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Recently I have recently finished a 10 week placement at Ibis Nottingham, a hotel in the city centre of the city which boasts of modern facilities and comfortable rooms. In the front office and administrative position, I was tasked with taking reservations, answering calls related to guests, and supervising elements of customer service management, which I had to complete in the course of 16 hours per week. The purpose of this reflective log is to critically assess my experiences and experiences, and to analyse my emotional reactions, issues and experiences of the placement through the Gibbs Reflective Cycle. This reflection is meant to analyse how my past academic experience (Hospitality Management and Customer Service) was applied in real-life situations in the hotel. This reflection aims to explore how the academic knowledge gained in previous modules was integrated into the practical environment of my placement, focusing on the application of theoretical frameworks to enhance my skills and professional growth. Prior to my placement in Ibis Nottingham, I have already done placements at the Delta Hotels by Marriot Nottingham Belfry as a front office operations and housekeeping employee. These experiences were a great preparation in hotel management and I was well equipped to handle my roles at Ibis.
[bookmark: _Toc213722228]Main Body
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Executing different tasks in the front office and hotel administration were some of the tasks I was assigned at Ibis Nottingham. My main responsibilities were to handle the check-in and check-out of the guests, assist with the reservations and attend to the guest queries through the OPERA property management system. I had to work hand in hand with the front desk staff where I had to take care of the smooth running of the guest services. I also performed the administrative tasks including arranging reports and helping in the organization of events within the housekeeping and event management departments. The hectic nature of the environment made me to coordinate between customer service and operational efficiency whereby the experience of guests was positive and the hotel operations do not run off course. Besides my primary roles, I was working in different departments, which guaranteed the smooth flow of information and the high level of coordination. This helped me to acquire a wider knowledge of the contribution that each of the departments makes towards the overall guest experience and operational success of the hotel. The experience helped to solidify the values of flexibility, problem-solving and teamwork as means to providing superior service in a fast-paced hotel setting. My practices at Delta Nottingham Belfry were connected with front office tasks, such as reception and guest service, and housekeeping and event organization assistance. This assisted me in sharpening my service and organizational techniques which I put into actual practice during my Ibis placement.
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I was excited and nervous at the same time at the start of my placement. The anticipations at the four-star hotel such as Ibis Nottingham were high and initially, I was overwhelmed by the number of tasks. Nevertheless, I gradually got feeling more at home with the duties particularly when I started establishing rapport with the guests and colleagues at work. I also had a feeling of pride in delivering good services to customers and getting positive feedback. The same happened when I was on my previous placements at Delta Hotels, when I was under pressure trying to balance various activities in the front office and housekeeping environments. Nevertheless, these difficulties helped me to gain confidence and be more able to cope with stress at my Ibis position.
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The most fulfilling event of my placement was the knowledge of how to deal with expectations of guests and personalized service. I also had a positive review on the effectiveness of the check-in process and friendliness of the employees when I received positive feedback about the guests. Nonetheless, I did have difficulties as well, especially in time management. Time-management is an aspect I was able to work on during my Delta placement, especially when running front office and housekeeping errands. The use of the Ibis supported the necessity of allocating the tasks beneficially during the peak hours, when time efficiency was paramount. With high traffic, it was not easy to balance the requests that were made by the guests with any administrative tasks (Özdemir, Çolak and Shmilli, 2019). This experience made me understand the significance of efficiency in the operations of a hotel and the necessity of time management skills. Nevertheless, I was able to offer better service as I sorted out the administrative tasks and I could do this because I had to develop my multitasking and organizational skills. Going forward, I will learn to improve my time management strategies so that I can be able to effectively cope with both front office duties, as well as back office duties.
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Looking back at the activities achieved, I realized that communication skills played a significant role in all the features of my job. My previous Delta placements highlighted the significance of operational excellence in housekeeping and the front office. At Ibis, I was able to integrate these experiences, enhancing my understanding of how each department contributes to the overall guest experience. According to Liu et al., (2021), customer service largely relies on communication in managing the requests and complaints of the guests. In one incidence where a customer was complaining, I used the active listening skills I learnt in my studies in calming the situation down and giving an acceptable solution. In addition, the use of the OPERA system by the hotel contributed to the facilitation of check-ins, which confirms the significance of technology in hotel management (Mahalakshmi and Bharath, 2025). The skill to prioritize and manage time made it a vital skill, primarily during peak hours during which there were several guest requests being processed at the same time. I understood that I can better control my time management to improve the quality of work and the experience of the guests. In the future, I will adopt new time-saving strategies and tools in order to manage such circumstances in my new jobs.
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This position helped me to appreciate the intricacies of hotel administration. I also understood that operational effectiveness does not only involve getting things done but also relating to a good working coordination amongst departments. The experience also taught me the importance of teamwork and the fact that front office functions are critical in determining the overall guest experience. Besides, this position also brought to the fore the necessity of life-long learning and the ability to adapt to an ever-changing and dynamic environment to guarantee customer satisfaction and operational efficiency.
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In the future, I will improve my time management with the help of such tools as prioritizing tasks and establishing specific schedules. Based on the action plans of my prior placements at Delta, I am determined to keep on enhancing my time management by using time-tracking applications and participating in appropriate workshops. I also intend to get feedbacks on the supervisors so as to polish my skills even further. I will also consider further training in hotel management systems such as OPERA in order to enhance my technical aspects. I will also mentor with seasoned hotel managers in order to understand operations in the back office and how to become a leader in the hospitality sector.
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To conclude, the experience I gained in Ibis Nottingham helped me understand the core aspects of how a hotel functions on an ex-post basis and the significance of teamwork and communication in the delivery of quality services. Considering my experiences, I have defined the major areas to improve especially in time management and technical competency. To keep on building these competencies, I will undertake further training and actively pursue the experience of collaborating with professionals who are more experienced. This has proved to be a great move in my career growth and I am eager to implement what I have gained in my future engagements in the hospitality industry. In the future, I will pursue mentorship programs in the hotel sector to continue developing my leadership competencies and better understand the working experience of hotel management. Through the lessons I have acquired through this placement, I believe I will still continue to develop and be a productive part of the success of any hospitality organization I will be working with.
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