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STATEMENT


I confirm that I have not used any AI tools in the research and creation of this assignment. I confirm that I have not presented any AI-generated materials as my own work. I confirm I have copies of my drafts, notes, and other resources I used, which I may be asked to provide in evidence. 

For students, placement offers an extraordinary chance to close the gap between academic understanding and real-world application. During my placement experience at the Ibis Barking Hotel in London, I thoroughly immersed myself in the day-to-day operations of a lodging business, receiving firsthand knowledge that is essential to my growth on both a personal and professional level.

I created this learning journal while on placement at Ibis Barking London, structuring it according to the six phases of the Gibbs Reflective Cycle. This journal seeks to serve as a reflection highlighting my observations and the useful skills I acquired while working in the Guest Operations division, specifically at the Front Desk, also considering the evolution of my feelings, as well as an action plan that addresses some of the problems encountered while working at the front desk.
 
Description


During my first six weeks shadowing the assistant manager of Ibis Barking, an 86-room budget-friendly lodge in East London, I got the chance to supervise the Front Desk operations and examine the diverse facets of this crucial division of the hospitality business. The department was handled by one team member per shift; the shifts were from 7 am to 3 pm, from 3 pm to 11 pm and from 11 pm to 7 am the next day. 

I was doing morning and afternoon shifts only, being involved in several duties essential to hotel operations, such as checking guests in and out, managing walk-in reservations, answering questions, and addressing customer complaints. This position served as the hotel's first point of contact, where the entire visitor experience started. It was my duty to make sure every visitor was informed, made to feel welcome and had a memorable time.


Feelings


After having previously studied guest services, I wanted to master the art of giving visitors unforgettable experiences, as Solomon (2016) states: “The Hospitality Industry transforms essentials […] into an experience that is […] memorable and even magical“. I was experiencing some tension because I was not very confident in my ability to understand different kinds of accents or dialects, and also because at Ibis, the Front Desk position implies standing only, no chair being allowed, while I have a medical condition which requires limited standing time. 
With time passing, my anxiety regarding accents and dialects faded away, and every day, by practicing a constant dialog with the guests, I became more confident. I also could find moments in between the peak hours when I could sit on a chair and do my back office work, such as solving discrepancies, preparing housekeeping lists, printing downtime reports, etc. However, new frustrations appeared when some of the customers’ complaints could not be solved and my level of motivation started to drop down. 

Evaluation


The front desk offers the opportunity to gain plenty of experience and improve several key abilities, among which I found multitasking one of the most relevant for this position. Working at the front desk frequently involved balancing multiple things at once. Taking calls, in addition to checking guests in and resolving any problems that came up, helped my efficiency to significantly increase as I learnt to prioritise jobs according to urgent needs.

The time of my placement couldn’t have been better chosen, as I had the chance to get plenty of technical knowledge regarding the Opera Cloud operating system, witnessing the transition from Fols, the previous system developed by Accor, to the Oracle-owned system, Opera. The period of training in this new system was very limited, so the staff felt anxiety when shifting to the new platform, and mistakes didn’t late to appear. For instance, forgetting to press the final “Complete Check-in“ button, a room remained vacant in the system, with another guest being allocated in it, resulting in two guests in the same room, which caused complaints from both sides. 

Dealing with complaints from visitors and solving problems were the hardest parts of the role. To transform bad encounters into good ones, it was crucial to acknowledge visitors' worries and take action to address them. However, some of the complaints could have been avoided if the check-in process was more standardized. For example, clients were not informed at their arrival about parking details, creating frustration at the departure, when they were asked to pay, because they were not informed that they must register the car at check-in. Also, during the check-in process, the clients were not explained the building floor set-up, creating confusion, because the rooms starting with 2 (as example 210) were located on the first floor, not the second! 

I was able to handle complaints more skillfully when I applied the ideas of distributive and procedural impartiality in situations where guests voiced dissatisfaction, following Conflict Resolution and Justice Theory. I made sure that guests felt heard and valued by emphasising the fairness of procedures and results. For example, acknowledging that during the check-in welcome speech, the guest was not explained about parking terms and conditions, I decided to cancel his parking ticket and allow him to park free of charge. In line with the significance of developing a devoted clientele, this strategy not only made successful resolutions easier, but also encouraged favorable word-of-mouth referrals.


Analysis 


The most crucial element in providing a successful service, according to Walker (2021, p. 40), is concentrating on the customer, followed by comprehending how the customer and the employee communicate. Although some managers opt to empower their employees and give them a very loose, informal script that boosts the possibility of developing real connections, others choose to use scripted services to provide the finest possible service when it comes to staff communication with customers. Although the scripted scenario reduces the level of personalization and service quality (Victorino et al., 2008), it is more effective for check-in procedures and guarantees a certain level of control, minimising the number of mistakes. At Ibis Barking, the scripted scenario was not in place, which led to a significant number of check-in mistakes.  


Conclusion


My experience working at the Ibis Barking Hotel's front desk has taught me that providing excellent customer service is the key to success in the hospitality sector, and the front of the house is the front line. In this industry, a passion for serving people is a must. (Education Australasia, 2008). However, if standard procedures are not strictly followed, mistakes can occur and the customer’s satisfaction dramatically decreases, resulting in bad reviews and ultimately in losses for the entire business. 

Action Plan

Considering the most significant issues that disturbed the check-in experience – the lack of an informative and complete Welcome Speech containing all necessary information, including parking procedures and guidance for the floor where the room is located, and the limited training for the Opera Cloud system, I would design a script that all Front Desk staff should use while checking in guests. I would also increase the number of hours for additional training so that all staff feel confident operating the new reservation system.  
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