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[bookmark: _qrxvdwrp1jw8][bookmark: _Toc191052272]Introduction
[bookmark: _2cxypyp33u3k][bookmark: _Toc191052273]Brief Overview of Ibis Nottingham Centre’s guest service operations
The Ibis Nottingham Centre is a well-known budget-friendly hotel situated in the heart of Nottingham, which offers modern, basic rooms, a stylish bar, free Wi-Fi and a 24-hour front desk. They have a team that aims to provide exceptional guest experiences, followed by their hotel’s assistant general manager, who leads the team to optimise operations and ensure great service (Millgate et al., 2024).  
[bookmark: _6690aus9jxsa][bookmark: _Toc191052274]Stating the learning objectives for Placement in guest service operations
A placement in guest service operations aims to equip individuals with the knowledge and skills necessary to effectively interact with guests. Such a significant position generally follows the norms to provide a positive and seamless experience by learning the process of handling check-ins, check-outs, guest inquiries and overall service delivery. Understanding guest needs and expectations is a major objective for placement that can help in identifying guest requirements and tailoring service accordingly to create a personalised experience.  

[bookmark: _dlylx5l6rpy9][bookmark: _Toc191052275]Section 1: Elucidating the Reflection on Personal Development and Experience
[bookmark: _c62ynzvql80y][bookmark: _Toc191052276]Discussing the Experience of Shadowing a Supervisory Position in the Breakfast and Reception Department
Practising in the breakfast and reception department at the Ibis Nottingham Centre has clearly helped me to gain experience in shadowing a supervisory position. This significantly guided me to observe a supervisor in their daily work, gaining firsthand insight into their responsibilities, decision-making processes, leadership style and the process of managing a team. Such a significant approach has been beneficial for me to learn the intricacies of a supervisory role by following them throughout their workday. However, this guided me to interact with employees and ask questions to understand the full scope of the job without actively taking on any direct supervisory duties (Howe, 2025).   
[bookmark: _4skxy6c6kjd7][bookmark: _Toc191052277]Contribution of this experience to the understanding of the significance of Work-based Skills and Technical Knowledge
Shadowing a supervisor position has provided me with a valuable learning experience by allowing me to observe the intricate blend of work-based skills and technical knowledge. This has been necessary to effectively manage guest service expectations by closely following a supervisor in their daily tasks. However, such a significant practice has guided me to gain insight into how to navigate complex situations, prioritise responsibilities and deliver exceptional service consistently (Campanella, 2025).    
[bookmark: _3p5gkg903jx2][bookmark: _Toc191052278]Analysing the impact of Personal and Vocational Development
My personal and vocational development has significantly impacted my position at Ibis Nottingham Centre by enhancing my communication skills, teamwork, task management, personal skills and guest service. In my academic journey, I have learned the skills of front office operations and housekeeping, which assisted me in gaining potential knowledge on these skills. However, this will allow me to better anticipate guest needs, effectively resolve issues and create a more positive and personalised guest experience. Hence, such significant training has helped me to adapt to changing situations and guest needs, allowing me to handle unexpected requests or challenges with ease (Samuel, 2021).       

[bookmark: _dwv1kc8kgovn][bookmark: _Toc191052279]Section 2: Elaborating the Analysis of Work-Based Skills and Technical Knowledge
[bookmark: _nmoddrvfwwo7][bookmark: _Toc191052280]Examining the significance of Work-Based Skills and Technical Knowledge in meeting Guest Service Expectations
Work-based skills and technical knowledge have been crucial for me to meet guest service expectations as they enable hospitality professionals to efficiently handle day-to-day operations. Such a significant approach has guided me to personalise experiences, resolve issues promptly and ultimately deliver a positive and ensure customer satisfaction and loyalty in the reception and breakfast area (Doherty and Stephens, 2023). Furthermore, in these departments, effective verbal and non-verbal communication has allowed me to understand guest needs, address their concerns and provide personalised recommendations. Hence, complaint handling, adaptability, technical troubleshooting, local knowledge, digital literacy and cost efficiency are some important characteristics of these skills.   
[bookmark: _viqb54jw2xw5][bookmark: _Toc191052281]Describing the technical knowledge and work-based skills encountered while shadowing experiences 
Communication is a specified work-based skill that I have encountered while shadowing experiences in the hotel’s breakfast and reception department. This specifically encompasses a range of verbal, non-verbal and written communication techniques, which guided me to effectively interact with guests and provide a positive guest experience. Teamwork is a significant skill that presented me with the knowledge to generate a collaborative effort between different departments like the front desk, housekeeping and food services. However, my personal skills helped me to combine my soft skills and technical knowledge to directly communicate with guests and ensure a positive and seamless experience throughout their stay (Ellott and McConnell, 2024).  

