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The entire assignment has been based on the working experience in Ibis Nottingham. The foremost learning outcomes are customer service excellence, operational efficiency, teamwork, and communication skills etc. These are the outcomes which are being established while working with the hotel to provide a comprehensive understanding of hospitality management along with customer satisfaction.  
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At Ibis Nottingham, the operation of the guest services is designed to always have a very smooth and satisfactory process for the visitors. The main factor behind the guests' satisfaction is the attentive services which this hotel provides to their clients. These facilities are not only meant for the benefit of the guests during their check-in and check-out process, but they are also highly essential for the guest's comfort. In this regard, the housekeeping department always takes charge of the high hygiene created throughout the property, letting guests be happy in a clean and well-attended hotel. Hence it could be added that the service itself is primarily concentrated upon the creation of a customer-friendly space with a highly trained staff being on call to meet the needs and demands of their guests. Moreover, the hotel has amenities that include concierge service, and a 24-hour front desk to attend to the guests whenever they require the help of the staff (UK Hotel Info, 2024).
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The reflective model of Gibbs developed in 1988 is known as the tool which gives the platform based on which learners can analyse their experiences systematically which, in turn, helps them in gaining the needed knowledge (Harvard Business Review, 2022). The cycle, in its entirety, includes six heads as mentioned below-
Description – here, the situation or the event is described.
Feelings- Here the feeling symbolizes the different kinds of emotions and reactions which are related to the particular experience of a person. 
Evaluation- The evaluation procedure involves the identification of the positive and negative attributes that the situation presents (Woodward et al., 2023).
Analysis- Here the study is like a quest in which the social and economic forces that are involved are examined.
Conclusion- The title of the conclusion under this model symbolizes the outcomes or may say lessons learned from the experience. 
Action Plan- Action Plan specifies certain procedures that the students will follow to achieve future goals or deployment based on the reflections.
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Description: An internship being given a shadow supervisory position in the guest service department brought the daily operations - check-in processes, guest interactions, and coordination with other departments – first handily to me.
Feelings: On the initial basis I was very positive or may say enthusiastic in context to my fresh beginning (Markkanen et al., 2020). During my entire experience, I was also worried about the enquiries of the visitors along with my performance in the duties assigned to me. 
Evaluation: The experience brought to the fore the significant role of job-based skills like effective communication, problem-solving and attention to detail that are critical in meeting the guest service expectations. I needed to be technically knowledgeable about hotel systems and operation procedures to perform the tasks effectively.
Analysis: By working in this hotel, I got an opportunity to understand the significance of professional and personal development in context to the skills and the learnings like teamwork skills, customer service skills, communication skills etc (Mello and Wattret, 2021). Previous experience in the industry served as a basis, whereas placement provided practical knowledge to facilitate the implementation of the theoretical one.
Conclusion: The practice of this scenario once again demonstrated the importance of constant learning and adjustment in the hospitality industry. It showed examples of how individual and professional growth like academic tours and placement could contribute to the highest standards of professionalism and competence in guest service operations.


Action Plan: 
	Objectives
	Tasks
	Time Period
	Resources
	Success Criteria

	My desired goals are to develop and enhance my work-based skills along with personal skills and guest services. 

	I intend to take advantage of areas where I can increase technical capacities to help with task management.
	6 months
	I will emphasis on attending training sessions to achieve my desired goals.
	Moreover, I will keep analysing my actions with the Gibbs Reflective Cycle as I move on to polish my skills and acquire an apex in guest service (Arnold et al., 2022).
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Work- or task-related skills and technical knowledge are the most critical skills a worker can have to meet guest service expectations since they determine the quality of interactions and the overall experience (BBC, 2022). During shadowing at Ibis Nottingham, interpersonal skills like effective communication and dispute resolution were needed at the front desk to offer guest service and guarantees of satisfaction. Modern systems with technical expertise envision technically advanced check-in and check-out procedures and an accurate reservation management system. For example, the booking system management skills ensured there were no issues with accessing guest information which in turn allowed for the delivery of personal education services. Hence, the statement can be made that it is training staff to be able to foresee guests' problems and address them on time, building their service level and building a positive guest attitude toward the service.
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Description: Shadows in the guesthouse showed me how timely and quality issue settlement is crucial.
Feelings: It was a surprise to find guest dissatisfaction issue and so I felt a strong need to promptly address the issue but was also concerned.
Evaluation: Through my observation, I noticed that the performance of the hotel's department has drawn back, and the disruption might be experienced towards the brand image of the hotel and the quality of services which are used in cleaning the hotel's rooms.
Analysis: Using the Service Recovery Paradox theory, dealing with the issue promptly with empathy can ensure that negative experiences are converted into positive ones (Forbes, 2024). To me, the provision of sessions of training to staff members more regularly can fully solve this problem.
Conclusion: The HEART model (Hear-Empathise-Apologise-Resolve-Thank) is just one of many tools that can help resolve guest issues, which ultimately boosts guest’s satisfaction and operational excellence.
Such solutions not only foster a culture of quality but also increase the quality of services and the level of satisfaction of the guests.
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	Objectives
	Tasks
	Time Period
	Resources
	Success Criteria

	To improve my work-based skills like (teamwork skills, task management skills and communication skills).



	The work-based skills like task management as well as the communication skills play a pivotal role into corporate sector contemporarily (BBC, 2024).
	3 months
	I will prioritise my efforts on attending e-training sessions based on work-based skills (Forbes, 2023).

	This result can be firmly attained by attending these training sessions.

	To improve my personal skills like problem solving skills etc.
	The personal skills like firmly helps in eliminating the check ins and check outs issues or any other faced by visitors.
	4 months
	I will conduct a self-assessment and collect feedback from my superior authorities in context to my shortcomings about my personal skills.
	The results can be attained by optimally utilising the resources. 

	To improve my guest services.
	This will firmly assist in attending the guests into the hospitality establishments. 
	6 months
	I will participate in the cross-training programmes to increase my knowledge about guest services and by working in other departments of a hotel.
	These skills can be enhanced by attending cross training programmes.
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Lastly, it can be said that this learning log provides a narrative that highlights the facts and the skills acquired from working in guest services at Ibis Nottingham. This fact emphasises the importance of having working skills, technical knowledge, and customer service standards which are utilised in customer experience delivery. Besides the fact that professional and personal development will be the key to success in the future, one will need to understand that there is a need to be good at these all-work-related skills. It is a vital part of the process of acquiring a vast body of knowledge about the intricate details of guest service operations that will enable one to strive for more and remain on the right track as one proceeds with professional development in the evolving field of hotel guest service.   
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