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[bookmark: _Toc182235024]Introduction
Ibis Hotel Wembley is a traditional restaurant organisation that also provides services as a sports bar to consumers. Additionally, it has free Wi-Fi and personal bathrooms. Under accommodations, double, twin and triple room types are provided. Additionally, on-site restaurants with international cuisine with both buffets and a la carte services are provided. Housekeeping and dry cleaning services are also provided. 
The main learning objectives are 
· To develop industry-specific technical skill development and increase soft skills 
· To recognise the structure and culture of the organisation to manage best practices. 
· To gain knowledge from the real-world setting of the hotels 
[bookmark: _iy5zi56f9be7][bookmark: _Toc182235025]Section 1: Reflection on experience and personal development
With the help of the Discroll model, I can reflect on the cleaning and breakfast service in the Ibis Hotel. 
What? 
In this job, my role was to manage the cleaning of the rooms of the guests as well as communal regions to provide assistance during the breakfast services. To manage the quality of services, I have to manage effective communication so that all tasks can be managed effectively and keep the guests satisfied. The time of high number of guests and higher demand regarding quick turnaround has created some pressure on me so that I can increase the efficiency of the services without hampering the quality. 
So what? 
During this work experience, I have developed different important skills such as communication, which has helped in developing active communication and sharing relevant information regarding breakfast provision and cleaning within a limited time. Additionally, I have improved my teamwork capability. Through developing coordination during work, I and my team members have prioritised and divided the workload. Division of work is highly important to increase serviceability quality (Mathebula and Barnard, 2020). As a result of that, the satisfaction level of the guest can be achieved efficiently. It increased the ability to handle tasks. I have also developed management skills by keeping a balance between different tasks. It has helped n managing efficiency in in cleaning and service efficiency. This aids in improving proactiveness and developing a guest-centred approach in the hotel. Management of quality guest services has also increased my understanding of empathy as well as patience in the hotel service. I have recognised the ways to understand the specific requirements of the quests which has helped in improving the adaptability.  
Now what? 
Moving forward, I am focusing on improving these skills by seeking new roles that help in increasing the interaction among the guests and managing overall services. This experience has increased my focus on the roles that need active problem-solving, better adaptability as well as active communication. I will also take part in the training activities. It can play a critical role in increasing my understanding regarding the effective management of guests and improving the overall dynamicity of team management. 
[bookmark: _p3rhrmoncvba][bookmark: _Toc182235026]Section 2: Critical analysis of work-based skills along with technical knowledge
Doing a job in Ibis Hotel Wembley in the cleaning and breakfast service requires different technical and work-based skills. It can help in meeting the standard of the guests and keep them satisfied. Time management is an important work-based skill. Through utilising these skills, I was able to manage a strict flow of work when there was a higher turnover in the rooms and breakfast guests. I have encountered the importance of managing time precisely by keeping a good balance between the provisions of breakfast and meeting the cleaning responsibilities. Prioritisation of a task without hampering its quality is critical (Zamaniet al., 2024). 
Provision of attention to detail is also critical to keep high-quality services. Therefore, technical knowledge regarding the cleaning process like a proper understanding of cleaning agents for different surfaces and, the use of equipment during the cleaning process helps in meeting the hygiene requirements. Additionally, the use of different technical tools in a proper manner has helped in meeting the guest's safety. While provisioning breakfast, I have encountered the importance of having knowledge about food hygiene which includes management of temperature along with handling allergens. With better communication, I was able to communicate information actively listen to the feedback of guests and work accordingly. These skills and insights regarding innovative technologies have aided in maintaining quality service (Tajeddini et al., 2020).  
[bookmark: _r6n53kacjwsn][bookmark: _Toc182235027]Section 3: Reflection on Organisational Issues
Upon reflecting on the cleaning and provision of breakfast service at the Ibis Hotel Wembley, one of the biggest challenges that I have faced is keeping the balance to meet the requirements of multiple guests under a time limit. Through the Discrll model, further analysis of it can be done. 
What?
During one busy schedule in the morning, this hotel had a full capacity which increased the requirements of both the cleaning as well as breakfast service. During the middle of the breakfast, one of the guests showed some dissatisfaction over the refilling of the food. Additionally, I also need to focus on the management of room turnovers. It has created a significant challenge for me without hampering the satisfaction level of the guests and improvement of overall operational efficiency. 
So what?
This situation has shown the difficulty in the management of high standards during the peak time in the hotels. The dissatisfaction level of the guest has a noticeable influence on the morale of the employees and creates an additional level of pressure on the workforce. Due to this increased pressure, I have to respond to the issue quickly. Management of work pressure is critical to manage the efficiency of the service (Schermerhornet al., 2020). Thus I have realised the importance of quick adaptability as well as a proper system of support. Additionally, it issue has also negatively impacted the capability to give attention to the services and it can further negatively affect the experiences of the guests. This can have a direct impact on the reviews of the consumers and the overall brand value of this hotel. Management of brand image is highly influential in increasing competitiveness in the market (Zia et al., 2021). Thus increase the overall productivity along with profitability within the business.  
Now what? 
To manage this situation, the improvement of communication techniques can be an effective potential solution. Additionally, the introduction of rotating the responsibilities of the employees based on the real-time needs of the guests can also aid in keeping the optimum services in the organisation. This hotel can designate a floating team who can be flexible to provide support in both the cleaning as well as provision of breakfast during peak time. Integration of different strategies and real-time sharing of the conditions to the higher authorities can also be a potential solution to provide quality services to consumers. 
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Reflecting on the experience of the work of Ibis Hotel Wembley has provided some insights regarding the importance of managing important work-based skills, and technical knowledge along with management of guest standards. Management of both the cleaning and management of breakfast services also highlight the importance of management of time along with prioritisation of tasks. From these services, I have also learnt about the importance of managing effective communication.
Action plan 
	Skills 
	Actions 
	Resources 
	Timeline 

	Time management 
	· Task prioritisation 
· Personal time management 
	Time-checking application 
	2 months 

	Task prioritisation 
	· Take part in internships 
· Work with higher authorities of the hotel  
	Mentor support and online workshops 
	4 months 

	Guest communication 
	· Active listening to the requirements of the guests 
	Feedback from the managers 
	3 months 

	Teamwork 
	· Sharing relevant information with the team member 
	Access to the activities for the team building. It can help in developing better communication (Mukhiddinovaet al., 2021). 
	1 month 


Table 1: Action plan
(Source: Self-created)
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