[bookmark: _wazm2pz0ai2p][bookmark: _Toc191052282]Section 3: Exploring the Reflection on Organisational Issues
[bookmark: _qpzdnn9ou7py][bookmark: _Toc191052283]Reflecting on the Overall Experience and A Situation that has been encountered in terms of guest service
My overall experience in the breakfast and reception department for guest service has guided me to learn the fundamentals of customer service and interacting directly with guests from check-in to breakfast service. I have been able to build my communication skills, manage guest requests and gain hands-on experience in a fast-paced hospitality environment. A language barrier is a potential situation that has been encountered in which I was not able to effectively communicate with foreign guests (Bakirtas and Baser 2024). 
[bookmark: _ju4uh0gzcuul][bookmark: _Toc191052284]Discussing the impact of this issue
Language barriers in this hotel’s guest service have significantly impacted guest satisfaction by causing misunderstandings, frustration and potential service errors. This has led to negative experiences for guests and caused damage to the hotel’s reputation, as guests may struggle to convey their needs or concerns effectively due to lack of shred language.  
[bookmark: _7jv3ilu4mxah][bookmark: _Toc191052285]Elaborating on the solutions to mitigate the issues
To mitigate language barriers in this hotel’s guest service, I will implement solutions such as language training, utilisation of translation technology and incorporation of visual aids. I will also practice clear and simple communication, check for understanding and foster a culturally sensitive environment (Mucić et al., 2025). 
[bookmark: _ki3n6gwumj0w]
[bookmark: _f85acg4mr62f][bookmark: _Toc191052286]Action Plan
	Skills to be developed 
	Process of learning these skills
	Potential resources needed
	Time needed to enhance these skills

	Communication Skill
	Communication skills can be learned by actively developing the ability to effectively convey messages by focusing on aspects like active listening and understanding the other person’s perspective (Brower, 2023). 
	Active listening, feedback from others, body language awareness, workshops, practising clear verbal communication, utilising collaboration tools and seeking opportunities for constructive criticism are some major resources of this skill. 
	Less than 3 months are necessary to develop this skill

	Teamwork Skill
	Teamwork skills can be developed by involving in a progressive process where working with a group will help to establish trust and eventually work together cohesively towards a shared goal.  
	To enhance my teamwork skills, I will utilise clear communication channels, well-defined roles and responsibilities, open feedback loops, trust-building activities, team-building exercises and collaborative problem-solving scenarios. 
	It will take more than 4 months to enhance this ability

	Personal Skill
	Personal skills can be enhanced through a continuous process of self-reflection, goal setting, learning new abilities and practising them consistently to improve my overall performance in various aspects of life.
	In order to develop my personal skills, I will join online courses, workshops, and mentorship programs, read books, listen to podcasts and seminars, practice networking, and do self-reflection exercises.
	More than 5 months will be taken to develop this significant skill

	Task Management Skill
	Task management skill is a potential skill that can be improved by systematically identifying, prioritising and organising tasks, effectively allocating time while utilising tools to ensure timely completion (Udoagwu, 2022).
	I will utilise project management software, time management techniques, clear goal setting, effective communication, task prioritisation tools, collaboration platforms and a system to break down complex tasks for this skill.
	It will take not more than 5 months to enhance this significant skill.
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[bookmark: _z1w6pr5tp4mb][bookmark: _Toc191052287]Conclusion
The reflection has described an overview of the Ibis Nottingham Centre’s guest service operations with the learning objectives for the placement. Discussion of the experiences of shadowing a supervisory position has been elaborated in this task, followed by the impact of personal and vocational development in the breakfast and reception department. However, this particular assignment has critically analysed the technical knowledge and work-based skills that have been encountered while working in the designated position. A reflection on the overall experience has been highlighted in this context with several challenges followed by an action plan to elaborate on the skills that need to be developed. 
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