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Brief overview of Ibis Nottingham Centre
Ibis Nottingham Centre is a 2 star hotel in Nottingham, the UK. It is located at the prime location in the city centre (Ibis Accor, 2025). The administrative operations of Ibis Nottingham Centre include the monitoring of the day-to-day activities such as food and beverage services, front office and reception. 
The learning objectives 
· To develop time management skill in order to be efficient enough in providing breakfast and reception services. 
· To develop task management skills to tackle the issues that occurs in the complex environment of the hospitality industry. 
[bookmark: _Toc191050590]Section 1: Reflection on Experience and Personal Development
Description: This is the first stage of the Gibbs reflective cycle, which describes what happened, when and who was involved, and the result (Talawanich and Wattanacharoensil, 2021). While working as a receptionist and monitoring the breakfast department, I recognised many skills and gaps I needed to develop. The skills I developed and determined while working as an intern in the hotel industry is communication, problem-solving, customer service and organisational skills. 
Feelings: The work based skill which I developed is problem-solving skills during my academic journey while completing my complex projects. Work based skill such as problem solving skill is important for a receptionist as it helps identify guest issues promptly, determine solutions to solve the complaints proficiently, and thus adapt to unpredictable situations (Xing et.al 2023). I also felt that I had built a strong knowledge of hotel operations within me, which can help me experience immense career growth in the future. 
Evaluation: This is the third stage of Gibbs, under which it describes what was good and bad about the experience (QAA, 2018). While practising at Ibis Nottingham Centre, the good aspects were that it is a 2-star hotel, which provided me with immense knowledge of how to deal with guests during peak times, handle breakfast services and fulfil the food demands of various customers at one time. Moreover, the bad experience was a lack of task management, which resulted in poor coordination among department staff, which overshadowed my skill. 
Analysis: The technical knowledge I developed while practicing at Ibis Nottingham Centre is computer skills and hotel software. The importance of technical skills within the hospitality sector is that it helps an individual provide smooth and fast services to their guests (Hagg, 2013). Developing these skills has immensely contributed to my knowledge of hotel bookings and billing systems. The vocational development which I gained within me from previous placement was practical training. This eventually helped me in gaining emphasis on the practical world application such as room service, check-in, food presentation etc. 
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Work-based skills are defined as skills learned through work experience that is useful for attracting jobs and working efficiently (ASET, 2017). Bardi, (2010) stated that work-based skills and technical knowledge lead to increased guest satisfaction, prompt service, smooth operations and attention to detail. Work-based skills such as effective communication, problem-solving, teamwork, and adaptability directly impact the guests' satisfaction. Work-based skills and technical knowledge influence guest satisfaction, operational efficiency, teamwork and adaptability. However, Casado, (2012) opposed that lack of work-based skills can also sometimes result in poor service delivery in the hotel industry. In addition, an individual can also face difficulty in front desk operation, such as the inability to handle the check-in/check-out operation efficiently, thus leading to a poor guest experience. 
The work-based skills I identified during my practice at Ibis Nottingham Centre were communication, customer service, and property management systems (PMS). Communication skills are very relevant as they help understand the guests' needs and issues related to booking or breakfast (Talawanich and Wattanacharoensil, 2021). Moreover, customer service skills helped me actively listen to guest requests, thus providing personalized service and experience to guests. The technical skill I developed while working was using property management system software. For example, during the peak season at Ibis Nottingham Centre, I handled all the operations associated with booking, attending to guests, and providing breakfast. I provided fast and efficient service to the guests because I have knowledge of technical skills in using PMS. 
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The organisation issue identified at Ibis Nottingham Centre was occasional communication breakdowns between departments (Tripadvisor, 2025). This situation is where information or updates are not effectively shared between various departments within an organisation. This eventually results in misunderstanding among the employees, inefficient workflows, and delays and thus results in poor customer experience. This issue had a very negative impact on the entire organisation as it affected their operational inefficiencies, misinformation and errors, decreased collaboration, customer dissatisfaction, low employee morale and silo mentality. It affected the department's performance, as the tasks were regularly repeated; crucial details were overlooked, resulting in workflow inefficiencies. In addition, a lack of clear communication results in misunderstanding and inaccurate information, leading to errors in decision-making (Xing et.al 2023). 
This issue also impacted my working experience. It was the first time I encountered this type of mismanagement within an organisation, which ultimately increased my problem-solving skills. Still, I also determined that I lack task management skills. This issue could be resolved by implementing systems theory within the hotel. It helps an organisation convert complex systems into simple ones by interconnecting the different departments with regular feedback and exchange of information (QAA, 2018). Moreover, open communication and encouraging open feedback also result in transparency within the departments and thus could help in resolving the issue. At the time of the issue, Ibis Nottingham Centre took two initiatives to mitigate the issue, i.e. established clear communication channels and leadership involvement. This addressed the issue at that time on a temporary basis and ensured consistent service delivery to the customers. 
[bookmark: _Toc191050593]Conclusion and Action Plan
Conclusion: It is concluded that I experienced various feelings while working at Ibis Nottingham Centre. Practising in this hotel helped me understand how to tackle guests during peak season and how to manage their demands during breakfast. I learned this as the hotel is huge and welcomes many customers daily. From this situation, I also determined that I need to improve and develop some skills within me, such as task management skills. In addition to this, I also experienced the need to enhance my time management skills. I decided this while working in the complex environment of the hotel industry. An individual needs to have excellent management skills to handle guests, especially in providing food-related services such as breakfast. Developing these skills will indeed contribute positively to searching for a better job in the future.  
Action plan: 
	Goals
	Action Steps
	Resources
	Time

	Task management skills
	Identifying and breaking down large tasks.
	Using task management tools
	1 month

	Time management skills
	Creating a daily schedule, prioritizing task and setting realistic deadlines (Hagg, 2013). 
	Using time management tools
	2 months 


The main goals that I need to achieve are task management, teamwork, and time management skills. The action steps that an individual must follow to develop task management skills are identifying and breaking down complex and large tasks. This can help in understanding which task needs to be performed first. Moreover, using task management tools as a resource is handy as it helps track tasks promptly (Casado, 2012). The time required to develop this skill is 1 month. Another goal is to build time management skills, which are very useful for ensuring efficient delivery of services within the hospitality industry. This can be achieved by creating a daily planner, prioritizing and setting deadlines for each task. By using a time management tool as a resource, this goal can be attained within 2 months.
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	Brief overview: Ibis Nottingham Centre is a hotel in the UK and the area of administration in which I work within this hotel is associated with reception and breakfast department. The main task is to attend guests proficiently and ensuring timely delivery of breakfast. 

	Model: Gibbs Reflective Cycle
Description: The skills which I determined were communication and problem-solving. 
Feelings: I felt that I had built a strong knowledge of hotel operations. 
Evaluation: The bad experience was a lack of task management.
Analysis: I analysed that I also developed technical knowledge. 
Conclusion: The need to enhance my time and task management skills.
Action plan: Time and task management skills can be developed within 1 and 2 month respectively. 

	Learning objectives: 
· To enhance the task management skills and time management skills in order to tackle the operational issues. 

	Future action plan: The future action plan is to develop time and task management skills by using proper action steps and resources. 
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