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[bookmark: _Toc167549151]Overview
The comprehensive guest service operation of the Ibis Styles Hotel Birmingham NEC and Airport, situated in Bickenhill Lane, Marston Green, Birmingham B40 1PQ, seeks to provide its visitors outstanding hospitality experiences. In charge of overseeing visitor interactions, making sure check-ins and check-outs go well, and handling any problems that could come up while a guest is there, is the reception/front office department. The main learning goals of my placement in this field were to become proficient in teamwork and communication, to improve task management abilities, and to get the technical knowledge required for supervisory positions.



[bookmark: _Toc167549152]Section 1: Reflection on Experience and Personal Development Using Gibbs' Reflection Model
[bookmark: _Toc167549153]Description
I observed a supervisory role in the front office/reception area during my placement. One incident that stuck out in particular was a passenger who was really unhappy because their lodging reservation had been messed up. The visitor was put in a single room even though they had reserved a double. The visitor came up to the reception desk clearly agitated and insisted on a quick fix.
[bookmark: _Toc167549154]Feelings
I was first nervous and not sure how to approach the matter. I could see the guest was frustrated, and I wondered if we would be able to make things right. As I watched the supervisor, though, I started to relax. The supervisor was composed and professional, which helped to defuse the issue and gave me confidence.
[bookmark: _Toc167549155]Evaluation
In thinking back on this incident, I saw that handling the guest's complaint required the supervisor to maintain composure under duress. After giving the guest a careful hearing and apologising for the trouble, the supervisor looked up a double room on the reservation system right away. In addition, as a show of goodwill, the supervisor gave the visitor a free breakfast. With this method, the problem was not only fixed but the visitor's bad experience was made good.
Positively, though, I saw good problem-solving and communication techniques in action. On the downside, though, I thought the original mistake in the room assignment suggested that the booking procedure needed to be more precise and meticulous.
[bookmark: _Toc167549156]Analysis
This encounter made clear the value of a number of essential technical knowledge domains and work-based abilities. Understanding the problem of the visitor and explaining the actions being done to fix it required effective communication. Getting to a quick and satisfying conclusion required problem-solving abilities (Walker, 2022). Furthermore, seeing the mistake and fixing it right away required technical expertise of the hotel reservation system.
My grasp of these ideas has been much enhanced by my academic background and prior work experience. During my education, for instance, I worked on a lot of group projects that stressed the value of cooperation and good communication. My earlier work in various hospitality environments gave me the opportunity to watch and practice personal and task management abilities, which I improved even more during my job.
[bookmark: _Toc167549157]Conclusion
I took away from this experience the need of handling irate visitors with composure and professionalism. Resolving visitor issues and guaranteeing their satisfaction need good communication and problem-solving abilities. Moreover, avoiding such problems in the first place depends on meticulousness and precision in the booking procedure.
[bookmark: _Toc167549158]Action Plan
I intend to do the subsequent actions in order to improve my knowledge and abilities in guest service operations:
Gain Technical Proficiency: To guarantee precision and effectiveness in managing reservations, I will look for more training on the hotel's reservation system.
Developing Problem-Solving Skills: I'll take part in seminars and workshops on conflict resolution and problem-solving strategies.
Boost My Communication Skills: I'll use role-playing games and peer and supervisor feedback to work on my active listening and clear communication.
To reduce mistakes, I will put in place a checklist system to double-check reservations and other important chores.

[bookmark: _Toc167549159]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
The shadowing experience made clear how important a number of essential job-based abilities and technical knowledge domains are to fulfilling expectations for guest care (Okumus, Altinay, & Chathoth, 2010). Problem-solving, or handling guest complaints or problems fast and successfully, is one essential ability (Reynolds, 2019). On my placement, for instance, I saw a case where a visitor was unhappy with their room. Quickly responding to the complaint, the supervisor made sure the guest's needs were satisfied and offered an upgrade, therefore transforming a potentially bad experience into a good one (Baker, Huyton, & Bradley, 2021).
Additionally necessary is technical competence, such as familiarity with the hotel's property management system (PMS) (Hayes & Ninemeier, 2023). Front office operations are performed efficiently when one is proficient with the PMS, which is utilised to manage reservations, check-ins, and billing. Through my shadowing programme, I was able to watch the supervisor effectively manage guest reservations and other administrative duties using the PMS.
High service standards also need meticulous attention to detail (Evans & Lindsay, 2022). This entails making sure that visitor preferences are noticed and taken into consideration as well as that their information is appropriately documented (Lashley, 2018). A smooth guest experience and preserving the hotel's stellar service reputation depend on these abilities and knowledge areas.



[bookmark: _Toc167549160]Section 3: Reflection on Organisational Issues
During my placement, I came into one noteworthy scenario where a guest was irate because of a billing problem. The matter affected how well the department performed since it needed to be fixed right away to avoid more unhappiness (Jones & Lockwood, 2019). The supervisor handled the matter coolly, fixing the mistake right away, and apologising with a free service.
This incident brought to light the requirement of having strong procedures in place to stop such mistakes and the need of providing personnel with sensitive situational training. To reduce the possibility of mistakes and to guarantee that employees are skilled in these processes, an other approach could be to include more checks in the billing process. Theory like Total Quality Management (TQM) can support the need of quality assurance and ongoing development in guest service operations (Evans & Lindsay, 2022).



[bookmark: _Toc167549161]Section 4: Future Action Plan
Drawing from my expertise in guest service operations, I have created a future action plan to improve my technical and work-based skills. First, via further study and experience, I hope to become more proficient in the property management system. This will help me to better handle reservations and visitor information.
Second, I want to concentrate on honing my problem-solving abilities through attending seminars and looking for guidance from seasoned experts. This will enable me to deal with concerns and complaints from visitors more skillfully and effectively.
Third, via participating in team-building exercises and getting input from coworkers and managers, I will try to improve my communication and teamwork abilities. Delivering outstanding guest service and guaranteeing efficient front office operations need effective communication and teamwork (Wood, 2021).
Ultimately, I'll give ongoing education and career advancement first priority by going to seminars and conferences in the field. This will facilitate my general development and professional goals by keeping me informed about the newest developments and best practices in the hospitality sector (Kotler et al., 2022).



[bookmark: _Toc167549162]Conclusion
All things considered, my shadowing experience at the Ibis Styles Hotel Birmingham NEC and Airport has been crucial in helping me to hone my work-based abilities, technical proficiency, and awareness of customer service standards. The experience made clear how critical effective communication, teamwork, task management, and problem-solving are to fulfilling and controlling guest expectations. My advancement in these areas has been much aided by my academic education and prior work experience, as well as my personal and professional development. The lessons I learned from this placement will direct my future professional goals in the guest service sector, stressing the need of ongoing development and progress.
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