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This learning log looks back at my valuable 10-week Level 6 hotel placement experience at the ibis London Stratford, a mid-scale hotel and relaxed environment with a lot of modern facilities. I was mainly working in the Front-of-House and Guest Services department which is the major centre of guest activities and thus is the key to creating the overall guest experience (Bardi, 2010). The services of this department can be summarized as: a smooth check-in/check-out, effective reservation service, thorough concierge services and quick response to all guest enquiries and requests, to provide a friendly and helpful atmosphere to the guest, during the whole stay.
During this placement, I had set some learning objectives, which I intended to fulfil to ensure that I would gain more knowledge about the operations of serving guests in a hotel as well as enrich my professional skills. To begin with, I aimed to obtain an in-depth grasp of the working process and interdependence among departments of a hotel that is under high load, especially the way Front-of-House mixes with different teams that serve guests. Secondly, my goal was to observe and critically analyse the level of customer service and problem-solving approach used in the guest service operations particularly in times of high demand, so as to learn what is best in customer satisfaction. Lastly, the third goal I had set was to practice and implement improved levels of communication and flexibility in responding to various guest needs and expectations and, thus, be an effective contributor to a positive and uninterrupted guest experience.
[bookmark: _Toc200739303]Section 1: Role Reflection
This part critically evaluates my experiences throughout the placement by referring to Gibbs Reflective Cycle (1988) as a critical reflection model.
· Description of Role: The placement in the ibis London Stratford allowed me to work in an influential Front-of-House and Guest Services support position. My primary duties involved check-in and check-out of guests, reservations, serving as a main contact person regarding general enquiries and carrying out important administrative work. An important part of my daily routine was watching and helping the skilled team to meet various guest demands and solve complaints. This frequently-required decisions to be made on the spot and to closely cooperate with other guest service departments, including Housekeeping and Maintenance, to guarantee a high level of guest satisfaction.
· Feelings & Evaluation: Initially, the energizing rhythm of the front desk, particularly at busy times, was rather intimidating. Nevertheless, I quickly developed an enormous amount of satisfaction with successfully handling tricky guest situations and helping the operations run smoothly. This experience has clearly demonstrated the essential role of great supervisory skills in the area of guest services in terms of keeping the team efficient and making sure that the interactions with guests are positive. The concrete positive influence was evident in supervisors who showed undoubted leadership and decisive problem-solving (Vallen & Vallen Jerome, 2014).
· Analysis: The requirements of a guest service empire are multiple and strong skills are needed to manage a team effectively: the ability to lead the team and delegate the tasks to perform the work efficiently, the skill of communication and cooperation with other departments to coordinate all aspects of the work within the department, the skill of problem-solving and decision-making to solve the problems fast (Wood, 2013). One of the areas of growth that was identified was that I initially hesitate to make proactive decisions when encountering new or complicated guest situations and tend to rely more on observing than taking immediate action (Martin, 2020). 
I was able to see an example of good and poor supervision. Indicatively, a good example was a scenario in which a supervisor was dealing with a guest complaint regarding a late room clean. The supervisor listened to each word, quickly relayed the message to Housekeeping, personally followed up to make sure the room was priority and went out of her way to offer a free beverage. On the contrary, a poor example was a situation where a supervisor did not assign tasks clearly when an unexpected system outage occurred, which caused confusion to the FOH team, and guests had to wait unnecessarily, which reflects failure in leadership and delegation skills.
· Conclusion & Action Plan: This reflection underscores those robust supervisory skills are fundamental to operational excellence and positive guest experiences. Recognising my strengths, I aim to develop greater proactive decision-making and leadership. My action plan includes:
1. Proactively seeking responsibility: Volunteering to manage minor guest challenges independently to build decision-making confidence.
2. Shadowing a supervisor: Dedicating time to observe a supervisor's approach to delegation and conflict resolution in various scenarios.
3. Engaging with case studies on service recovery: To refine my problem-solving strategies and learn from established best practices in guest service.
[bookmark: _Toc200739304]Section 2: Management Performance & Guest Service Analysis
This part gives a systematic review of the performance of management in the ibis London Stratford in the Guest Service Operations and in particular the Front-of-House department and associations with my academic experience.
