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[bookmark: _Hlk167728572]Introduction:
Brief Overview of the Hotel's Guest Service Operation:
The placement was done in the Accor Hotel's IBIS Shipley. There are 78 rooms, a restaurant, a bar, and recreational amenities, such as a fitness facility, at the IBIS Hotel Shipley in Bradford (Visit Bradford, 2024). Welcoming tourists, business travellers, and families, the hotel offers reasonably priced, cosy lodging. The cooperation of departments including food and beverage, housekeeping, and reception guarantees effective service and pleased customers.
Reflection Model Used:
The application of Gibbs' Reflective Cycle provides a structured method that involves six consecutive phases (Gibbs, 1988). Understanding is improved, learning is fostered, and professional and personal development are aided by methodically reflecting on each stage of Gibbs' Reflective Cycle.
Placement Learning Objectives:
During front office/reception placement, goals include mastering supervisory roles, refining work-based skills, enhancing technical expertise, and improving communication, teamwork, and task management. Emphasis on guest service standards for a successful hospitality career. Developing leadership skills to effectively manage front desk operations and staff, ensuring smooth day-to-day activities (HRC International, 2023).
Section 1: Reflection on Experience and Personal Development
Experience of Shadowing a Supervisory Position:
Description of Role: The role involved overseeing daily operations, managing staff schedules, addressing guest inquiries and complaints, ensuring smooth check-ins and check-outs, coordinating with housekeeping for room availability, maintaining accurate records with hotel management software (Valamis, 2024). 
Learning Outcomes: Shadowing the supervisor provided valuable insights into essential work-based skills and technical knowledge required for effective guest service operations. The importance of maintaining a welcoming and professional demeanour while interacting with guests and managing stressful situations calmly and efficiently was emphasized. Additionally, hands-on experience with the hotel's management software highlighted the need for meticulous attention to detail and the ability to multitask in a fast-paced environment. This practical experience underscored the significance of effective communication, strong organizational skills, and technical proficiency in hotel management (Emerald Insight, 2023).
Personal and Vocational Development: Prior industry experience and academic background significantly influenced overall performance. Customer service roles honed communication skills, while hospitality management studies provided theoretical knowledge. This combination enabled confident and effective guest service practices (Future Business Journal, 2023).
Key Points to Discuss: 
Importance of Communication: Effective communication proved critical in the supervisory role, facilitating smooth operations and high guest satisfaction. Whether coordinating with team members, addressing guest concerns, or providing instructions, clear and empathetic communication fostered trust and rapport with guests and colleagues.
Teamwork: Team collaboration was vital in front office management. The supervisor's role in fostering a supportive team environment was crucial during busy periods. Effective delegation and constructive feedback enhanced team performance. Effective delegation and providing constructive feedback were essential strategies that enhanced team performance (Betterteam, 2021).
Task Management: Satisfying guests' requirements promptly necessitates effective job management. The supervisor demonstrated the ability to balance direct guest interactions with administrative tasks, maintaining excellent service standards throughout. This underscored the importance of time management, flexibility, and organization in effective supervision.
Personal Skills: The placement enhanced personal skills in problem-solving, adaptability, and decision-making. Quick thinking and effective strategies addressed unexpected issues like guest complaints. Adaptability ensured service quality in diverse scenarios, while decisive, confident decisions were made in real-time situations. Furthermore, continuous improvement in these areas is vital for personal and professional growth, enabling individuals to handle complex situations efficiently (Seek, 2023).
Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
Work-Based Skills and Technical Knowledge:
Analysis of Skills: The reception/front office at Ibis Hotel Shipley, Bradford, requires key skills: communication, problem-solving, multitasking, and attention to detail. Effective communication is crucial for guest interactions and interdepartmental coordination. Problem-solving addresses challenges and guest complaints. Multitasking manages simultaneous guest interactions, while attention to detail ensures accuracy in reservations and billing (Hotel Tips 101, 2023).
Technical Knowledge: Technical knowledge in this department involves proficiency with hotel management software for booking, reservations, billing, and guest profiles. Understanding check-in/out procedures, room assignments, and special requests is crucial. Familiarity with hotel policies ensures consistency and brand compliance. This technical knowledge is vital for supervisors to manage daily operations effectively and meet high service standards (GraceSoft, 2023).
