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[bookmark: _Toc167381247]Introduction
Professional development, in this case, takes me to a dynamic and challenging environment at Ibis Hotel, Constitution Hill, Leicester, UK, where my supervisor role not only challenges my previous notions of leadership but also offers me great fertile ground for personal and professional growth. This reflection report is based on Gibbs' Reflective Cycle, which gives a structured approach to reflection and deepens an engagement with the tasks at hand, thus fostering continuous improvement (Adeani, Febriani and Syafryadin, 2020). The cycle has six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. My concrete experiences at the Ibis Hotel are so extensive including hotel room booking, guest satisfaction, and much more to mention but a few. These provide a basis for my reflection, analysis, and abstraction of concepts. This paper will explore particular situations that have challenged me as well as caused self-examination hence enabling the development of new tactics that I have been using to improve quality-of-service delivery within my capacities and in the overall hospitality department. By doing this, I intend to analyze my actions and their consequences as well as share my insights. This report will help to analyze these moments with the aid of Gibbs' Reflective Cycle, explaining my emotional reactions, effective actions taken, dynamics, and conclusions drawn to further my future practices.


[bookmark: _Toc167381248]Section 1: Reflection Experience and Personal Development
Hotel operations management includes the efficient management of hotel departments: front office, food and beverage, maintenance, housekeeping, sales and marketing, and many others. This aims at smooth functioning, guest satisfaction, and optimum revenues. This is what Ibis Hotels follows to give their guests quality service. During my employment at the Ibis Hotel in Constitution Hill, Leicester, I got the opportunity to closely examine a supervisory position in the department of my choice. I am now aware of the actual workings of guest service management (Bardi, 2010).
I saw personally how supervisors engaged with both employees and visitors, having a positive attitude, communicating clearly, and actively listening were crucial to providing guests with a satisfying experience, the receptionist took care of things like reservations for tables, check-ins, and room keys with efficiency, proper task management made sure everything ran well. I gained practical knowledge about hotel operations, such as how to make reservations, handle card payments, and process check-ins and check-outs (Coopersmith, 2022). Mastering the hotel's software system was key. From the creation of room keys to reservation management, technical know-how translated into guest experiences. It was the familiarity with the process of payment, other services offered, such as car parking or extra pillows, and room availability that contributed to overall guest satisfaction (Fallon and Rutherford, 2010).


[bookmark: _Toc167381249]Section 2: Critical Analysis of Work-Based Skills and Technical Knowledge
With my experience shadowing supervisory roles both in the front office and back house, I have come to appreciate more and more the critical role technical knowledge and work-based skills play in making sure passenger service runs smoothly. Soft skills such as maintaining a warm smile, actively listening to visitors, and being keen on serving are the basis for positive interactions. The amiable environment due to minor touches like these directly influences guest satisfaction (Fergusson, 2022).
On the other hand, technical knowledge regarding reservation systems, management of card payments, and effective check-in and check-out procedures is extremely necessary. Such skills not only add to the effectiveness of the services offered but also go a long way in improving the general experience of the visitor (Nakash and Bouhnik, 2022). For instance, I realized that technical knowledge directly correlated with visitor satisfaction when, for example, I was able to resolve a problem with a payment issue or booked a room for a tired traveler.
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One busy weekend had more bookings than rooms. Our team was stressed attempting to shift visitors into different rooms and ensure communication was always effective. We must always have a backup plan and work to earn the trust and satisfaction of our guests. The hotel was packed with events and bookings over the weekend. We found we overbooked rooms at night. The smooth check-in of guests changed when there were more persons than accommodations. Stress permeates the air as staff panic (Azeem et al., 2021).
[bookmark: _Toc167381251]Guest Service Fallout
At the reception area, it was war. The telephones kept ringing incessantly, people lined up while anxiety lurked in the room. Receptionists were checking guests in and assigning them rooms at the same time as they answered other queries. They got tired to the extent that even their smiles swayed. This fine line between guest expectations and operational constraints could fall either way. Some guests had to be moved into different rooms which was not part of their plans. Their trust was shaken. Phones were busy telling their stories loudly with a sense of urgency. Staff talked and explained things away, apologizing whenever necessary or trying to put guests at ease. At this point, any mistake would spoil everything for a visitor to our hotel; thus, effective communication became a lifeline for us all
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1. Yield Management Strategies: We recalibrated our approach. Yield management—the most significant balance between supply and demand—became the driving force. Strategic adjustments of room rates in peak seasons could help prevent overbooking. The symphony fine had to be tuned (Pradina et al., 2023).
2. Optimizing Room Allocation: We provided a puzzle-like room chart. We optimized by shuffling reservations, reallocating rooms, and causing minimal disruptions. Above all, we considered the guest’s comfort.
3. Cross-Training Staff: Flexibility was our trump card. Equipping employees with skills across various departments guaranteed smooth transitions. The housekeeping team took over the front desk; maintenance staff stepped up their game in support of operations. The continued playing of harmony music from the symphony.
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From my stint in the guest service operations at Ibis Hotel, I reflect on a few areas where I can improve my abilities and be more useful to the industry. These insights will be helpful in my pursuit of becoming more capable in the field. Below is an action plan that summarizes what I would do.
1. Enhancing Communication Skills: Effective communication affects guest satisfaction. I'll exercise active listening with guests to figure out what they need before answering. Clear verbal communication is essential, especially when discussing hotel policies and services or managing disputes. Additionally, conflict resolution training will teach me how to gently, efficiently, and politely address visitor issues. These skills are developed to improve our guests' experience (Cairns et al., 2021). 
2. Efficiency and Task Management: To improve task management and efficiency in guest service operations, I will be able to develop priority tasks based on their urgency and effect it, immediately attend to emergency issues, use time management tools that will avoid unnecessary time lags in carrying out various activities while getting familiarized with hotel software's for making administrative tasks more systematic (Hang and Kim, 2020).
3. Development of Personal Skills: As my skills continue growing, I learn how to become patient with and understanding of the needs of my guests, acquire knowledge about stress-reduction techniques that enable me to handle tough situations in a composed manner, and accept changes that are flexible enough to cater for different tastes among my customers as well as cater for operational pressure (Mills et al., 2020).
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In this report, I applied Gibbs' Reflective Cycle while working at the Ibis Hotel in Constitution Hill, Leicester, UK. Indeed, this shadowing experience greatly influenced my professional development. It has given me practical insight into the standard of passenger service, operations, and interpersonal relationships. My involvement in work, including room assignments, check-ins, and guest inquiries, enriched my work-based skills. The most valuable, though, were the technical skills that I gained, which comprise reservation administration, billing systems, and room maintenance. In addition to technical skills, there were my soft skills—conflict resolution, listening, and empathy—which were refined (Noah and Aziz, 2020). Thereby, the main lessons learned underscored the importance of personal development in the formation of my career aspirations in guest hotel service. I am sure that I will be able to apply these lessons and contribute to the operations of the hotel in a very constructive way’s working experience is reflected in Gibbs’s reflection model. 
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