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Introduction
The Ibis Bradford Shipley, a midrange hotel within the Accor Group brand, is an ideal case study of operational efficiency through the Front Office division, the core centre through which guest contacts are made, from check-in to reservation to the handling of complaints (Accor Group, 2025). This division has the dual pressures of keeping to budget-sensitive service standards while keeping satisfaction high—a balance essential to the hotel's market positioning within a highly competitive market. Throughout my 10-week placement, I accompanied the Front Office Supervisor to deconstruct the complex relationship between administrative precision and the creation of memorable guest experiences. The core aim was to centre my research around three interconnected themes: the fine-tuning of conflict handling techniques through the use of Ibis’s “Heartist” ethos, where empathy and creativity are the keys to successful service recovery; the fine-tuning of the ability to dynamically prioritise during periods of highest volumes, like during the peak check-in times; and the decoding of successful supervisory techniques to motivate teams within an industry plagued by staff turnover. As a framework to organise this reflective analysis, (University of Cumbria, 2020), a framework that supports systematic analysis through the progression from description to the analysis stage, was used. Theoretical frameworks like Herzberg's Two-Factor Theory (1959), which separates the distinction between hygiene factors and the motivators of satisfaction within the workplace, were also used (Herzberg, Mausner, and Snyderman, 2011).  These frameworks allowed me to place my practical observation within the framework of established concepts within the literature to enable the connection to be made from the classroom to real-world challenges within the hospitality sector.






Learning objectives:
· Enhancing proficiency in conflict resolution and guest service protocols.
· Developing task prioritisation skills in high-pressure environments.
· Understanding supervisory responsibilities in team coordination and performance monitoring.
Reflection on Experience and Personal Development
Description & Feelings
We experienced a double-booking malfunction during Week 4 where five guests were left unaccommodated during a fully booked weekend. The supervisor immediately invoked Ibis's crisis protocol: relocation to the next-door Novotel, issuing free breakfast vouchers, and apologising face to face (Accor Group, 2025). While I was taken aback at how professional they handled it, I was anxious about doing the same myself.

Evaluation & Analysis:

This incident highlighted the necessity to be proactive in problem-solving and brand-centred guest recovery. The supervisor's calm demeanour reassured customers consistent with the intention of Ibis to "make moments matter." The overbooking incident also highlighted the systemic breakdown within the reservation auditing system of the hotel (Ciapponi, 2019). 

Revisiting my learning path, studying Service Operations Management (Level 5) had placed a strong focus on contingency planning, but observing real-time decision-making made me appreciate the balancing of cost restrictions (e.g., moving guests) with reputation. Herzberg's Two-Factor Theory (1959) further enlightened me regarding how the hygiene factors (e.g., flawless bookings) and the motivators (e.g., guest appreciation) affect the morale within the team (Herzberg, Mausner, and Snyderman, 2011). 

Critical Analysis of Work-Based Skills and Technical Knowledge
The Front Office's dependence on the Opera Property Management System (PMS) highlighted the importance of technical skills (Kuok, and Wai, 2024).  For instance, producing daily occupancy reports necessitated a quick navigation of Opera's interface, a task I initially found challenging due to its intricate design. Nevertheless, through consistent practice and constructive feedback from colleagues such as a suggestion regarding shortcut keys, I was able to enhance my efficiency by the sixth week (Fida, et al.  2020). 
Effective communication also played a vital role. In a staff meeting, the supervisor employed SMART goals to set clear expectations, aiming to reduce check-in times to under three minutes (Projektron, 2024). This initiative fostered accountability and led to a 20% decrease in guest wait-time complaints within a fortnight. This experience reinforced the notion that “empowered employees drive service excellence,” as articulated by (Lashley, 2012) since frontline staff was given the authority to address minor issues independently.
However, occasional breakdowns in cross-departmental coordination hindered operations. For example, delays from the housekeeping department disrupted room preparation. 










Reflection on Organisational Issues
A key issue that was identified within the operations of the hotel was miscommunication between the night shift and the morning shift which led to inaccuracies in the guest requests such as unmade wake-up calls. This miscommunication led to dissatisfaction among the guests, seen through a guest missing an early morning meeting due to the wake-up call not going through, and then posting a poor review on TripAdvisor. The problem also led to conflict within the team internally, with the morning shift blaming the night shift for poor handovers that led to a lack of trust within the team (Simply Psychology, n.d.).

Two chief solutions to this problem were proposed. First, the utilisation of standard handover shift templates within the Opera PMS electronic checklist would ensure seamless continuity and structured communication, aligned with Adler’s (2019) findings about successful organisational communication. Second, cross-training workshops where staff would rotate through different shifts would generate empathy and lower a culture of blame (Yumpu.com, 2021). Despite the hotel responding by introducing 10-minute shift briefings each day during Weeks 6 to 10, my additional recommendation to automate handovers via the Opera PMS—an efficient low-cost improvement—has yet to be implemented.










Conclusion

The 10-week supervisory shadowing placement at Ibis Bradford Shipley was an eye-opening experience to the complexity of the nature of hotel administration within the midscale hospitality sector. Perhaps the most valuable learning was the pivotal role played by integrated technical systems such as Opera PMS to guarantee operational efficiency. While theory learning about the latter is crucial, this placement underlined that expertise calls for conscious, practical participation, and advocates experiential learning (BROTHERTON, 2001). Also revealing was the finding that empathy and flexibility under crises are not secondary to procedural knowledge but are instead pillars that support efficient service delivery. This dichotomy resonates with the (Lashley, 2012) theory that advocates empowered staff that balance technical knowledge with emotional intelligence. Also, observable was the constant breakdown in communications during shift handovers that underlined systemic weaknesses theory when organisational silos undermine team cohesiveness and service delivery. Together, these lessons reinforce that the midscale hospitality sector is based upon balancing cost-economy with guest-centredness balance that calls upon both strong systems and human-centred leadership. This placement has cemented my aspiration to work towards supervisory ranks where such balance is crucial (Google Books, 2025). 









Action Plan

To turn these lessons into real professional growth, I’ll be focusing on a few key strategies over the next year:
1. Technical Skills: I plan to get certified in Opera PMS by the third quarter of 2025. This will help me dive deeper into property management systems and use data analysis to better predict occupancy and manage resources (Kuok, and Wai, 2024). 
2. Team Collaboration: I’m suggesting we have bi-weekly "huddles" across departments, inspired by Adler and Gundersen's communication models. This will help us tackle workflow issues and promote a culture of sharing information among the Housekeeping, Front Office, and Revenue Management teams (Simply Psychology, n.d.).
3. Self-Reflection: I’ll be using Gibbs' Reflective Cycle every two weeks to think critically about workplace challenges, keep track of my skill development, and explore mentorship opportunities. This reflective practice aligns with my goal of stepping into a junior supervisory role by 2026.
4. Soft Skills Development: I’m planning to attend a conflict resolution workshop approved by the Institute of Hospitality. This workshop will use scenario training to help me handle overbooking and guest recovery, enhancing my ability to deliver Ibis’s “Heartist” concept even under pressure (Kandampully, and Dwi, 2000). 
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