Relevance to Guest Service: Attention to detail and multitasking are crucial for ensuring a seamless guest experience. These skills enable efficient management of various tasks without compromising service quality. Utilizing management software provides real-time updates and streamlines operations, enhancing the ability to meet guest needs effectively (Amadeus Hospitality, 2023).
Examples and Insights: During the shadowing experience, the supervisor efficiently resolved a guest's booking error by identifying it promptly, apologizing, and offering a complimentary service as compensation. This highlighted the importance of problem-solving skills and technical knowledge. In another instance, managing a large group check-in showcased excellent multitasking and organizational skills, ensuring efficient guest accommodation without delay (Suh, West & Shin, 2012). This emphasized the critical role of these skills in delivering high-quality guest service.
Section 3: Reflection on Organisational Issues (Approx. 250 words)
Encountered Situation:
Situation Description: During the placement at Ibis Hotel Shipley, Bradford, a significant guest service issue arose when a guest complained about the cleanliness of their room. The guest found that the room had not been adequately cleaned, with visible dust on surfaces and an unclean bathroom.
Impact on Department: This issue affected departmental performance and guest satisfaction, potentially impacting the hotel's reputation and revenue. It highlighted lapses in housekeeping department performance and coordination with the front office, crucial for guest-ready rooms. When housekeeping performance is subpar, it can lead to delays in room readiness, negatively impacting guest satisfaction and the hotel's reputation (Singh et al., 2022).
Response and Resolution: The supervisor promptly addressed the issue, apologizing to the guest and arranging for thorough cleaning of the room. A complimentary room upgrade and discount on their stay were offered as goodwill gestures to restore the guest's confidence in the hotel’s service standards. Handling guest complaints effectively is crucial for mitigating negative experiences and reinforcing positive relations (McCollough et al., 2000)
Alternative Solutions:
Practical Solutions: The supervisor promptly addressed the issue. Implementing rigorous quality control in housekeeping with regular spot checks could prevent such issues. Enhanced communication between housekeeping and the front office can promptly address discrepancies.
Theoretical Support: Herzberg’s Two-Factor Theory emphasizes hygiene factors like cleanliness for guest satisfaction (Herzberg, 1966). Additional gestures such as upgrades can enhance satisfaction. Deming's Total Quality Management principles advocate for continuous improvement (Deming, 1986).
Implementing a TQM-inspired quality management system involves regular training, fostering accountability, and utilizing feedback loops for continuous improvement.
Section 4: Future Action Plan (Approx. 200 words)
Action Plan for Improvement:
Skills and Knowledge Enhancement: Enhancing technical skills, particularly in hotel management software, is crucial for improving guest service operations (Riley, 2012). Enrolling in advanced training courses and attending industry seminars will further aid in this endeavour.
Communication and Teamwork: Effective communication and teamwork are vital for exceptional guest service. Participating in workshops on communication, conflict resolution, and team building is intended. Applying Tuckman's stages of group development principles can enhance team cohesion and performance.
Task Management: Improving task management involves adopting time management techniques and effectively prioritizing tasks. Utilizing tools such as to-do lists and scheduling software can streamline daily operations, making it easier to stay organized. Implementing Eisenhower's Urgent-Important Matrix helps in efficiently categorizing and prioritizing tasks based on their urgency and importance (Practical Management Skills, 2023).
Personal Development: Aligning the action plan with personal and vocational goals includes setting clear, achievable objectives for career growth. Pursuing certifications in hospitality management enhances credentials. Seeking mentorship from experienced provider professionals provides valuable guidance and support for development.
Conclusion :
The placement at Ibis Hotel Shipley, Bradford, offered profound insights into the indispensable roles of communication, teamwork, task management, and technical expertise within guest service operations. This immersive shadowing experience served as a bridge between theoretical knowledge and practical application, leading to a significant enhancement of professional competencies. Direct involvement in supervisory responsibilities not only reinforced the commitment to pursuing a career in hospitality management but also ignited ambitions for advancement and excellence in guest service delivery. Undoubtedly, this foundational experience has exerted a profound influence on future career aspirations, harmoniously aligning them with the esteemed standards upheld within the hospitality industry.
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