Bearing in mind the Management & Organisational Behaviour module, the leadership style I noticed dominating in the Front-of-House could only be defined as a combination of democratic and situational leadership. Managers would frequently solicit ideas of the team in the running of daily operations and the schedule to make them (staff) feel a sense of ownership (Casado, 2012). Their style would, however, change to more authoritative and directive in nature during high-stress moments, such as power surges or unforeseen events that would require their swift problem-solving to avert further guest dissatisfaction or inefficiency. This flexibility was mostly successful.
With regard to health and safety, industry standards were considerably met. I also noticed that fire safety measures were taken seriously with clear emergency exits and frequent drills. The level of cleanliness and hygiene throughout the premises and the reception desk area was very high, in accordance with the best practices in the general hotel industry, and the significance of a secure environment to both the guests and the employees. Education on managing medical emergencies of the guests, as well as safe storage of sensitive guest data (data protection principles), also evidenced the adherence to the relevant operational regulations, providing a safe and stable environment of the offered service (QAA, 2018).
The Front-of-House organisational culture was clearly guest-focused and emphasised on good teamwork. It was also characterized by a strong leaning towards colleagues helping one another as well as free interaction with each other (Tewan, 2009). This teamwork culture had a direct impact on the experience of staff and guests; the former felt motivated and this displayed a more enthusiastic and constructive attitude towards the guests. This united effort made sure that problems got solved fast and that the environment was always jovial, which is crucial to the happiness of the guests.
The Front-of-House of the ibis London Stratford was vital in dealing with the expectations of the guests as presented by the marketing of the hotel. To give an example, in cases when the guests came with a certain expectation, formed due to the online description or brand promises, the skills of the FOH team to clearly communicate about services, as well as to manage unexpected requests and perform service recovery (e.g., by quickly resolving the issues and demonstrating empathy), were essential. This made sure that the perceived value communicated in the marketing activities were met and, in most cases, even exceeded the actual guest experience.
[bookmark: _Toc200739305]Section 3: Guest Service Improvement Plan
Guest expectations and subsequent service recovery when unexpected events occur in operations (e.g., system outage, unexpected increase in guest arrivals) are one of the key issues that impact guest service. I found that, although the team was able to manage, such scenarios regularly contributed to an increase in guest anxiety, wait time, and a measurable decrease in satisfaction unless addressed in advance. The problem is paramount since unmet expectations and poor service recovery may severely affect the guest satisfaction that will result in online negative reviews and future business loss, which ultimately affects the reputation of the hotel (Johnston, et al., 2012).
To enhance the guest service experience, I propose a realistic improvement plan with three actionable steps:
· Develop a Digital Communication Protocol for Disruptions: Implement a pre-scripted, adaptable digital messaging system (e.g., via hotel app or SMS) to proactively inform guests about significant operational disruptions upon check-in or as they occur (Buhalis, et al., 2019). This aligns with best practices in transparent communication, managing expectations upfront.
· Empower Front-of-House Staff with Tiered Service Recovery Authority: Grant FOH agents increased autonomy to offer immediate, small compensatory gestures (e.g., complimentary drinks, loyalty points) during service failures. This fosters a 'service recovery paradox' where swift resolution can lead to higher satisfaction than if no problem occurred (Rughubalan, 2009).
· Conduct Regular Cross-Departmental Simulation Training: Organise quarterly training sessions with FOH, Housekeeping, and Maintenance to simulate common disruptions, fostering fluid communication and collaborative problem-solving. This enhances inter-departmental coordination, crucial for seamless guest service (Moir, 2016).
These steps aim to improve guest satisfaction by reducing perceived wait times and increasing feelings of being valued, positively impacting review scores and repeat business.
[bookmark: _Toc200739306]Conclusion
This placement at ibis London Stratford offered invaluable insights into the intricacies of guest service operations within a bustling hotel setting. My initial learning objectives were largely met, particularly in appreciating the operational flow of guest services and applying theoretical knowledge to real-world hospitality challenges.
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