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[bookmark: _Toc168010402]Introduction
[bookmark: _Toc168010403]In this Student Learning Log for BA International Hotel Management, I write about my work experience at the Hotel Ibis Stratford in London. Kolb's Learning Cycle will help me figure out how far I have come in customer service, with a focus on the front desk or welcome area. The report will use relevant books to take a close look at technical knowledge, work-based skills, organisational problems, and plans for the future. The goal of this thoughtful practice is to help me get better at managing customer service for visitors.
Overview of Hotel's Guest Service Operation
[bookmark: _Toc168010404]As per All.com (2024) the Hotel Ibis Stratford, London's front desk, laundry, fitness centre, and meetings and events handling are all good. The hotel's image is built on providing excellent customer service and a smooth stay.
Learning Objectives for the Placement
1. To understand the operational dynamics of the reception/front office department.
2. To gain insights into the importance of communication, teamwork, and task management.
3. To develop technical knowledge required for managing guest service operations.
4. To critically analyse and reflect on personal and vocational development.
[bookmark: _Toc168010405]Section 1: Reflection on Experience and Personal Development
While I was at the Hotel Ibis Stratford, I got to watch the superintendent run the front desk and lobby. In this job, you had to answer questions, solve problems, and check guests in and out. These events helped me learn more about how to provide excellent guest service and made it possible for me to use Kolb's Learning Cycle to my own reflective practice.
1. Concrete Experience: My main duties were to talk to guests, handle their requests, and make sure that the check-in and check-out process went smoothly. One big problem was taking care of a guest's room when they arrived and it was not ready. For the guest's comfort and the room's preparation, problems had to be solved quickly and clearly.
2. Reflective Observation: After thinking about what happened, I realised how important it is to work together and communicate clearly. Because housekeeping and front desk staff were not giving real-time information, rooms were not available when they were supposed to be. This communication gap showed how important it is to improve cooperation and the flow of information more quickly. Going forward, Gogoi (2020) says that better communication in hospitality management is necessary to improve service and visitor happiness.
3. Abstract Conceptualization: I was able to comprehend the incident's implications as a result of my academic background, particularly in the areas of collaboration and communication in service delivery. The operational efficiency and client satisfaction of hospitality personnel are enhanced by their coordination, as per Sihombing (2024). I came to the realisation that formal communication channels and regular briefings were necessary to prevent such challenges.
4. Active Experimentation: Following this idea, I suggested and set up a daily front desk-housekeeping briefing to give real-time updates on the state of each room. Van Assen (2021) stresses how important it is for service businesses to keep improving and getting feedback, which supports this proactive approach. This method greatly reduced similar events, which made the team more motivated and visitors happier.
This way of reflection helped me improve both my practical skills and my theoretical understanding from school. Putting theoretical information into practice is an important part of learning how to provide good guest service. According to Griggs et al. (2018), reflective practice helps people learn and grow by connecting theory and practice.
[bookmark: _Toc168010406]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _Toc168010407]I learned technical skills and how to handle customer service at the Hotel Ibis Stratford. It was important to work together, communicate clearly, and solve problems. The front desk and cleaning staff had to work together smoothly so that they could meet customer needs and keep up the quality of service. According to Lu et al. (2015), how well hotel management communicates affects both the level of service and the happiness of guests.
To handle guest check-ins and check-outs, bookings, and questions properly, it was necessary to learn how to use hotel management software like Opera PMS. Learning how to use these technologies improved the experiences of passengers by speeding up processes and cutting down on wait times. ASET (2017) says that being good with technology in the hospitality business improves operational efficiency and guest satisfaction. Health and safety rules had to be understood and followed to make sure the safety of both customers and workers, which is an important part of guest service. Magasi et al. (2022) say that following the rules is important for the health and safety of visitors and the level of services. Having both technology and work-related skills is important for providing great customer service to visitors. By using these skills and information during my apprenticeship, I saw for myself how useful they are in the hospitality business.
Section 3: Reflection on Organisational Issues
At the Hotel Ibis Stratford, I dealt with a serious situation when a guest complained about having to wait to check in because their room was not ready. This case showed how important it is for departments to work together and talk to each other. The delay brought to light problems with operational processes and the experience of guests.
1. Impact on Department Performance: The event made the hotel less effective and caused front-desk service to be delayed. In accordance with Bungatang and Reynel (2021) visitor happiness depends on how quickly and reliably service is provided.
2. Possible Solutions: Putting in place a system that updates room status in real time and holding regular talks between the front desk and housekeeping could ease these worries. According to Johnston et al. (2012), Total standard Management (TQM) focuses on solving problems before they happen and making improvements all the time to improve the standard of services.
[bookmark: _Toc168010408]The hotel may be able to reduce these problems by using technology and improving contact between departments. Furthermore, Bani-Melhem et al. (2021) stress how important good service is. To make guests happier when there are delays, teaching staff how to talk to and understand guests will help them feel better.
Section 4: Future Action Plan
After my job at Hotel Ibis Stratford, a plan was made to help me get better at technology and work. The goal of this plan is to help me grow personally and professionally by focusing on areas where I can do better. Technology skills, the ability to solve problems, and time management all need to be improved. Communication and teamwork will also be used to make sure that things run smoothly and that guests are happy.
	Improvement Area
	Action Steps
	Timeline
	Expected Outcome

	Conflict Resolution
	Attend workshops on advanced communication and conflict resolution.
	3 months
	Enhanced ability to handle guest complaints and conflicts.

	Time Management
	Implement time management techniques and tools to handle peak hours efficiently.
	2 months
	Improved efficiency and reduced delays in service delivery.

	Technological Proficiency
	Stay updated with the latest advancements in hotel management software and participate in relevant training sessions.
	Ongoing
	Increased proficiency in using hotel management systems.

	Communication
	Conduct regular briefings and feedback sessions with team members.
	1 month
	Improved inter-departmental communication and coordination.

	Teamwork
	Participate in team-building activities to strengthen collaboration.
	2 months
	Enhanced teamwork and cooperation among staff.



[bookmark: _Toc168010409][bookmark: _GoBack]These endeavours will help me grow as a professional and give me the skills I need to become a leader in the hospitality business. Akdere and Egan (2020) say that to keep up with the competition and maintain high standards of customer service, people must keep learning new things and improving their skills.
Conclusion
When I worked at the Hotel Ibis Stratford, I learned the technical and practical skills I needed to manage guest services. Through reflective practice and Kolb's Learning Cycle, I was able to find ways to improve and make a plan for my career growth. Putting together theoretical knowledge with real-world experience has shown how important it is to keep learning and changing in the hospitality business. This training has given me the skills I need to handle the duties and problems that come with working as a passenger service worker.
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