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Reflective Journal on Shadowing the Reception at Ibis Hotel, Nottingham    
Using Gibbs' Reflective Cycle (1988)    
    
Introduction    
During the initial meeting with the operational manager, the operating system, the hotel, insurance processes, and an introduction were all covered. In the unfortunate event of a hotel fire, security, and an alarm system. To access the operating system, we had to sign papers attesting that we would be practicing at their hotel and several passwords. Reflecting on my experience of shadowing a supervisory position at the Reception/Front Office of the Ibis Hotel in Nottingham, I will use Gibbs' Reflective Cycle (1988) to analyze the situation in six stages: Description, Feelings, Evaluation, Analysis, Conclusion, and Action Plan. This reflection will focus on how the experience contributed to my development in terms of work-based skills and technical knowledge necessary for managing guest service expectations in the hospitality industry.  
    
Description    
During my following experience, I observed the responsibilities of a supervisor in the Reception/Front Office department. The operating program was changed approximately 6 weeks (about 1 and a half months) ago, and all colleagues are beginners, of course except the operator manager and the manager. They use the Opera system, a revolutionary and very well-developed system. These included handling guest check-ins, managing booking inquiries, resolving complaints, and providing local information. The supervisor’s role required quick problem-solving, managing staff, and maintaining service standards. I also noted the critical use of hotel management software (HMS) for reservations and room availability, which facilitated the seamless operation of the front office, as emphasized by Bardi (2010) and Tewan (2009). Communication and collaboration with housekeeping and maintenance teams were essential to ensuring guest satisfaction, a key aspect discussed by Johnston, Clark, & Shulver (2012).  
    
Feelings    
Initially, I felt both excited and worried, as the reception area is fast-paced, and I was unsure if I could manage the multitasking involved. Due to the fact that at the first placement I did not have the pleasure of working with an operating system, such as opera or similar, emotions spoke the word, but being a person who learns very quickly and thanks to my colleague Leonora, a middle-aged and very patient lady, I learned the system in 2 days, which gave me confidence in my own strength but at the same time everything I had to do was supervised by the managing operator. However, as I observed the supervisor’s calm and organized approach, I became more comfortable and inspired by their handling of guest complaints with empathy and professionalism (Cornell Hospitality Quarterly, 2021). Despite feeling overwhelmed during placement hours, I appreciated the learning opportunity, which helped me see the crucial balance between service efficiency and guest satisfaction, as discussed by Vallen & Vallen (2014).  
    
Evaluation    
The following experience was highly beneficial in enhancing my understanding of guest management. One of the positive aspects was learning the importance of effective communication with guests and staff. As highlighted by ASET (2017), work-based learning plays a vital role in developing practical skills such as communication, which was evident in how the supervisor interacted with different stakeholders. However, managing guest complaints during busy times was challenging, which brought to light the need for improved conflict-resolution skills, as noted by Wood (2013). The technical skills required to manage booking software were another significant learning outcome, as I saw how proficiency in HMS systems helps avoid overbooking and streamline the check-in process (Tewan, 2009; Fallon & Rutherford, 2010).  
    
Analysis    
This experience highlighted essential supervisory competencies in hospitality, consistent with QAA (2018) and Hagg (2013) on the necessity of technical and interpersonal skills. I observed that time management and multitasking were critical to resolving multiple guest issues simultaneously, a point also made by Johnston, Clark, & Shuler (2012).  
One specific guest complaint I encountered involved a couple who arrived at the reception only to discover their booking had been double-booked, resulting in their reservation not being immediately available. Understandably, this caused frustration, as they were already tired from travel. This situation had several impacts: it affected the guest experience negatively, placed additional pressure on the reception team, and potentially harmed the hotel’s reputation if the guests shared their disappointment online or with others.  
In the moment, the hotel’s resolution was to offer the couple complimentary refreshments in the lounge while waiting for an available room to be prepared and to offer an upgrade to a superior room, enhancing their experience to compensate for the inconvenience. Although this was a thoughtful response, the guests remained displeased, underscoring the need for a more comprehensive approach to avoid similar issues in the future.  
To prevent recurrence, I would recommend a few improvements. Firstly, as Fallon & Rutherford (2010) emphasize, effective communication between departments can minimize such issues. A more robust internal communication system could ensure that the latest room availability is updated across all platforms regularly. Additionally, automating room status updates through the Opera system and conducting a daily reservation audit before check-in hours could proactively address potential conflicts and identify double-booking errors early, as suggested by Casado (2012).  
Secondly, consistent with Wood (2013) on conflict resolution, I propose providing frontline staff with training on handling guest complaints empathetically and offering immediate alternatives. In situations like these, empowering receptionists with discretion to provide small compensations, such as vouchers for the hotel’s restaurant or local attractions, can shift the guest's focus toward a positive experience. Vallen & Vallen (2014) support the idea that proactive guest recovery efforts not only mitigate dissatisfaction but can also enhance the hotel’s reputation, as guests appreciate a caring, solution-oriented approach.  
Finally, creating a streamlined check-in process with digital updates sent to guests about their reservation status prior to arrival could help manage expectations and reduce instances of frustration. According to Bardi (2010), the integration of digital tools in hospitality can significantly enhance the guest experience by keeping them informed and improving operational accuracy.  
By implementing these solutions, I believe that Ibis Hotel could reduce the likelihood of similar issues, safeguarding its reputation and strengthening the guest experience. This would support the hotel’s goal of consistently delivering a smooth and satisfying check-in process, aligning with hospitality service standards, and enhancing guest loyalty.  
    
5. Conclusion    
The experience of shadowing in the Reception/Front Office at Ibis Hotel significantly enhanced my understanding of the supervisor’s role and the skills necessary for guest service management. I learned that empathy and professionalism are critical when addressing guest complaints, as Vallen & Vallen (2014) emphasize in managing front office operations. The need to be proficient in booking systems and effective time management became clear during busy times, reflecting the importance of technical and operational skills noted by Tewan (2009) and Rughubalan (2009).  
Moving forward, I would approach similar experiences with greater confidence, knowing that multitasking and staying calm under pressure are essential for success. However, I recognize the need to further develop my conflict-resolution skills, as suggested by Wood (2013).  
Reflecting on my academic journey from Levels 4 to 6, I realize how this experience has built upon the foundation of my hospitality studies, particularly through practical placements. My Level 4 coursework emphasized introductory skills and customer interaction basics, which were instrumental in developing my early communication skills. By Level 5, my exposure to management principles helped me understand the supervisor's responsibilities better, and this placement allowed me to apply these theoretical insights in a real-world context. Now, at Level 6, I feel better equipped to navigate the complexities of guest service management, combining academic knowledge with practical experience.  
    
6. Action Plan    
Based on this experience, I plan to focus on the following areas for improvement:    
Improve technical knowledge: I will seek additional training in HMS software to enhance my ability to manage reservations and room availability effectively (Bardi, 2010).  
Develop conflict-resolution skills: I will practice resolving guest complaints through role-playing exercises to become more confident in handling demanding situations (Johnston, Clark, & Shulver, 2012).  
Enhance time management: I will use prioritization techniques and digital tools to improve my multitasking ability, especially during peak times (Hagg, 2013).  
Improve communication skills: I will observe more experienced supervisors to refine my communication techniques and ensure clarity in both guest and staff interactions (Fallon & Rutherford, 2010).  
Implementing these strategies will help me grow as a hospitality professional and improve my ability to meet and exceed guest expectations in the future.  
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