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The reflection is done here to have a realisation of the learnings gained from doing certain duties in the hotel during my placement program years. I am doing the placement program in IBIS London Elstree Borehamwood. The reflection is done using Kolb’s Reflective Model and helps in gaining knowledge of the experiential learning cycle that one participates (Wijnen-Meijer et al., 2022). The hotels in which I have experienced the practical ways in which hospitality services are given have helped me to generate skills in managing housekeeping operations as well as how guests need to be communicated with. There are provisions of room services and breakfast is also given to people as per their personal preferences so that satisfaction is achieved. In-Room amenities are provided such as beverages and also there are 24/7 hospitality services. We welcomed the guests with a broad smile and helped them in doing the check-ins. The reflective report has helped in realising the practical experiences and learnings from hands-on training received while working in the hospitality sector units and also helped me to identify the skill sets that need to be improved. From the experience of working in the hotel in London, I have learned how housekeeping services are provided and ways to work under pressure by prioritising tasks. 
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The first phase is explaining the experience that I have gained over different phases of the placement program and I discussed about this with Steven Lobo (Team Leader at IBIS London Elstree Borehamwood). For example, I have learned about the housekeeping roles that I need to perform while working in a hotel and involves bed making skills along with cleaning the room. These operations are performed well by me in my previous placement year program and it has helped in doing the same role in current year while I worked in IBIS London Elstree Borehamwood. I have experienced serving guests coming from different parts of the globe and staying in the hotel. This requires cross-cultural practice to be implemented in reality which I have learned in theory so far. According to cross-cultural practice, there is need of showing equal respect to all people and value them due to their expertise or value-added rather than judging them on basis of ethnicity, cultural background, region, gender, sexual orientation (Warren, 2017). 
I have learned to prioritise time management skills and are able to divide the entire day’s task into different parts.  This started from serving the guests with food and beverage they ordered. I have identified that hotels nowadays are providing healthier food options by having more plant-based meals. IBIS London Elstree Borehamwood does so, however, there is need of having more emphasis on the same. This is alignment with the triple bottom line theory and CSR roles are performed by the hotel. According to Tripple Bottom Line (TBL) approach, a business in hospitality sector such as hotel need to make sure that planet earth is taken care of as well as community people and profitability which is the bottom line (Goh et al., 2020). In this context, I have identified that by having more plant-based healthier alternatives the guests are given quality food option and also there is less harm provided to the environment as carbon sequestration odes not happen due to less breeding of cattle for having beef supplies. 
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I have observed the ways in which hotels operate in UK and extent to which one need to perform efficient role while serving people in F&B (Food & Beverage) department of a hotel. According to the Gap Model of Service Quality, there is need of generating feedback from guests regarding the extent to which services provided are far away or exceeded the expectation level (Zhao, 2024). This I have learned to do in reality while serving people coming in hotels through asking for feedback on taste of food after 5-10 minutes of serving them. This has helped me to gather almost real-time feedback and I have observed to be improving the customer satisfaction. This is due to reason that immediate adjustment in tastes can be done by catering to the needs (Özdemir, Çolak and Shmilli, 2019). I have observed that this leads to fulfilment of one type of marketing and that is to spread Word-of-mouth regarding the service quality of the hotel. It least consideration of guests coming at the hotel to be considered as important assets for spreading the promotion of hospitality services and leads to improvement in brand image (Ali et al., 2021). 
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From the experience gathered, I have learned how to provide efficient guest experience by making them feel comfortable during check-ins. There are certain roles that I need to perform such as welcoming the guests as soon as they arrive and ask about their journey till hotel from airports or the nearest subway station platform. For this, I have learned different languages and further I need to gain competency in these languages so that guests can be made comfortable through initial interactions. According to Kotler’s Theory of customer satisfaction, it is considered as a direct result of perceived service or product quality against the value delivered to customers (Zhao, 2024). As receptionists working in hotel, it is the sole responsibility to ensure that the first impression created is of high value (Darmawan, 2019). From this year training, I have gained the skill set of guest service skill from working in a reception. This involves attaining urgent booking calls from travellers and making sure that their queries are listened with patience. I need to improve my verbal communication skills and develop practical knowledge so that customer queries are resolved in quick time period. 
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There are certain aspects that need to be improved in the next time based on the experiences that I have heard of my peers going through the placement program. For example, one of my peers as well as I have learned that chemical handling needs to be done by housekeeping staffs in a careful manner and inspection team must ensure that all chemical containers are labelled property. However, on some instances, we both have found that certain chemical containers are not kept as per standard protocols and are left open as well as unlabelled. It increases the risk of health hazards and hence, there is need of making sure before attaining the housekeeping duties that the chemicals in use are known properly beforehand (Lin et al., 2021). One of the good aspects that I have learned is that IBIS London Elstree hotel takes care of the availability of PPEs for their staffs and also trains them for gaining knowledge of how to clean different equipments in a safe manner. As per my peer’s feedback, this was lagging at times as per his experience of playing the same role in hotel placement program. In such cases, peers need to learn by engaging in role-play activities and develop skills of working with different equipments in a safe manner. 
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I have learned from engagement in the practical experience that in a hotel sector, there is need of having quick problem-solving skills. This I have shown in some instances, however, there is need of improving more of this skill and will come with gaining of the operational skills. I am learning how to do serve guests having different requires of food and beverages as well as know about their experience from staying in the hotel. The experience in the IBIS London Elstree Borehamwood has helped me to learn housekeeping skills such as dusting, mopping, vacuuming as well as be more organised. 
I have identified that there is need of developing more technical knowledge of how to clean sophisticated equipment and be able to solve the customer complaints regarding housekeeping services quickly. For this, I need practice different housekeeping responsibilities during my tenure with IBIS London Elstree Borehamwood. There is also need of making sure that guest service experiences are improved and this will happen only through developing soft skills such as active listening as well as having immediate problem-solving expertise by showing critical thinking abilities. It is recommended that the hotel can implement large-scale sustainability measures by having the operations done with help of renewable energy sources. In terms of food and beverage (F&B), there can be improvement achieved by making more healthier food options based on plant-based meals. 
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