilities to actively listen, respond with empathy, and take decisive actions. (Buhalis & Crotts, 2013). The support and guidance from my mentors were instrumental in this transformation, turning what initially appeared to be a challenging position into an incredibly rewarding one while witnessing the radiant smile of a guest or receiving genuine appreciation became my daily source of inspiration. (Sigala & Marinidis, 2012)

Evaluation
I showcased my exceptional skills by effortlessly manoeuvring through the unexpected challenges that often arise in the hospitality industry and a uccessfully resolving guest concerns, particularly in difficult situations such as overbookings or addressing complaints about room satisfaction, led to the most rewarding experiences. These situations required a thoughtful and clever approach to problem-solving while every solution was meticulously designed to cater to the unique needs of every guest, ensuring that their stay was not only saved but elevated into a genuinely positive experience. These examples of turning potential dissatisfaction into expressions of satisfaction underscore the importance of being resilient and adaptable in this role as it was a powerful reminder of the significant impact that the front desk staff can have on a guest's overall experience during their stay. (Brown, 2012)

Analysis
After careful consideration, I have come to realise the significance of effective communication and understanding in the hospitality industry and ghe parallels between my role at the hotel and the concepts explored in scholarly research on providing exceptional service are striking. My previous experience in retail, where ensuring customer satisfaction was paramount, laid a solid foundation for this position but however, the unique challenges and opportunities I faced in the hospitality industry motivated me to deepen my understanding of service dynamics. This role shadowing experience has given me a profound insight into the complexities of hotel management, covering both the hands-on aspects and the interpersonal dynamics that are essential in the hospitality industry and the text highlighted the importance of a memorable stay, which goes beyond luxurious amenities and lavishness. It emphasises the significance of the quality of interactions guests have with the staff and my perspective on the hospitality industry has been greatly influenced, and I now possess the necessary skills, insights, and confidence to embark on a career in this ever-evolving field. (Ivanov & Webster, 2017)

Assessment of Work-Based Skills and Technical Expertise

According to Thiel & Masters, (2014), Having a thorough grasp of the hotel's booking system and being well-versed in the protocol for emergency situations were equally crucial alongside possessing excellent soft skills like empathy and patience as for instance, successfully managing a same-day booking cancellation due to a system error emphasised the importance of possessing both technical expertise and excellent customer service skills.

An interesting incident occurred when a guest expressed dissatisfaction with the view from their room while through effective communication and a proactive mindset, I worked together with the housekeeping and management teams to deliver a room change that exceeded the guest's expectations. This situation emphasised the importance of working together and being able to make quick decisions, in line with theoretical models of service recovery in hospitality. (Barrows & Powers, 2012)

Organizational Challenges

A notable challenge arose when a system outage led to disruptions in the check-in processes during a peak period and during this challenging situation, it was essential to act quickly and maintain clear communication to manage guest expectations and minimise any possible dissatisfaction. The resolution emphasised the importance of being prepared for unexpected situations and being adaptable, as it involved manual check-ins and personalised apologies and these concepts are frequently addressed in crisis management courses. (The Arhinger Institute, 2000)

Future Strategy
Reflecting on my diverse roles in the hospitality industry, I have encountered various operational challenges and guest-related crise as I have gained valuable insights from each of these situations. These experiences have underscored the importance of adept crisis management and a deep understanding of the intricacies of hospitality management systems while recognizing the importance of continuous learning, I am committed to expanding my expertise in these areas through targeted advanced training. This endeavour is centred on gaining new skills and enhancing my capacity to tackle unforeseen challenges with greater efficiency and confidence but also, I highly value the opportunity to leverage the expertise and insights of seasoned professionals in the industry. By consulting with these experts and potentially forming mentorship connections, I anticipate improving my leadership capabilities and taking my customer service skills to an outstanding level and this approach is crucial to my aspirations for professional growth and demonstrates my proactive mindset in becoming a more skilled, perceptive, and influential leader in the hospitality industry. (King, 2017)

Conclusion
The placement at the Ibis London Barking Hotel's Reception/Front Office Department was an enlightening experience that deepened my appreciation for the vital role front desk operations play in guaranteeing guest satisfaction and through the application of the Gibbs Reflective Cycle, I have conducted a comprehensive analysis of my personal and professional growth, and have also devised a plan for future progress. Throughout this journey, my commitment to pursuing a career in hospitality has only grown stronger and my primary goal is to enhance the guest experience through showcasing understanding, technical proficiency, and effective communication abilities.
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