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Part 2 
Introduction 
Ibis Brighton City Centre has been rated 4 representing the effective guest service operations of the hotel (TripAdvisor, 2024). The popular guest services of the hotel include housekeeping, 24/7 front desk, bookings, and others which benefit customers with exceptional service. With the help of Gibbs’ reflection, the study will offer a detailed overview of the placement experience. 
The learning objectives are: 
· To shadow a supervisor in the front office department for a better understanding of work-based and technical knowledge. 
· To evaluate how the knowledge and skills have helped to gain a better understanding of guest management services in a hotel. 
· To propose solutions to address a challenging situation with the help of relevant theories or concepts. 



Section 1: Reflection on Experience and Personal Development 
Description 
Shadowing a Front Office Supervisor provided an invaluable opportunity to witness first-hand the complexities and nuances of managing a dynamic department. Shadowing the role helped me gain a broader overview of teamwork, time management, communication, organisation, problem-solving, and leadership abilities. My experience helped me to realise the importance of maintaining a calm demeanour, juggling among tasks, and striving to resolve issues to enhance guest satisfaction. However, I encountered an issue when a guest requested a booking and I had to opt to seek assistance from others. This is reflected in the absence of technical skills. In my opinion, the experience has been invaluable as it helped me realise the importance of work-based and technical skills for delivering exceptional guest experiences and contributing to the overall success of the hotel.
Feelings 
Initially, the placement had excited me however, gradually, I started to feel quite stressed due to the challenges and improvement areas identified which often led to self-doubt. My understanding of communication, teamwork, task management, personal skills, and guest services was significantly influenced by my previous industry experience in hospitality, combined with placement and academic journey, significantly influenced. It helped me determine the invaluable role of effective communication as it helps to develop a keen sense of guest needs and is of paramount importance for a front office job. Abdikarimova, Tashieva and Abdullaev (2021) good communication skills act as a source of self-confidence to exercise more control in life.  Additionally, in the fast-paced business environment, teamwork helps in effective conflict resolution to ensure seamless guest experiences. Teamwork culture helps in nurturing a diversity of thought that helps to strengthen problem-solving ability and creativity (Collis, 2023). In the front office department, task management ability helped me to ensure smooth operations although I did face some difficulties in making the last-minute changes. Being resilient helps to take control of life and circumstances (Kelly, 2024). Further, the placement also helped me realise the importance of resilience as I witnessed instances where my supervisor remained calm even under a huge workload to provide exceptional guest service. 


Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge 
From a business perspective, there are various work-based skills present including adaptability, self-confidence, talent management, problem-solving, panning, leadership and many more to align with business objectives. On the other hand, some technical skills include communication, multi-tasking, computer literacy, data analysis, and so on, which help people adopt modern tools or techniques in the workplace. Thus, guest service standards mainly require a wider range of skills and professional abilities such as active listening, cultural sensitivity, proactive engagement, communication and digital literacy as well. However, I lack active listening skills to understand the basic requirements of customers and might fail to build emotional connections with them to maintain high business standards. In contrast, I have effective communication skills to create a strong foundation with other workers and foster innovative skills or knowledge to define competitive growth. Under the Gibbs Reflective Cycle, it can be evaluated that I had both positive and negative experiences while working to assess my professional characteristics, however, I failed to meet customer needs. 
For instance, I have attended various online programmes at Ibis to get easy access to resources and improve my interpersonal abilities. However, some of the past workers said that they faced obstructions while working at the workplace due to low job security and poor work-life balance which resulted in high staff turnover rates (Indeed, 2024). This shows a negative impact on my personal and professional abilities to survive in the competitive business environment and tackle upcoming uncertainties to assist in positive outcomes. In the context of business management, technical skills and knowledge are also required to adopt modern technologies in order to reduce manpower in the workforce and enhance customer experiences to create domination in the market. However, according to Dandan et al. (2024), a lack of computer literacy skills can limit the upcoming career opportunities and experiences of an individual in a digital society due to low privacy concerns and a lack of public awareness. 
Section 3: Reflection on Organisational Issues 
Guest service experience is considered as an overall satisfaction and individual impression of visitors on a business to enhance their bargaining power and gain competitive edges. Based on my professional experiences, I have faced some challenges in the workplace due to the high competitiveness in the market and low job security at Ibis to create face value in society. On the other hand, the number of hotel users in the UK was recorded at about 33.62 Million in 2019, however, it was reduced up to 8.47 Million by the end of 2020 (Statista, 2024). The main reason behind this downfall was the sudden outburst of Covid-19 pandemic to influence business performance. Besides, a lack of coordination from managers and poor managerial functions in the workplace also affected my professional experience to mitigate internal conflicts and lead to low transparency levels. It can be analysed that I was unaware of the emotional aspects of customers to value their moral ethics and failed to showcase my professional skills to promote brand image. Thus, I should improve my emotional intelligence skills and enhance my self-confidence level and build emotional connections with customers to insist them to revisit the hotel further. 
Implementing the human relations theory will be beneficial for the business in improving professional relationships with employees, guests, stakeholders, and many more (Muldoon et al., 2020). Ibis can conduct interactive sessions with other employees and bring innovative solutions in the business environment to manage internal operations in future aspects.  While attending guests, I faced obstructions due to language barriers and cultural differences as people from different countries used to visit the hotel frequently. This also had a negative impression on guest services to comment negative reviews on social media channels and spread negatively among others. Thus, the application of the Social Learning theory has a crucial role that mainly explains the process of how to learn new things through imitation, observation and modelling (Koutroubas and Galanakis, 2022). Therefore, providing training and development programmes will be helpful for employees and an employer to maintain consistency in the workforce and abide by ethical considerations in the long pathway. However, a toxic work culture might affect the internal structure of the business to create miscommunication among employees and lead to poor managerial functions (Sari and Dudija, 2024).
Conclusion and Action Plan 
It can be concluded that I have effective leadership skills and technical abilities to provide quality services and deliver sufficient resources to promote brand awareness in society. Besides, a reflection on my professional experience and development was provided to assess my individual performance and seek new career opportunities further. Apart from these, some theoretical concepts were highlighted including the Human Relations theory and Social Learning theory to align with practical examples of Ibis Hotel and deduce better findings. 
Action plan
· It can be recommended that the vocational development of an individual helps to mitigate the gap between the workplace and learning to address skill shortages (Prasetyo et al., 2021). This would also help me to reshape my future career aspirations in the hotel industry and specify my career interests to meet business objectives. 
· I can enhance both my work-based skills and technical knowledge through online courses and collaborative learning approaches to maintain guest service standards in future aspects. 
· Lastly, I should abide by ethical considerations and motivate others to work as a team and execute the task properly within the given deadline for higher productivity levels. 
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	Experiences/Tasks/Challenges/Lessons
(outline hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Experiences:
· Finished the overall training sessions about the hotel operation and safety concerns.
· Shadowed different hotel departments 
· Engage visitors during check-in and check-out 
Tasks Performed:
· Assisted with front desk duties to handle hotel reservations
· Prepare and serve breakfast
· Conducting room inspections
Challenges Faced:
· Encountering language barriers among customers and facing communication challenges
· Adopting the fast-paced environment and adjusting to the ongoing scenarios
· Managing high volumes of visitors during check-in hours which might be stressful
Lessons Learned:
· Communication skills are quite essential for effective customer care experiences and guest services
· Team management helps in maintaining consistency among workers and fostering a positive work culture to ensure high customer satisfaction levels.
· Time management is also crucial in hotel-setting and prioritising tasks in future aspects.
	03/10/2024
04/10/2024
	Bruma Daniela
	Ana Ghelbet

