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Introduction

The Ibis Nottingham Centre hotel’s front office and reception is the primary department responsible for guests’ first impressions on the hotel’s operations and services. At the reception, guests are welcomed in by staff at the desk, after which they get checked in. This process would consist of double checking reservations against room numbers, collecting payment, preparing keycards for the appropriate rooms, and checking people out of their room. On occasion, hotel staff may be required to respond to emails and check reviews weekly to ensure all feedback given is replied to and taken as constructive criticism for the hotel to improve even further. 
To structure my learning log and experiences I intend to use the Gibbs’ reflective cycle. This model will allow me to clearly reflect on what I have experienced, how I felt about it, and from the conclusion of my experience, create a robust action plan to have developed the necessary skills to overcome any problems in the future (Adeani, et al., 2020).

Main Body

Working at Ibis hotel’s front office, I came across many situations that have been stressful and challenging. However, an experience that stands out during my shifts at the front office would be a time when I had to deal with a guest complaining about the cleanliness of their room and customer service of other staff. This scenario created a stressful experience for me, as they were quite angry and would not accept just leaving a complaint with us at the front office.
 This made me feel quite defensive as it was mostly directed at me the majority of the time, regardless of me not being at fault. Personally, I think I handled this situation really well with everything considered by de-escalating the argument, and empathising with the person, while providing solutions like providing them the opportunity to write a formal complaint and to bring it up to a manager. However, the experience was quite bad when it came to actually providing them information on our potential resolutions as this was more of a managerial issue. 
From this experience, I can learn to adapt to a situation outside of my authority and take accountability to contact someone who actually is trained and experienced in handling these situations in comparison with me giving it a go and messing up, making it worse. Looking back at this, I could have brought a manager from the first moment, which would have been able to deal with the problem much faster. If this were to happen again, I would ask a colleague or a supervisor for help. This would be much better than trying to do something which I have little experience of myself because even if it delays our service a bit, at least we maintain quality customer service.
 Linking my experience to my level 4 module, Hotel Administration and Front Office Operations, I can identify that my communication and problem-solving skills have definitely developed, as I have learned how to effectively use my communication to emphasise with others and my problem-solving skills to engage with unique scenarios and coming up with creative ways to solve any complications while performing my duties at the hotel’s reception (Vidak, et al., 2022).
As a result of my level 4 placement experience at Premier Inn, I have managed to gain a considerable amount of experience and knowledge into conflict management. While working at the front office of Premier Inn, I had experiences with difficult guests and almost-violent people arguing with myself and other staff for various reasons. Having the opportunity to have experienced that in the past really helped me now at ibis hotel to avoid direct conflict and try to de-escalate the situation any way I could.
By working at the front office of the ibis hotel, I also made some considerable mistakes while I was learning. One of them was when I was checking someone in, and collecting their payment, I accidentally mischarged them for a higher amount than was required. At first, I panicked quite a bit and was worried about what the guest would say or do in response to my mistake. In this experience, it was really bad that I panicked and did not do anything about it for a while. 
However, once I collected myself, I contacted a manager to help which was the better part of it. From this experience, I can learn to take my time with the things I do, and not rushing to do something for the benefit of the guest if it risks making mistakes.      Looking back at this, I could have re-assessed the situation by myself and not delayed it by requesting a manager. With my access I could have cancelled the payment and not allowed it to fully go through, reducing the impact on the guest. If this happens again, I will swiftly attempt to cancel or void the transaction or attempt a refund for the guest, after which I can make a separate transaction with the correct amount.
 As part of the Operating Hotel Facilities level 4 module, I took part in many assignments including but not limited to the front office, and handling lots of administrative tasks like responding to emails and producing supervisory reviews as feedback on others’ performance. By engaging in lots of complicated and unexpected scenarios, I improved myself through development in my skills of teamwork, communication and problem-solving (Vidak, et al., 2022). As a result, I can confidently say I have improved a significant amount as a general employee in a hotel, but will seek to improve myself on a higher level, seeking leadership skills and supervisory experience.
To identify my overall performance and experiences, I will use a SWOT analysis to cover my skills, performance, and mistakes made throughout my placement. My main strengths are my ability to adapt to stressful situations and quickly learn new skills. Some of my weaknesses are leadership skills, which I currently lack. To improve, I have significant opportunities like online workshops or available articles and studies that can help me improve my skills through knowledge or actual practical scenarios. A potential threat that may affect my development would be the possibility of certain skills not being necessary any longer due to changes in job roles, requiring me to adapt to new skills and to acquire new information regarding the hospitality industry.

Conclusion and Development Plan

In conclusion, my experience working with the team at Ibis hotel in the front office has been a significant contribution towards my personal development and future professional career. By applying Gibbs’ reflective cycle, I was able to assess and evaluate challenging situations, identify potential strengths in my experiences, and also areas for improvement (Adeani, et al., 2020). Through experiences that made me handle guest complaints and actively engage with others, I was able to improve my communication (Jawabreh, et al., 2022), problem-solving and conflict-resolution skills, which are key skills I would need for my future career in the hospitality environment. Using my previous placement at Premier Inn, I identified key skills and information that was transferable from those experiences, especially after some helped me significantly at ibis hotel.
To continue my development on a professional level and address the weaknesses identified in my SWOT analysis, I propose to complete a year-long development plan (Leigh, 2009). The first part of the development plan will focus on leadership and supervisory skills (Low, 2014). This will consist of enrolling in leadership and hospitality management workshops and online courses, but focused on actual scenarios and practice, not just theory which I learned from university anyway. This would take up 3 to 6 months depending on the course I decide on taking. The second part of the plan would focus on strengthening my decision-making confidence (Low, 2014). This would consist of engaging in practical scenarios and experiences focused on making sudden decisions based on surprise problems. This would most likely take up to 3 to 6 months (Leigh, 2009).
Using this plan, I am confident I will improve the skills and expertise I am currently lacking and be more prepared for any future scenario regarding conflict resolution. This way I will be significantly more prepared to work in a hospitality environment without relying on others, and make decisions based on my own capabilities.
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