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Figure 1: Photo and location of ibis London Thurrock M25
(Source: Travel Weekly, 2025)
According to an article published by Travel Weekly (2025), ibis London Thurrock M25 runs on a streamlined administrative system, which allows for smooth day-to-day operations. The hotel's administrative team handles reservations, guest services, and financial processes while adhering to health, safety, and hospitality standards. Leveraging technology for booking and other operational activities ensure high customer satisfaction levels (Travel Weekly, 2025). The team pays close attention to optimising workflows, supporting marketing efforts, and delivering exceptional service in order to uphold the hotel's reputation as a reliable and welcoming destination.
[bookmark: _Toc188883862]1.2 State the learning objectives for the placement within the department
· Gain hands-on experience in hotel administrative operations, including reservations, financial processes, and guest service coordination
· Develop proficiency in hotel management software for booking and revenue management
· Enhance problem-solving and critical thinking skills in addressing operational challenges
· Improve communication and teamwork for seamless interdepartmental collaboration
· Understand compliance with hospitality health, safety, and industry regulations
· Apply theoretical knowledge to real-world hospitality administration practices
· Strengthen time management and task prioritisation skills in a fast-paced environment
[bookmark: _Toc188883863]2. Section 1: Reflection Experience and Personal Development
Definition of Gibbs Reflective Cycle: 
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Figure 2: Gibbs Reflective Cycle 
(Source: The University of Edinburgh, 2024)
Gibbs's Reflective Model is a dynamic and illustrative model that expresses one's experience through a particular learning module (The University of Edinburgh, 2024). This helps someone deal with critical learning areas that could be improved during practice. Focusing on this aim of the module, six factors are evaluated, such as description, feelings, evaluation, analysis, conclusion, and action plan. 
[bookmark: _Toc188883864]2.1 Description 
Being in a back-office client placement supervisory position at Ibis London Thurrock M25 means, I have been exposed to this hotel's administration. As a supervisor in client placement, the shadowing experience brings with it firsthand experience in coordinating seamless guest service operations and an account of monitoring the booking system as well as daily financial reconciliation and inter-departmental communication. The experience highlighted the importance of work-based skills, such as communication, time management, and problem solving, in meeting guest service standards. For instance, I saw how the supervisor's ability to quickly address guest inquiries, manage staff schedules, and resolve operational issues contributed to high service quality.
Moreover, I was able to expand my technical knowledge, especially about the Hotel Management software Opera and justified how revenue reports are dealt with. This understanding of the way the tools were used to optimise occupancy and financial accuracy was something that showed the need for technical proficiency in back-office roles. This exposure emphasised that guest satisfaction is founded upon solid administrative fundamentals. Engaging with these procedures actively helped me appreciate the competencies required to operate hotels properly and their impacts on achieving service excellence.
[bookmark: _Toc188883865]2.2 Feelings 
During my client placement, I was highly excited and slightly apprehensive however, the back office role as client placement at Ibis London Thurrock M25 could be a big challenge. Even though I obtained theoretical knowledge from college, it is hard to execute it in actual practice. Overtime, my confidence grew and my communication with teamwork skills through working with co-workers stimulated at a dynamic rate. It was critical to manage tasks and details appropriately, hence great accomplishment when these skills kicked in to ensure a seamless operation. My previous experience helped me adapt more profoundly, particularly deepening my understanding of guest services and administrative excellence.
[bookmark: _Toc188883866]3. Section 2: Critical analysis of work-based skills and technical knowledge 
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During my shadowing experience at Ibis London Thurrock M25, I realised the critical importance of work-based skills and technical knowledge in the management of hotel administration. Communication was particularly the most essential skill, as I noticed how timely information-sharing guarantees smooth coordination between departments. For instance, effective updates regarding guest arrivals ensured avoidable inconveniences and successful delivery of services. Teamwork was just as important, which I leant while working at the back-office with people from diverse background. I noticed how collective problem solving, such as addressing last-minute booking discrepancies, minimised errors and maintained guest satisfaction.
From a technical point of view, learning hotel management systems, such as Opera, was helpful. Such tools automate the administrative processes of managing reservations, generating revenue reports, and tracking guest preferences (Kumar, 2021). Without knowing how to operate these systems, efficiency in operations would likely be affected, and consequently, service quality would suffer (Fu, Zheng and Wong, 2022). Additionally, I learned task management, applying a keen sense of prioritising tasks to strike a balance between routine and urgent requests. For instance, reading the daily reports while attending to guests' complaints demanded flexibility and concentration.
The shadowing experience allowed me to reflect on the integrated nature of skill and knowledge application in hotel administration. Considering Schön's Reflection-in-Action, I have come to understand the applicability of practical solutions within the context of action while observing live outcomes. Reflection-on-action further deepened my appreciation, as I reviewed specific moments to clarify what worked or what did not. This reflective process heightened my technical abilities and confidence levels and prepared me for the dynamic nature of hotel administration (Cattaneo and Motta, 2021).
[bookmark: _Toc188883868]4. Section 3: Reflection on organisational issues
[bookmark: _Toc188883869]4.1 Analysis 
During my client placement operation, I noticed an organisational issue in the back office and front office team at Ibis London Thurrock M25 where updates were sometimes misaligned with each other, and it resulted in the overbooking of rooms on several occasions. Guests were unhappy and operations were delayed. The problem affected the department's performance as it added more workload for correcting the situation, and service quality was affected by the hotel because guests got frustrated with the unmet expectations.
Through applying Systems Theory, the breakdown in communication points out the interconnected processes within an organisation (Daniel et al., 2022). Communication is a feedback loop that ensures information flows smoothly between departments, which is critical for guest satisfaction. According to Galanakis and Peramatzis (2022), Herzberg's Two-Factor Theory also applies because the lack of proper communication and clarity negatively affects employee motivation as well as overall efficiency.
This problem can be solved by introducing a centralised communication system, like a shared digital platform, which would enhance interdepartmental coordination. Regular team briefings and cross-departmental training could also promote better collaboration, thus enhancing both guest service and operational performance.
[bookmark: _Toc188883870]5. Conclusion and Action Plan
[bookmark: _Toc188883871]5.1 Conclusion 
From the above analysis, the communication challenges at Ibis London Thurrock M25 highlighted the importance of cohesive departmental collaboration. Implementing a shared communication tool, like a centralised booking system, could streamline operations. As opined by Stein (2023), regular cross-departmental meetings and training sessions based on Tuckman’s Team Development Model could foster better teamwork. These solutions offer practical learning opportunities, enabling staff to enhance communication and operational efficiency, ultimately improving guest satisfaction and overall performance.
[bookmark: _Toc188883872]5.2 Action Plan
	Objective
	Action
	Resources
	Duration
	Success criteria

	Improve communication skills
	Attend communication workshops and practice active listening during meetings
	Online courses, workshops
	3 months
	Clear, concise, and confident communication in tasks

	Enhance technical knowledge
	Take advanced Opera system training
	Hotel-provided training, manuals
	2 months
	Proficiency in using Opera for efficient operations

	Strengthen interdepartmental coordination
	Attend cross-departmental team-building activities
	HR support, collaboration tools
	1 month
	Improved collaboration and reduced operational errors



Table 1: Action Plan
[bookmark: _Toc188883873]6. Summary
It can be concluded that my placement at Ibis London Thurrock M25 provided me with very fundamental insights into hotel administration, improving my work-based skills and technical knowledge. Observing a supervisory role such as client placement highlighted key factors such as good communication, teamwork, and efficient operational systems, thus preparing me for the practical experience that a hospitality manager would require.
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