	Reflections:
· I felt more confident while interacting with visitors and performing well during the whole task execution.
· I was quite excited about learning and career opportunities to get easy access to resources and develop my professional skills further. 
· Building positive working relationships with colleagues
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	Week 2

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	· Continuing to adjust to the business work culture and enhance team management
· Abide by responsibilities and hands-on experience
Experiences:
· Followed the front-desk team during check-in and check-out methods
· Assisting the task to resolve queries and participating in events to build professional relations with colleagues
Tasks Performed:
· Update the booking system with reservations and certain improvements
· Process both check-in and check-out methods
· Engaging people to welcome guests with excited offerings 
· Ensuring safety and security protocols
Challenges Faced:
· Tackled larger audiences during peak hours to improve time management skills
· Dealt with some technical issues regarding the hotel booking system and resolved internal problems in the workplace.
· Managing the organisational performance and mitigating customer queries to enhance effective communication skills in the long run. 
Lessons Learned:
· The basic importance of organisation skills while managing internal operations and prioritising customer needs
· Enhancing problem-solving abilities during tough situations
· Lastly, understanding the major significance of communication between employees and customers to ensure higher efficiency levels.
Next Steps:
Aim to take the initiative in resolving personal conflicts
Improving work productivity and enhancing eh workflow strategy
Collecting customer feedback 
	09/10/24
10/10/2024
	Bruma Daniela
	Ana Ghelbet



	Week 3

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	
Experiences:
· Took an active part in training programs for better customer service. 
· Helped team members and communicated across departments while organising an event.
· Bolstered guest relations and was open to constructive feedback for better service. 
Tasks Performed:
· Helped in managing equipment and seating in an event with my team. 
· Worked to update the social media account of the hotel to advertise upcoming events. 
· Managed guest check-ins and inquiries during a weekend shift. 
Challenges Faced:
· The language barrier acted as a major challenge causing conflicts. 
· Struggled to make last-minute changes with effective resource allocation and adaptability. 
· Faced situations with difficult guests that created a stressful situation. 
Lessons Learned:
· Understood the invaluable role of quick thinking and adaptability in some dynamic situations. 
· Practised strategies to communicate effectively, especially in case of language differences. 
· Understood the role of effective teamwork in managing guest service and events. 
Next Steps:
· Practising active listening for effective communication with guests. 
· Setting personal goals for higher productivity at peak times. 
· Searching for opportunities to manage some small tasks during the event. 
	17/10/2024
18/10/2024
	Bruma Daniela
	Ana Ghelbet

	









	
	
	




