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[bookmark: _Toc198303074]Introduction
At Ibis Leicester City, I realised that the guest service department is responsible for unwavering and efficient hospitality. I was responsible for overseeing the activities in the Housekeeping, Maintenance, Leisure Club, and Meetings and Events departments (Ibis Leicester, 2025). I managed to lead my team and focus on providing consistent, excellent service to everyone. I learned how to set up employees' schedules, monitor the quality of service, and address concerns raised by guests. I built my confidence in using resources and solving problems smoothly and professionally. This helped me realise the significance of staying in contact, cooperating with others, and watching small details. Now, I believe I am qualified for a supervisory position in the hospitality field.
[bookmark: _Toc192676407][bookmark: _Toc198303075]Section One: Reflection on Shadowing a Supervisory Position in the Different Department
The Gibbs Reflective Cycle is designed to guide people through six stages of reflecting on their experiences. It starts with Description, then moves on to Feelings, Evaluation, and Analysis, comes to a Conclusion, and finishes with the Action Plan. It encourages individuals to analyse what they go through, which helps them develop further in life.
[image: ]
[bookmark: _Toc198303095]Figure 1: Gibbs' Reflective Cycle
Source: (Lloyd and Dutton, 2020)
[bookmark: _Toc198303076]Description
While at Ibis Leicester City, I observed staff as they carried out their duties in Housekeeping, Meetings/Events, and Maintenance. I followed the daily procedures, planned my team's schedules, and assisted the guests when they needed help.
[bookmark: _Toc198303077]Feelings
At first, I was worried by all the responsibility, but as I watched and was helped by my supervisors, I gained confidence (Christou, 2020). I took pride in helping enhance the satisfaction of our guests during a very hectic event.
[bookmark: _Toc198303078]Evaluation
It emphasised how important technical skills and hands-on experience are to give quality service. As an example, I discovered that Maintenance is responsible for safety checks and that Housekeeping keeps rooms ready under many different challenges. It was crucial to pay close attention to items and to send quick updates to achieve what the clients wanted during our Meetings/Events (Anthonius, 2021).
[bookmark: _Toc198303079]Analysis 
As a result, I learned more about how a team’s communication and teamwork greatly affect how the guests feel. I understood the theories at school, but the placement taught me to use them in practice. In Housekeeping, I was responsible for managing tasks and making certain that we maintained the required levels of cleanliness. In Events, I took part in a team briefing and understood that leadership plays a major role in teamwork (Gneezy and Nelson, 2019). Before, I worked part-time in the hospitality industry, which helped me see things through the eyes of staff and guests.
[bookmark: _Toc198303080]Conclusion
By following supervisors, I found out that a good blend of knowledge and soft skills is important. It demonstrated that the main reasons for excellent guest service are clear communication, good time management, and being able to adjust (Lloyd and Dutton, 2020).
[bookmark: _Toc198303081]Action Plan
The following skills should be developed within next six months. 
[bookmark: _Toc198303117]Table 1: Action Plan for Skill Development
	Skill
	Objective
	Action Plan
	Timeline

	Communication Skills
	Improve confidence and clarity in verbal delivery
	Attend workshops, practice during group tasks
	2 Months

	Teamwork Skills
	Enhance support and collaboration within teams
	Contribute in team projects and seek peer feedback
	2 Months 

	Leadership Skills
	Develop aptitude to lead and stimulate others
	Take lead in university group tasks and volunteer roles
	2 Months 



[bookmark: _Toc198303082]Section Two: Overview of the Skills and Knowledge Used in Work at Ibis Leicester City Hotel
To deliver excellent guest service, it is important to have technical skills and the right attitude at Ibis Leicester City. Staff in the hotel are expected to provide high-quality service under time pressure. Following Housekeeping, Maintenance, and Meetings/Events, supervisors made it clear that skills and behaviour are vital for a good guest experience (Darvishmotevali and Kilic, 2020). 
[bookmark: _Toc198303083]Housekeeping Skills
To be successful in Housekeeping, I needed to be aware of time, pay attention to small details, and know about hygiene. For instance, room attendants always kept to strict cleaning methods with permitted chemicals and products to ensure health and safety requirements were met. Each room was examined using a list of requirements by supervisors to highlight how important accuracy and efficiency are (Sousa and Alves, 2019). 
[bookmark: _Toc198303084]Maintenance Skills
Being knowledgeable about hotel equipment was very important for the comfort and safety of guests. I joined a supervisor who was working on a heating problem in a guest room. Because they were able to identify and handle the problems speedily, guest complaints became less frequent. It demonstrated that being technologically skilled and responding quickly affects the enjoyment of guests.
[bookmark: _Toc198303085]Event Management Skills
During a major company event, I helped the Meetings/Events department. Being organised, being able to communicate, and multitasking helped me a lot. The supervisor put everything in place, provided technical assistance, and managed catering services, all while matching the needs of the client (Anthonius, 2021). The way they remained calm in dangerous situations highlighted what good leadership and service are. I realised that having skills such as problem-solving, good communication, and teamwork, plus special knowledge, is essential for operational success. 
[bookmark: _Toc192676409][bookmark: _Toc198303086]Section Three: Reflection on Guest Service Experience and Solutions
While I was at Ibis Leicester City, I had to address a guest service matter with the Meetings and Events department. Because of a misunderstanding between events and housekeeping, the room for a corporate client was not ready on time (Gannon and Maher, 2022). The room was busy being cleaned at 8:45, and the event was supposed to start at 9:00. Those problems irritated the clients, delayed the start of their event, and left a negative impact on their perception of the service quality. Teachers and other staff felt extra pressure, lesson plans were disrupted, and coordination between departments became more obvious. The lack of communication and good planning caused the department to perform poorly. Because of the situation, meetings had to be put off, resulting in more stress for team members. Unclear communication and poor coordination are factors that, according to Herzberg, decrease employees’ motivation and feeling of job satisfaction (Gneezy and Nelson, 2019). The theory calls for strengthening resources that play a part in how well services are delivered. It is possible to fix this by using a calendar that every department can see and use. That helps ensure that everyone works together and is assigned the right tasks. It is also a good idea to hold group meetings each day so that everyone is updated about the coming events (Sousa and Alves, 2019). 
· Use Gantt charts or online schedulers to make sure you understand who is responsible for each task and when it will be done. 
· Suitable staff training can teach them both how vital internal communication is and what experience guests want. 
· Managers at the front line should push employees to be active in planning customer service (Christou, 2020). 
When these pillars are stronger, the chance of failure is reduced.  It showed me that it is important to plan carefully, cooperate, and manage hospitality services in advance in hospitality management.
[bookmark: _Toc198303087]Conclusion 
From my time at Ibis Leicester City, I was able to see what is needed every day in guest service operations. It improved the way I communicated, worked with others, and managed my duties at work. In addition, I gained knowledge about household standards, how to maintain facilities, and coordinate events. Doing this helped me understand that good operations and great service make our guests more satisfied with their stay (Lee and Teo, 2020). Focusing on my personal and job growth helped me decide I wanted to pursue a supervisory position in hospitality. It allowed me to combine what I learned from my studies with how things work in real situations and gave me a stronger feeling of confidence when dealing with groups. 
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