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Ibis Brighton City Centre is a 3-star hotel situated in the Centre of Brighton, offering a welcoming atmosphere for both leisure and business travelers. As part of the Accor Hotels group, the hotel provides a range of essential services, including an all-day dining restaurant, and a 24-hour front desk . During my placement, I had the opportunity to shadow a supervisor in the Front Office department, which is responsible for guest check-ins, check-outs, customer service, and coordination with other departments like housekeeping and maintenance. The department plays a critical role in ensuring smooth hotel operations and delivering high standards of service.
The administrative operations at Ibis Brighton City Centre are designed to support both guests and staff. These include managing reservations, overseeing room availability, and maintaining compliance with health and safety regulations. The Front Office department is central to these operations, with its primary responsibilities being to ensure excellent guest service, provide accurate information, and manage room bookings. During my placement, I had the opportunity to observe and assist in several operational functions, which allowed me to gain valuable, hands-on experience in a real-world hotel environment. This placement aimed to achieve the following learning objectives:

· Understand supervisory functions within hotel administration.
· Develop work-based skills and technical knowledge for managing guest services.
· Enhance communication, teamwork, and task management abilities.
[bookmark: _Toc181633607]Section 1: Reflection on Experience and Personal Development 
Reflecting on my learning process, Kolb’s Learning Cycle was helpful: the ‘Concrete experience’ was my practical placement at the Grand Hotel where I participated in the Front Office and Human Resources and observed practical operations (Vince, 2022). I believe this first step enabled me to adapt myself into a high-stress, fast-paced setting, which had positive and negative aspects. Initially I had too much tension as Front Office job is quite uncertain and involve too much pressure whether handling complaint from guests, or checking in and checking out (Fitriyani and Evita, 2021). This initial phase corresponds to the “Feelings,” stage of Gibbs wherein feelings during an experience are captured. My anxiety was precipitated by the pressure and volatility inherent in the department’s activities (Markkanen et al., 2020).
Nevertheless, supervisor’s instructions and comments turned into important sources of encouragement. The paired feedbacks and encouragements also increased my levels of self-efficacy which is the operational concept of reflection in action by Schön where one reflects while performing in-order to enhance the practice (Moumou, 2021). Through absorption of the remarks provided by my tutors, I was able to make necessary adjustments hence improving on my performance and felt the satisfaction of a job well done.
This placement was not just an observation exercise it was a critical stage in my personality and career change as well. Both the focus on coordination between departments within the hotel environment and defining how every department’s work affects the whole organization underlined the increased demand for efficient interdepartmental cooperation for organizational operations. 
The theoretical concepts taught in class were useful during placement since they made me comprehend what has to be done. For instance, the case analyzed that using the theory of Maslow’s Hierarchy of Needs to improve the satisfaction of employees’ basic needs led to higher productivity rates as well as the exceptional quality of service delivery to guests (Rojas, Méndez and Watkins-Fassler, 2023). This connection further affirmed that employee satisfaction is an essential component for the success in the guest services and broader organizational functioning explaining why the presence of these theories is important for practice.
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Many valuable work-related competencies like flexibility, problem solving and interpersonal skills are best understood and enhanced during the course of the placement. Such experiences were also easy to assess using Gibbs’ Reflective Cycle to conclude that they were beneficial to my professional development. Observations of the Front Office and Human Resources departments prompted supervisors to recognize that dealing with a disgruntled guest, or a possible overbooking, requires mental flexibility and clear wording. Attendance in recruitment and training activities in the HR department also highlighted the need for technical skills for management of the various processes and maintenance of a competent team (Fariha, 2022). 
Applying the concepts of Maslow’s Need Hierarchy into my observations, I concluded that when employees are provided with felt needs and accepted as an essential part of the team, they are capable of delivering high outcome yields and service excellence. This was enhanced by Kolb’s “Abstract Conceptualization”, whereby the experiential knowledge is analyzed with a view of coming up with perceived concepts (Morris, 2020). Indeed, it made me aware that technical understanding and the use of theory are crucial for developing integrated workplace solutions that would enhance staff and guest experiences.
[bookmark: _Toc181633609]Section 3: Reflection on Organisational Issues 
I observed one major organizational problem I found to exist between the front office and the housekeeping during my placement (Sharma and Kaushik, 2021). This gap often caused the rooms not to be ready for use in time thus making the guest unhappy and an inconvenience for the rest of the organizational operations. This challenge fits in the Gibbs’ Reflective Cycle under the Analysis stage where the focus is to identify and comprehend the facts. Many of the delays were a result of inadequate communication of data between the departments, which pointed out a major flow in process (Douglass et al., 2021). 
The lack of an effective means for disseminating important information within the organization in real time raised the question of the necessity for more structured approach to communication throughout departments. A centrally located digital communication system might be the best solution to address the issue already described, ensure the effective joint in Front Office/Housekeeping information exchange (Bazina, 2023). This would have made it easier to relay information concerning the status of a room, thereby alerting the staff to meet the needs of the guests in the quickest time possible as well as ensure that operations run smoothly. As such, the development of a technological solution should be accompanied by the formation of periodic training sessions regarding the enhancement of cooperation within departments. These training sessions could include on how individuals should effectively communicate, share data and thereby promote a right culture of information sharing (Mata et al., 2021). They could also be useful in strengthening interactions between various teams, thus improving team cooperation and services delivery.
[bookmark: _Toc181630408]Schön’s Reflection-on-Action can be utilised hereabout since it provides a means of practice reflection with a view to enhance future performance based on actual experience (Anderson, 2019). If management could assess and find out gaps in the implemented solutions, then it could make new solutions that help in enhancing the communication and to tackle the inefficiency of the organization. It would not only help to solve the existing problems but would also contribute to the successful development of the hotel in the long future, thanks to the constant training of employees, using digital platforms, and the improvement of the organization’s structure that prevent the appearance of a communication gap between different departments and guarantee the guests’ effective feedback (Lelly Cholilah Hasyim et al., 2019).
[bookmark: _Toc181633610]Conclusion and Action Plan
I also realised that work-based learning skills, technical know how and communication skills are equally important lessons in order to organise the hotel administration in the grand hotel. The above shadowing activity was very crucial in filling the gap between theory and practice. I got to appreciate how important it is to apply classroom knowledge and apply it practically in the field for instance the Maslow’s Hierarchy of Needs and Gibbs’
Reflective Cycle. These frameworks helped enlighten me on the motivation of its employees, guest’s satisfaction, and the constant desire to enhance operating strategies. For example, recognizing the effects with reference to Maslow’s theory for researchers on staff carrying out performances warranted a proactive approach to serve the employees to enhance service delivery standards made me appreciate the applicability of the theory, and when using Gibbs’ Reflective Cycle, it provided an excellent way to evaluate my actions objectively and draw useful conclusions.
As such, I understand the current necessity or further improvement in this area through the acquisition of professional development. By taking leadership and conflict management classes, I will be in a position to improve on the ability to lead groups and address conflict hence promoting a good working climate that improves on work performance and worker morale.
Furthermore, it will be possible to participate in the conferences and workshops in the industry so that there can be a possibility of mastering and getting updated information in the trends a and best practices in the management of the hotels. I believe that being exposed to new technologies, management strategies, and more importantly ideas from leaders in the industry will give me the expanded outlook that is required in a career and the tools to adjust and embrace change. Another strategy that I will put into practice is constant solicitation for feedback from my mentors as well as peers. Constructive feedback will enable me learn my strengths and weaknesses, improve my decision-making skills and develop leadership skills.
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