	Week 4

	Experiences/Tasks/Challenges/Lessons
(highlight hotel department)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Week 4 Overview:
· In my placement, this week was immensely valuable as it helped me acquire greater depth into guest relations and hotel operations. 
· The week also encouraged me to solidify my position and inspired me to take on more challenging tasks. 
Experiences:
· The placement helped me to gain experience, as I interacted with guests from various backgrounds thus helping to strengthen my cultural awareness. 
· I even assisted while operating in a team to host a major event with more than 100 invites. 
· Attained a better knowledge of food and service management by observing kitchen operations during peak meal times keenly. 
Tasks Performed:
· Assisted in ensuring a welcoming environment along with maintaining the cleanliness of the dining area. 
· Effectively managed guest check-ins and also interacted with special requests for the event. 
Challenges Faced:
· Struggled to manage a positive attitude in stressful situations especially while navigating a busy dining space. 
· Faced challenges in managing an issue due to double-booked rooms which required an immediate solution. 
· Failed to offer quick solutions in managing meal service delays to the guests. 
Lessons Learned:
· Understood the importance of being resilient and calm while also maintaining professionalism. 
· Identified the areas of opportunities and strengths through valuable feedback. 
· Acquired strong organisational skills and was able to manage several tasks during the events. 
Next Steps:
· I will strive to manage conflicts and manage guest complaints. 
· I will tend to communicate better with my team members for effective team outcomes. 
· I will focus on strengthening my event management skills in the future. 







	22/10/2024
23/10/2024
	Bruma Daniela
	Ana Ghelbet

	









	
	
	




	Week 5

	Experiences/Tasks/Challenges/Lessons
(Front office)
	Shift
(Date/Time)
	Student Signature
	Hotel Mentor Signature

	Week 5 Overview:
· This week, I was able to refine my skills and manage some challenging situations. 
Experiences:
· Interacted with guests from diverse backgrounds. 
· Developed problem-solving and decision-making skills.
· Gained hands-on experience in various front-office operations. 
· Learned to handle challenging situations with professionalism.
Tasks Performed:
· Handling guest inquiries and complaints. 
· Providing information about local attractions and services. 
· Guest check-in and check-out procedures. 
· Room assignments and key management. 
· Coordinating with other departments (housekeeping, concierge, etc.)
· Processing payments and reservations.
Challenges Faced:
· Dealing with difficult guests and managing their expectations. 
· Learning the hotel's specific software and systems.
· Handling last-minute changes and unforeseen circumstances. 
· Balancing multiple tasks under pressure. 
Lessons Learned:
· The value of attention to detail and accuracy. 
· The importance of effective communication and interpersonal skills. 
· The need for patience, empathy, and a positive attitude. 
· The need for adaptability and flexibility in a fast-paced environment.
· The importance of teamwork and collaboration. 
Next Steps:
· Set personal goals for improvement and professional development. 
· Explore potential career paths within the hospitality industry.
· Continue to refine my skills in guest service and problem-solving. 
· Seek opportunities to learn more about the hotel's operations and procedures.
· Build stronger relationships with colleagues and mentors.








	30/10/2024
31/10/2024
	Bruma Daniela
	Ana Ghelbet

	
	
	
	



	Week 6

	Experiences/Tasks/Challenges/Lessons
(Front office)
	Shift
(Date/Time)
01/11/2024
02/11/2024
	Student Signature
Bruma Daniela
	HotelMentor Signature
Ana Ghelbet

	Week 6 Overview:
· This week further helped me to bolster my areas of strength from the placement upon shadowing my supervisor. 
· It also helped me in realising the intricacies of the front job department. 
Experiences:
· Gained exposure to international guest services and cultural nuances. 
· Learned to effectively handle guest complaints and resolve issues promptly. 
· Gained experience in handling peak periods and large group check-ins. 
· Developed skills in upselling and maximising revenue. 
· Gained experience in handling peak periods and large group check-ins. 
· Developed skills in upselling and maximising revenue. 
· Gained knowledge of night audit procedures and financial reporting.
Tasks Performed:
· Coordinated with housekeeping to ensure timely room turnovers. 
· Processed a high volume of check-ins and check-outs. 
· Provided information about local attractions and services. 
· Handled guest inquiries and complaints. 
· Assisted with group check-ins and special requests. 
· Conducted night audit procedures and balanced daily reports.
Challenges Faced:
· Ensuring accuracy and efficiency in handling multiple tasks. 
· Dealing with difficult guests and unexpected situations. 
· Adapting to the changing needs of guests and the hotel.
· Managing a high workload during peak periods.
Lessons Learned:
· The need for continuous learning and professional development.
· The importance of effective time management and prioritisation. 
· The importance of building rapport with guests and colleagues. 
· The value of a positive and proactive attitude. 
· The need for flexibility and adaptability in a dynamic environment. 
Next Steps:
· Develop my knowledge of hotel software systems and procedures. 
· Continue to improve my skills in guest service and problem-solving. 
· Build stronger relationships with the hotel team and management. 
· Seek opportunities to learn more about revenue management and upselling techniques. 
· Set personal goals for professional growth and career advancement.
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